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How to ask for something

a bank manager
a customer

a colleague

a supplier

Talk about the last time you asked these
pecople for these things. Did anything
unusual happen?

What did he
say about

7’
-7 5 .
o1 Llisten to the conversation and answer the
questions.

1 Who are the speckers?
2 What do they ask for?
3 Who is polite? Who makes demands? Why?

Speaking

1 Make a suitable request for the following : Listen to four conversations role-playing
situations. Try to use phrases from situations 1-4. Compare them to your
Expressions and the Language box. Your requests.
teacher will respond to your requests.

1 You ordered twenty colour cartridges for
your printer. Unforfunately, you received
black cartridges instead. Call the
supplier and ask them to correct the
order.

You ask your boss if you can have the
morning off next Friday because you
need to sign some papers af the bank.
You ask for a return train ticket to Oxford
at the ticket office.

Your colleague keeps forgetting to finish
the report you have both been working
on. It needs to be sent fo head office
today. You call him to help him remember.

dealing with people
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Hint
Be coreful with pronunciotion when making requests:
Polite requesfs are.

Writing
2 Look at the extracts from the conversation. ! 1 You have received the following note from your boss.
Complete them with the phrases used for ' Write an email to the travel agency requesting
asking for something. information for his trip.
1 Helio.l - speak
to Susan Crawley, please.

Would you ' W

L i : 1 na&d some. infe frem Bl i
hewwed RV Inglés Travel Agency. Im going to

for the computers. M@la‘u o o 1@_32 Fob. Need to
Do you - walt |

until next month?

We pay before ; _ : _

the end of June. S Sval thve beee here i NEEr
Ifwe . - payment Nl e ik oy b o bt
by then, we'll Nl

have to send someone round to pick up \T 7

the computers.

Look at the extracts in 2 again. Mark them
polite (P) or demanding (D). Then explain
your decision to your teacher.

Look agdin at listening script 1.1 and 1.2 on page 111.
Find other examples of these structures.

r-----------_------q
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

We can use would like in different ways to ask
‘people for something:

I'd like a cup of teq, please.

I'd ike to phone home, if you don't mind,

‘We'd like you to send the cheque foday.
The following verbs can also use the verb +
‘object + infinitive paftern.

Things to remember

‘We would ask you to pay in full by 15t May.
We have warned them fo pay promptly.
Remember to use -ing affer Would you mind:
Would you mind opening the window?

e g

L
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Speaking

1 Your friend comes to you with the
following problems. Make fwo suggesti
in each case. Use as many different
expressions as you can.

“Ifrequently travel
“Ijust feel I'm going

nowhere in my job.”
language.”

“I often forget things like meetings
and phone numbers.”

“I feel so tired and

“My car’s alwaYsln overworked.”

breaking down!

business one  one

Germany but I don’t
speak a word of the

suggestion

Expressions

1 Bruston Bicycles and Cycling Accessories
Ltd is in frouble. Sales are 15% down on last
year. It is losing clients. Three of its best sales
people have left the company in the last
two months. To find out what's geing wrong
Bright Ideas Lid, a business consulting
group, visited the company a few days ago
and made the notes below.

Read the notes and then discuss the
different problems with your teacher. In your
opinion, which are the three most important
issues, and why?

BRIGHT id
Sales and Production - Ounly wiomthly weetings
staff wot given ewotgh inForuation
products old- fas&«m& desion wanager left a vear ago -~ wor
veplaced
£owpany doen 't use Tatermet ot all
wilnae oF CWPQMV]I
s0les wAdAQE, c:bwiomlul Eveiited — eevers mational and
expovt Sales = wd AYsIstamt
Tedun Bamstow - s divector - 39 wears old, son of Forvmder
reputation for top quality, but delags oF wp t0 o month in
deliveries

Writing
1 You are not happy with the following five things.
Tell your teacher why you are not happy and
what you would change if you could. Make
two different suggestions or proposals about:
1 the organization of your classes (days, fime,
etc.)

the place where you work

the work fimetable or calendar that you
have

the TV programmes in the couniry where
youl live

the traffic and / or parking problems in the
city where you live,

Explain the reasons behind your proposals.
Find out if your teacher agrees with you.
Choose one of the topics and write an email
to an appropriate person, containing your
proposals.

ons

to




? <

7o 2 Llisten to the presentation that one %o 4 The consultant and the sales manager go fo lunch. Listen
consultant from Bright Ideas gives to the to their conversation. What problems does the consultant
management of Bruston. He mentions four mention?

of the problom areas. Which ones? The consultant uses the following expressions. Listen again

Now listen again. This fime complete the and complete the sentences below with his suggestions.
spaces with the werds the man uses fo
make his proposals.

1 Frbarail we . 2 You've got big problems there.

making meetings more

1 Have you the name?

a change to the company's name. ——

frequent?
We to a more

And, well, | don't really know how
but ...

international name.

Secondly. we'd like to
new sales staff. How somebody younger to

do his job?
We three new

Let's . some of your products
look really old. you employed
a new designer?

assistant staff - people with languages
and experience.

Qur third the
possible use of the Internet as a marketing
tool for your company.

Finally, we

serious and immediate measures fo
reorganize the production side of the
company.

-----------------1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

3

Wesuggeet usrng fha Internét
‘We suggest that you use the Infernet.

'ther expieas[ens'-'
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How to react to suggestions

In this leg i - Expressions

ways of i i “51 Listen to four situations where someone is
ti . making a suggestion. Answer the following

sques l ! questions for dialogues 1-4 by filling in the

columns in the table.

Starter ! What is the annoying habit?

1 : What is the suggestion?

Is the suggestion accepted (/) or

rejected (X)?

suggestion

+ They make pe
voice.

« They arrive late and leave early.

» They never return ifems they borrow.

» They use bad language all the time.

« Their only subject of conversation is their
children,

« They waste time and never get anything
done.

+ They smoke confinuously.

« They never pay for drinks or meals when
you go out,

Which of the habits do you find most

annoying?

How could you deal with these colleagues?

Writing Language box

1 Read the following email and suggest When we react fo a suggestion, we offen
ways the supervisor could deal with the suggest specme action, Or propose a possible
problems in the department. Role-play a (
conversation to follow the email, with you
as Charlie and your teacher as Sam.

th people

‘ i wauldhcvedlnnermarhangooui
Hi there Sam, @onclng.

Sorry to say the situation in the department is getting out .
of hand. Everyone is frustrated with the new software 2 Lef‘ssfaﬂ plannlng “ rhg}rr “0"’" :
because no one knows how to use it properly. Two . ev

colleagues are still smoking at their desks despite the
new legislation and the others are fed up with it. And
Richard and Sally have split up so the atmosphere’s
unbearable. Any ideas as to what | can do?

Charlie

ing wi

deal

2 Reply to the email with your own ideas.
business one : one




2 Look at the extracts from the four
conversations below. Complete them with
the useful phrases for reacting to
suggestions.

1 No; do that.
It would be really embarrassing.
No. I'm that's
such a good idea.
She is the boss
OK, that
| suppose.

What Il do
that next time he calls.

Shall is used with we and /, especially in British
English. It is offen used fo make suggestions
along with lef's.

Shall we leave now?
Yes, let's / Iet 5.go.

When we reject a suggestion, we normally give

a redason;
Mm, I’'m not so sure about that ...
-.. It might make things worse.
...| think people would prefer a bonus fo a
night out.

Hint

'\fm mn use ihé folluwh’ig expressions fo folk
I cant stand it any el

I've had enough (of it}

Eve is drMm me crazy.
He's always shouting and swearing.

Speaking

o1 Listen to conversations 1-4. Match each one wifh @

picture a-d below.

2 Your teacher will suggest ways to deal with the
situations. Respond in an appropriate way.

Look again af conversations 1-4 in listening script 3.2 on
pages 111-112. Find more expressions used to react to
suggestions.

- O B O S S S N N N EE e e e e .
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

L |
|
1
|
1
1
1
1

Things to remember

1

1
=1
I

I
ol
9

business one : one




How to praise

In this le i . Expressions

useful lo e ¢ a1 Listen to three situations where someone is
poslﬁve giving praise.
1 In each dialogue 1-3, what did somecne
do well?

2  What has happened as a result?

what they did well result

Do you find giving praise or receiving praise
more difficult? Why?

< U 80,80, 56,50 PRoUD oF voU 1"

Speaking

1 Role-play the following situations fo In the mnversuhm. different words are used
practise giving praise. Your teacher will o make adjectives stronger or weaker. Here Is
play the person being praised. Before you how you can change the sirength of the.
begin, decide how you will infroduce the adjective good:
topic, and what specific aspect(s) you will :
praise. AKER preﬂv / fairly / quite good

1 Boss to employee - praise for a report. good

- prai i 'Preﬂv / fairly f quite good
2 Boss to employee - praise on winning a voaill fverygod

large new contract, . STRONGER  extremely g el
3 Colleague fo colleague - praise for the

FEW Compome RCHe, Note that if you stress pretty / fairly / quite, it
Now listen fo two conversations makes the adjective weaker. If you
role-playing the first two situations above. ‘adjective after pretty / fairly | quite, makes it
Compare them with your version. sfronger. '

dealing with people

business one : ocne




2 Look at the extracts from the three
conversations below. Complete them with
the useful phrases for giving praise from
listening script 4.1. Then listen again and
check your answers.

1 I'd just like to say I'm
how successful our sfand was ...

Jane, you to
get such a good location.

Well ,Jane.

| want fo tell you
your presentation yesterday You did a

| really
included the customer stories.

Anyway, they love it - you
very well,

You can also replace the adjective with a
sfronger one:
extremely good < fantastic / excellent <
absolutely excellent
But you have to be careful using strong
adjectives like excellent, fantastic, amazing,
wonderful, etc. You cannot use very with these
words. You must use really or absolutely.
That was absolutely brilliant.
That was a redlly fanfastic presentation.
Not k-was-gvery-fantasic-peformance.

Look

Look again at conversations 1-3 in listening script
4.1 on page 112. Find examples of prefly / fairly /
quite and listen again. In each case, s it :
making the adjective weaker or stronger?

Hint

When praising, it's usual o infroduce what you
say with o more general comment:

1 just wanted to mention ...

I'd Just like to say ...

By the way, ...

Oh, have you got a minute?

1 One of your colleagues has just returned from an
international conference, where they represented
your company. You hear that their presentation went
very well, As you are working from home, you decide
to drop them an email to congratulate them.,

2 You are the boss of a small refail store. A new
member of staff noticed that somebody was regularly
stealing from you, and by reporting it to you has
saved you a lot of money. Write a letter to the
member of staff, praising them and telling them the
results of their action.

r--—--------------,
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember

business one : one




How to criticize

In this le | i . Expressions

o1 Listen to two short dialogues. For each,
decide who the people are, and what is
being criticized.

who is speaking? what is being critici

doesn't do it very welllw problem is she
dealing with, and whci s wrong with her
approach? How could you improve it?

Now listen to the same situation, but done

more effectively. How is the manager's " prs .
approach different? i 2 Now listen again fo the two short dialogues.

Complete the spaces with the words used in
What is your approach for giving negative : the recording.
feedback fo colleagues? L

1 Well, I'm quite

busy at the moment.

The thing Is. I
can't really stay late at work because of
the children.

I'd be fix times
when you need to discuss work with me.

OK. Well,
report you sent,

Speaking

1 Imagine you have to deal with the To daseﬂbe a difference between two things,
following situations, in which you have to we can use not as ... as .... Look at the
give feedback. Plan what you will say. following example:
Role-play the situations with your teacher. We're not as busy s last month.
1 You share an office with a colleague

who offen goes out, without telling you For smalller differences, use not quite as ... For

for how long. When clients phone, you béngﬁ;r dmri:noes use nof nearly as .. wor
are unable to fell them when to call g i g I y

back. What suggestions can you give The dasign isn't quite as affractive as we'd
your colleague? hoped.

One of your staff, who often visits clients, These pictures aren’t nearly as good as the
insists on wearing jeans at work, desplie

the office dress code which states 'no Yaur work Is nothing like as good as it wos.
jeans’. You feel it is necessary fo discuss it
formally with the staff member.

ing with people

deal

Mow listen to a conversation role-playing
the second conversation in 1 above.
Compare it to your version.

business one : one




Well, maybe | I Your boss was rude to you in front of a client, which
one or fwo things. was very embarrassing. This was not the first time.
Write an email to your boss, criticizing their behaviour.

Femaps] You have received the formal complaint below. Write

one of Mike's reports. an email to all staff explaining the situation, and

Do you asking them to wash their own cups up.

next tima?

Memo

From: Cleaning
To: Manager of Sales department

We've had problems recently with the kitchen
in your department, Cups are left in the sink,
food containers are left lying around and no
one does the washing-up. It’s not our job in

the cleaning department to do the washing-up
in the kitchen, so please ask your staff to

see to this.

Thank you.

e —————————— "

r—--—----ﬂ------‘ﬁq
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

You can also use (not) so ... and (not) such ...
to criticize the actual situation:
Please fry not to fake so long over lunch
again.
We won’t make the deadline if we work so
Please don’t use such bad language!
I shouldn't have sent such an angry email.

Things fo remember

1t the conversations in listening
scripts 5.1-5.4 on pages 112-113. Find more
examples of these structures.

r-‘-—-’--—-—-
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How fo show how to do something

In this les
explaini

Starter

1 Have you
recently? G
teacher?

If you have a

explain to your {4

the features: text messaging, taking photos,
games, etc.

Have you ever had to phone a call centre
for help? What about?

Speaking

1 Explain to your teacher how to follow a
work process that you have to do, or how
to use @ machine in your office.

Your teacher will now explain to you how
to do something. You can ask questions fo

check.

business one : one

Expressions

%2 ) .
=1 Rajivmanages a call centre in India. He's

-]

explaining the job to Daving, a new worker.
Listen to Rajiv's instructions to Davina. What
are the main things she needs to remember?
Make notes.

<o 2 Listen to Rajiv and Davina take two calls.

Mark each sentence true (T) or false (F).

1 The first caller's computer is new.

2 Having the caller's password helps Rajiv to
solve his problem.
The second caller can’t connect to the
Internet,
Davina tells hirm there's no immediate

We use the zero conditional fo describe
something that always happens in certain
conditions. This is very common when we're
showing someone how to do something,
If you press this button, it records the
conversation.
This light goes on if you have another call
waiting.
Notice that the two parts of the sentence can
come in any order. :
There are several variations of this structure:
When you click on this icon, a new window
POops up.
As soon as this light comes on, you're.
connected to the caller,
You can change ihe information as long as
you check with me first,




Hint

To check that someone hos understood, |
ask;

Is that clear?

Or say;

; Writing
3 Look at the extracts from the conversations 1 You're attending a meeting in another country for a
below. Complete them with the phrases week. Leave a junior colleague instructions about
used for giving instructions. Then listen again ! how to complete a small project that is in progress at
to recordings 6.1 and 6.2 and check your i the moment.

“fiswals, A friend is going to be staying in your house for a few

1 Rajiv:  And how is the training going? days, but you'll be at work. Leave instructions for them
so that they can work the CD player, TV, DVD / video,

Davina: 3o or a home computer fo check email.

Now, one other thing: we have a lof of
calls, so aren’t
any longer than they need fo be.
Be patient with the caller but
_ the fime.

You're connected and you should greet the
caller. Have ?
Sometimes very easy solutions like that
are the hardest o find. So,

them.
Be say ‘geod
morning’.

'---------------_-
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

1. 1
2. 2

The copier doesn’t work until you key in your
che

You don't need fo re-start the machine unless
this message appears.

You can also use an imperative:

Just watch me and ask any questions.

‘Be careful not to tell anyone your password.
Look
Look at listening scripts 6.1 and 6.2 on page 113.
Find more examnples of the zero conditional.

Things to remember

e e e mw a e me S Ee e Ew E e
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How to delegate

Starter

comments abo

>
‘Whan you delegate wolk, you need to check o1 David Jackson is a sales manager. He broke
all the time that the job is being done right. i his leg in a skiing accident last week and
“You can only ask people to help you if you i will be off work for several weeks. He phones
are their boss” i his boss, Arthur Little, fo talk about work.

If possible, it's best to do a job yourself rather ' Complete the first column with the different
fhan delegate. 1 jobs he mentions.

as quickly as possible, fo leave yourself a lot
of time to check their work at the end.’
*Just tell the person what they need fo do,
not the small detalls.”

‘People enjoy having work delegated to
them.’

>

o2 Arthur organizes a meeting fo announce
the changes. In the second column above,
write the name of the person whe will be
doing each job.

Speaking
1 Spend a few minutes brainstorming:
= a list of all the pecple, companies,
departments, etc. that give work fo you
todo
+ a list of all the pecple. companies,
departments, etc. that you give work to.
Include both your job and your life outside

work (e.g. professional services, family,
friends).

Talk your teacher through the lists, giving
details about the work involved. Try to use
language from the unit.

business one : one




Hint

If you think something is frue, but you need fo
check f, you con use a negative question:
Won't you_ be‘bmkurmwm

Theh-.'npasslhiampﬂasum

Writing
3 Look at the extracts from the meeting below. 1 Imagine that Arthur Little has no fime for the meeting
Complete them with the phrases that Arthur with his team. Write an informal memo to Monica
uses for delegating tasks. Then listen o passing on his instructions fo her. Use the following

recording 7.2 again and check your memo to Rob as an example. Try to use the language
answers. i from this unit in your memo.

1 Do you think you

Rob?
Memo

And Susan, I'd like you

Subject: Visit to Samson Litd

From: Arthur Little
I need i To: Rob Harris

brochures for the trade fair. As you know, David is going to be off work for
Could | 4 i several weeks. In his absence [ would like you to
look after his client, Samson Ltd. David was
going to visit them on the 17th. Please phone
No, that's not necessary. We can them to confirm the appointment, and let them

David, know that you are locking after the contract
until David is back.

Arthur Little
General Manager

interviews ...

Monica?

Rob and Susan go for a coffee affer the
meeting with Arthur. Listen to their
conversation. How does Rob feel about the
meeting? Why?

Look
Look again at Ii‘aiening scripts 7.1-7.2, on pages 1 13-114.
Find examples of these structures.

r----------ﬂ—_——--1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Language box 1

When delegating work, you can use the 1

following expressions with the verbs ask 1
and get.

I'm going fo ask Pefer o phone you, !

V'l ask Peter if he can phone you. 1

I'll get Peter to phone you. I

You can also use have. Note that fo is not used: I

I'll have Peter phone you. I

When using a professional service to do a :

|

1

1

1

1

E

Things fo remember

piece of work, you can useged‘/hava
somefhln doner

We shepld--hcve the office redecorated.

business one : one 17
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How tfo compromise

solved a disad
compromising.

It can be difficult to combine work with
family life. What kinds of compromises do
employees and their employers have fo
reach?

as parts or members that form
-,umulkinq

compr e /kompramaiz/ when
ghing, ey maks ag

compulsmn compal fe strong
I'nlu. or plt.‘n‘ﬂl.l['i. muklnu SOMenne
Lavant Lo

Speaking

1 Respond to the following problems. Try fo
use language from the unit.

1 A regular customer says they are having
financial problems and cannet pay for
the goods or services you have
provided. You need the money but do
not want to lose a good customer.
There is an urgent project at work. Your
boss wants you fo work exira hours for
the next two weeks, including all day
Saturday and Sunday. No exira money is
available to pay you for this.

@

o2 Now listen fo a conversation role-playing
the first situation above. Compare it to
yOour response.

business one : one

Expressions

K3
/o1 Derek is the owner of a chain of Turkish

restaurants in Ireland. The manager of one
of the restaurants is a Turkish woman called
Ayse. She wants to talk to Derek about
something important. Read this summary of
the first part of the dialogue. Then listen to
the dialogue and correct the text where it is
wrong.

Ayse wants fo talk fo Derek, her boss, because
today she's received a lafter from her family
in Turkey, saying there's a problem at home
and they need her to come home for three
or four days. Derek seems to understand her
problern;, and it's a busy week.

Listen to the second part of the dialogue
and underline the part of the sentence in
italics that is correct.

1 Derek will not agree to Ayse’s request
because he cannot manage without her |
he feels she s not being honest,

Ayse’s main worry Is her duty to her family /
money.

They understand / do not understand
each other's point of view.

Listen to the third part of the dialogue. What
compromise do they reach?

Language box

‘When frying to reach a compromise, we often
discuss the effects of possible actions or events
on the situation. In order fo do this, conditional
sentences are often used.

For something that is a small or unreal
‘possibility, or an idea we are against, we use
the second conditional.

The Hpart oi the second conditional uses the

If we bought 10,000 of them, ...

The other part, the result, of the sentence uses
l'wi;i-lld mﬂk'é. allot of changes ff | had the
Ifwe bought 10,000 of | ?hem. we'd have
starage problems.




Look at the extracts from the dialogues.
Complete them with the phrases used by
Ayse and Derek. Then listen again to all
three dialogues and check your answers.

1 |know it's a busy time of year, | do. |
your point
of view.
But put
imogine if it were your family.
This is what | suggest. Let's both
and I'll phone
you tomaorrow morning.
Right, er ... I've
thinking.
Cn the
someone with your experience and ability

I need

with the staff and the customers.

So what =if
you went in four days’ time that would
give us fime to show the ropes to
someone else.

We also use this second conditional for giving
advice:

If | were you, | wouldn’t accept that offer.
Notice that the two parts of a conditional
sentence can be reversed:

If | agreed to those conditions, would it affect

my pension?

Would it affect my pension if | agreed 1o

those conditions?

For something that is a bigger possibility or an
idea we are in favour of, we use the first
conditional (see also unit 13):

If the baby's a girl, we'll call her Helen.

Hint

Compromise can be a verb or o noun, If you use
fhe noun, you con agree on, arrive af, come o,
find, make, reach, or work ouf o compromise.

Writing

1 As part of a presentation fo new employees, you

decide to suggest some 'tips for reaching agreement’.

Write four or five tips that you could show as part of
the talk.

Choose one of the situations in the Speaking section
and write an email fo the other person. Use some of
the language from the unit, and invent appropriate
details.

Look

Look again af listening scripts 8.1, 8.2, and 8.3 on page
114. Find more examples of the second conditional.

"

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember
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Hint

Note that you con decide sth or decide on sth,
with no difference in meaning.

We need to decide o logo for the brand.

We need fo decide on a logo for the brand.

Expressions

+ to move to a ney
« to enter a new market
« to take part in a conference

« to work with another company on a future
venture

+ to start a new project
« to win @ new confract

Have you got any personal plans for the
future?

721 Listen fo two situations where people are
making plans. In each situation complete
the table in the next column. What are they
planning? What three key points do they
have to plan?

Speaking

1 Look at the following situations and for each
one think of three key points that have to be
planned.

1 Your company is going to make a
presentation to another company to fry
and win a new confract.

Your office has been asked to organize the
annual group conference.

Role-play the first situation with your teacher.
Your teacher will start the conversation.

Listen fo a conversation role-playing the
same situation. Compare it fo your version.
Did you choose the same three key points?

Now role-play the second situation. This time,
you start the conversation.

business one ; one




Hint

To falk about how we are going to start dealing
with o lask, we often use the verb go about
something / doing something:

We can go about this in two ways.

How are we going to go about advertising

the launch?

Writing

T T ; 1 Look back to the plans you discussed in the Starter
! of this unit. Write an email fo a person who you are
! doing the planning with, specifying four or five things
that you will need to think about.

2 Look at the following stories about plans that went

2 Look at the exiracts from the conversations.
Complete them with the phrases used for
making plans.

1 3o, the first thing we
is when we should move.

'Eiagdaﬂs shoplifting expedluan
e;xpetteil

So something

get in fouch with @ moving company.

Who's going fo

the packing?

Hove we

name yet, Bob?

Whatwe get

the advertising campaign organized.

| think the -8 4 is to 1 source: The Book of Heroic Failures. by Stephen File.
sk sevoral ggencies for sampies 3 Using the examples in 2 as a model, write about an

experience you have had where your plans went
wrong.

r——----u-&—————--u-q
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Language box
Use the future perfect for an action that finishes
before a certain time in the future.
We will have completed the project before
the inspection begins.
We form the future perfect with will + have +
past participle.
We'll have paid for all the goods befora the
tax year ends.

|

1

|

I

|

|

S

I Things to rememiber
We often use the time preposition by to mean 1

|

1

1

1

1

|

1

before with the future perfect,

Do you think he’'ll have finished the course by
the end of May?

Look

Lock again at the conversations in listening
scripts 9.1 and 9.2 on pages 114-115. Find more
examples of the future perfect.
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In this lesson y g : . Expressions

different ways | : 71 Listen to a conversation between the
- general director of an advertising agency
the progress Of 5! and one of the account managers, who is
. E ; preparing an advertising campaign for
Starter e l fies ltalcafé, a large chain of coffee bars. Tick
y e (+) the correct column in the chart below.
1 How do you work oul
projects? How do yol ? j done not done

2 Can you remembera
ran into time difficulties?
time problems or did the project end in do some market research
disaster?

‘see the ideas of the creative feam

h decide which media to use
We'e a little ; g s o

3\ behind schedule. . RIS GIR] resentation

2 Are the speakers happy with the progress?

Language box

1 You have been asked o organize a When we talk about progress, we often use the
marketing campaign to promote your present perfect with yef and already to say
company. The campaign will be by which things we have done and which things
phone, by mail, and by email. You are we have not yet done.
making a list of companies to call, you We've already planned the first phase of the
have ordered some new leaflets about project.
the company, and you have sent about =
twenty emails. However, the leaflets have R AR S R AL T
not arrived yet, and vou are still waiting for yer.
replies to your emails. We use the adverbials so far and up fto now to
Answer your teacher’s questions on the talk about our progress until the moment we

marketing campaign using phrases from are speaking.
Expressions where possible. I've met about four customers so far.

Up to now | haven't had fime to look at your

Now listen to a conversation role-playing offor

the situation. Compare it fo your role-play.
Is the speaker happy with the progress?

business one : one




Hint

Remember that the word octually means 'in fact’
or ‘really”;

| haven't actually started the project yet,
Actually, my surnome’s Henson, not Huson.

3 Look at the extracts from the conversation.
Listen again and complete them with
phrases used for updating on progress.

1 General director: Heather, could you

_on the
Italcafé pitch. please?

Account manager.  Well, it's
, actually.

How _the
market research?

We're = = to radio
stations ...

We've _ for next
Fridary.

Keep me

We often use the expression fo meet a date /
target with the present perfect to talk about our
progress.
Unfortunately, our suppliers haven't met the
date again.

We're celebrating as our sales people have
met their fargets this year.

Look

Look again at the conversations in listening
scripts 10.1 and 10.2 on page 115. Find more
examples of the present perfect with yet,
already, so far and up fo now. How many
examples of meet a date / target are there?

Hint

‘We often usa really fo make what we are saying
softer or lass direct:

| haven't really met the target we agreed on.

| don't really like the design.

Writing
1 Your colleagues have all gone on holiday, leaving
you in charge of updating your small company’s

catalogue. Reply to the email from your boss, using
the notes below.

Hi

Sorry you have been left to deal with this on your own.
How are you getting on? Is there anything you'll need
help with in order to meet the deadline?

Mina

CK TEXT - 102 dere - reed helel
(ORDER PAPER - done bub net herel

— ..--"""1_’,_.-#-—"‘""'_ _.-—"" e ——
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Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

2o 2

Things to remember
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projec

In this lesson you w
different ways of announcing
positive results.

Starter

1 Today you feel very «
developments at wol
about three things
work in the last twe
happy about.

|

“Well, and now the bad news!”

Speaking

1 Report on developments in ABC Ltd for this
year. Use the following chart and try to
use the same language that Tony and
Susan used in Expressions.

How to report success

Expressions

721 LUisten to part of a meeting.

1 Whatis the meeting about?

2 What fime of the year is the meeting
taking place?

3 Is Mike pleased with the results for his
department? Why?

2 Now listen again and complete the chart
with the missing information for Home Sales.

HOME SALES (TARGET INCREASE = 12.5%
R P f {

AP L/SEP

ABC LIMITED TARGETS FOR PRESENT YEAR

CONGEPT LAST YEAR

p.fnductiv{ty

e

employee satisfaction

S SR

business one : one
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Hint Hint

Saying decimals: Use by to express a change:
12.6 = twelve point six Sales went down by 11%.
Numbers affer fhe decimal point are Profits are up by €10,000.

said individually: When speaking about percenfages we don't use the:
17.05 = seventeen point oh / zero five Sales-wentup by-the 7.5%

Writing
3 Now listen to the export sales manager's ' 1 You are the manager of ABC Limited. Write a short

report. Complete the chart on page 24 with | report about the resulfs and include figures from the
the missing information for Export Sales. i chart in Speaking.

=

Now listen again. Complete the sentences
below with the words she uses.

1 Well; that the
Export Market is doing really well.
I'm delighted to tell you that we have
been able to sell
9,000 units for the first time

_the

department, a
which represents an increase of 11.4%,

The forecast for the final quarter is also

Obwviously, :
about the way the department has been
working this year.

We have . = in
eastern Europe and the new Madrid office
has increased its sales by just over 20%

since January, which is : Look again at listening scripts 11.1 and 11.2 on page 115.
: Find examples of the present perfect and past simple.
Are they ‘open’ or ‘closed’ fime periods?

I‘----’---""---------1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Language box
Use the present perfect when speaking about
‘open or unfinished' time periods:
The resulfs have been disappointing so far.
(time period = so far)
Saoles have increased by just under 10% since
May. (time period = since May)
Qur sales feam has been working especially
hard this year. (fime period = this year)

Things to remember

‘closed or finished' time periods:
January's figures were excellent,
(fime period = January)
In the same quarter last year we sold 156%
more. (time period = the same quarter
last year)
Between March and July, sales were stow.
(time period = between March and July)

1
1
1
1
i
1
i
i
Use the past simple when speaking about 1
i
1
1
I
1
1
[

T e S S
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In this lesson you wil 1 , Expressions

polite ways of /.1 LUsten to three situations where someone is

problems, dela . making an excuse.
. 4 1 In each dialogue 1-3, what Is the

mistakes. Nlgaes e problem?

2 What is the excuse given?

e y _rl
Starter N
1 n 5 ' "

have the sign on hi 801N

When did you last make an excuse?
When did you last hear an excuse?

dialogue 2
didlogue 3.

Listen again if necessary and rank the
problems 1 (least serious) to 3 (most
serious).

Was it possible fo prevent each problem?

Speaking

1 Role-play the following problemns, using
language for giving excuses. Your teacher
will play the role of the person complaining.

1 You sent a chegque to a supplier buf didn‘t
sign it. The supplier is very frustrated.

A letter has gone out from your
department with prices in dollars

7 instead of euros.
2

?.2 Now listen to two conversations
role-playing the situations above. Compare
them to your response.

business one : one




4 Look at the extracts from the three
conversations below. Complete them with
the useful phrases for making excuses.

1 1 call, but, you
know, | was having lunch with a client. We
had a drink. We had to wait ages for
service, and,

You're believe
it It's _ before,
but my bus broke down on the way in.

| checked the confent but Sue

do the cover,
and you know, she was sick. | don’t know
whiat

Language box

When we make an excuse, we often have to
give a story explaining exactly how something
happened.

We often use the past continuous at the
beginning of stories to ‘set the scene’:

It was snowing on that cold February morning
in Chicago.

In stories, use the past continuous with the past
simple when a shorter action happens in the
middle of a longer one.

Just as | was writing the chegues, we had a
power cut,

You can also use the past continuous for
actions happening at the same fime:
She was processing the arders at the same
time as she was talking to a customer on the
phone.

Hint

To make an apology or statement stronger and
mare polite, use the full auxiliary verb.

| am extremely sorry.

With present simple / post simple add do or did:

i do apologize.
I did remember to order the computers.

Writing
1 Look at the business mistakes below. What excuses
could you find for the errors?

The 1982 Association of British
Traval Agents conference in

its venue t-’che last momen‘t when
it discovered that its original hotel
had been double-booked.

source: httpif fnews.bbc.co.uk/1/hiffechnology/3193366.5tm

Choose one and imagine what might have caused
the problem. Write the story using the past continuous.

Look
Look again at listening script 12.2 on page 116. Find
more examples of the past continuous.

r-------------—--—1
Lesson record

3 new wards 3 useful phrases
from this lesson from this lesson

Things to remember

business one : one
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projects

How to justify change

In this lesson you will learn to
explain why cht are
necessary.

Starter

1 How often do you cf
phone, computer, of
reasons do you have

Speaking

1 You are applying for a new job. Your
friend can't understand why you want to
leave your current job. Role-play the
conversation with your teacher.

You are sales manager of a US company.
You want fo have a stand at an important
trade fair. Your boss thinks that trade fairs
are ‘usually costly and not very
productive’. Role-play the conversation
between you and your boss. Use the
language from the unit to persuade him.
Here are some redsons you could use:

« make new contacts

+« meet new clients

« see new developments

« show your products and services to many
people at the same time

+ increase your sales or clients.

business one : one

Expressions

"1 Listen and answer the questions below.

1 Who is speaking?

2 What are they falking about?

3 What do you think will happen next?

2 Now listen again and complete these

sentences from the conversation.

1 Do you think
it?
We simply it.
We Miami and
buy a new car.

If we

one, we

Miami.

We've got no

get a new car.
Ali has just been visiting one of his most
important clients - JPC Ltd. He returns to his

office and speaks to his boss. Listen and
answer the questions below.

1 Why is Ali worried?
2 Who is more worried, All or his boss?
3 What does Tomn think they should do?

Language box

When justifying change, we often use the first
conditional. The first conditional is used to talk
about realistic possibilities.

The if / unless part of the sentence uses the
present simple:
If we ask them to come to dinner, ...
The other part of the sentence discusses the
probable result. This uses will:
... we will need to arrange a taxi fo take
them home.
Together the two halves of the sentence make
the first conditional:

If we ask them fo come to dinner. we will
need fo arrange a tax to take them home.




Hint

A useful word to use when discussing options is
ofherwise, which means 'if not":

We need to pay immediately. Otherwise we will
get a fine.

You should give Yvonne a pay rise. Otherwise
she will leave the company.

Writing

What's geing to happen in the near : 1 Write a short email to your boss covering the main
future? E points you discussed in Speaking exercise 2. Explain
What do you think will happen in the long your reasons for going to the frade fair. Write about 75
run? words. Write your answer in the email below.

Listen again and complete the spaces with
the necessary words.

Ali:  Ne, Tom. | think they*ve made a decision

about this. | think we'll simply
1 == setup
small plant in China near their factory. We
2 fo lose them
as clients. And JPC is not the only client
who's going to Chinal
Tom: But opening in China will cost us a
small fortune!
Al Yes | know. But we simply
o o[
we're in
frouble. | fold him we'd study the question
seriously. But | don’t think we have
5 but to open
up there, and pretty quickly!

Lesson record

Instead of using if, you can use unless to mean
if not:
We won't be able fo finish this project if we
don’t get more staff.
We won't be able to afford a new [T systemn
unless we get a government grant.

Look

Look again at listening scripts 13.1 and 13.2 on

1

1 3 newwords 3 useful phrases

I

1

1

1

1

1
page 116 and find further examples of the first |

1

1

i

i

1

i

L

|
1
from this lesson frorn this lesson i
1
1

Things to remember

conditional.
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How to deal wil

Expressions

=1 Mansoor sells frozen foods wholesale to
supermarkets. Most of his business is online.
cllen'rs and sup t ! y 4 He uses a company called Webshaker to
i ) run the websife and keep it up to date. You'll
Starter hear him on the phone and meeting Adam
| | from Webshaker in person. Listen to the
1 What experience ha ng three short conversations.
with people outsid : :
suppliers, freelanc : i
these roles yoursel

2,
%’

What two points does Mansoor meantion in
the first conversation?

Do you prefer to liaise face to face, on the ! a
phone or by email? What are the : b
advantages and disadvantages of each? :
What suggestions does Adam offer in the

second and third conversations?

Suggestion in second conversation

Suggestion in third conversation

Now listen again. This time completfe the
spaces with the words used in the
recording.

1 | tried to refurn your call this morning but |
couldn't

2 Sothis
website?

Speaking Language box

1 Imagine you have to deal with the When we are considering how things
following situations. Plan what you will say, happened or didn’t happen in the past, we
and then role-play the situations as phone often use a modal verb with have + the third
calls or face-to-face meetings. Your form of the verb:
teacher will play the other role. 1 should have told you that before,

1 You are waiting for some proofs of some The delivery must have been delayed.

new adverfisesments from the designers, :
They are already three days late, and It would have been better to send it by post.

you need to send them to the printers I could have written the address down wrong.
by the end of this week. These can be used in the positive and

You offer training courses for your staff, negative:

run by an outside training cormpany. You | shiouldn't have done it like that.

would like advice on what course(s) , ;
they would recommend for Improving You needn’t have brought the copies.

custorner-client relations. You have only He wouldn’t have read your emall yesterday
got a small budget, and training should because he had the day off.

idedlly take place within the next three

months.

business one : one




Well, my main concern is

your people
to make changes to the material we sent
you,
| was wondering,
sometimea next week fo falk it through?
The thing Is, at
the moment.

Adam: Listen, give me a couple of days.

Mansoor. OK. When
?

By the end of the week? What would be
the you?
| prefer email because I'll be

a lot this week ...

Note that the opposite of must have is can't
have:

| must have dialled the wrong number.

(= | am sure | dialled the wrong numiber)

| can’t have dialled the wrong number.

(= | am sure | did not dial the wrong number)

Look

Look again ot listening script 14.1 on pages
116-117 and underline all the similar ways used
to reflect on the past.

Hint

The word thing is very comman in informal English.
Nofice how it is used:

How are things?

a couple of things

The thing is, ...

The main thing Is ...

Writing

1 Imagine you are Adam from the recording in
Expressions. Write an email to your colleagues to
update them on the outcome of the phone calls and
meetings you had with Mansoor from Frozen Foods
Fast.

'-----------------1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember
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Starter

1 Tell your teacher a
developments that
in your company.

2 In what ways are these improvements?

The message
we have fo gef across

about the new WQ90 is

frea and a memory of

Speaking

Expressions

=1 Listen fo the first part of the meeting at AP
Electronics and answer the following
questions:

1 What is the man speaking about?
2 Why is the man so happy?

Listen again and fry to write the exact words
the man says.

z
¥,

Good morning everybody, | have
for you alll

It gives me that

the prototype of the new Ad71 ..

Listen to the second part of the meeting with
Helen, the technical manager. She mentions
several changes made from the Ad7 to the
A471 model. Write the changes in the table
below:

A47 MODEL A471 MODE

Language box

1 You work for AP Electronics and your There are many differences between the new
teacher is one of your clients. Role-play A471 model and the old model. The following
the telephone conversation between the words were used to quantify these differences:
two of you. Tell your teacher about the LARGE SMALL PRECISE

new A471 from Expressions.

business one : one

far a little five times
much a bit 25%

alot slightly 515
considerably

All of these words can be used with a
comparative to show a difference between two
things.

It's far larger than the old model.

He's much more intelligent than the rest of
the team.

The road is a lof wider than before,

After the changes, we will have a
considerably smaller workforce.




Hint

Notice how fhe word news is used in English:
The news is not very good, I'm afraid.

Have | got news for you!

That's an interesting piece / bit of news.
The-news-are-good!

Fhave-a-news-for-you,

4 Peter Williams works for the Sales
Department at AP Electronics. He phones a
client with news of the A471. Listen to what
he says.

1 What does he offer the clieni?
2 What is he going to do?

Listen to the conversation again and write
down the words Peter uses.

1 I'm phoning because | think

2 You'lbe
it's much lighter and smaller.

3 VYes, but that’s
Christ I'm sure you'll
that we can offer you a much better price!
Writing
1 Write two short emails about the following. Try to write
about 40-50 words each time.

1 Write a shert email to a client about o recent
development in your company that improves its
service or product, Mention the advantages of the
new development.

Imagine Peter Willlams couldn’t speak to his client on
the phone. Listen fo listening script 15.3 again and

write a short email telling the client about the new
Ad71. Also suggest a day and time for a meeting.

'-—--n_-————------q
Lesson record

3 new words 3 useful phrases
from this lesson frarmn this lesson

The shape is a little squarer,

When you paint the room, can you make the
yellow a bit brighter?

The gold madel is slightly more expensive
than the siiver,

It's ten times quicker than last year's model.
Il be 30% cheaper with your discount.
A double room s €30 more expensive.

1
I
1
1
1
1
I
|
Look !
I
[
[
[
1
1
| 5

Things to remember

Look at listening scripts 15.1, 15.2 and 15.3 on

page 117, and underline all the examples of
these words with comparatives that you find.
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In this lesson y:
useful phrases f¢
getting feedba

Starter

1 Imagine you run th
in the photograph.
do to get as many
visit your stall and

Have you ever run a stall or stand to
promote or sell something? How did it go?

discussion
point

Expressions

1 World Eye Records sells world music CDs
and DVDs. They have just had a stand and
tent to sell CDs at an open-air world music
festival in Krakow, Poland. Listen to World Eye
Records staff discussing how successful the
festival was, and complete the fable below.

how
successful?

suggestions
for next time

1 NUMBER OF VISITORS

2 SIGNING SESSIONS

-3 LEAFLET DISTRIBUTION

2
s

discussion
point

2 Now listen to the same people having a
meeting a week later to evaluate their
participation and complete the table
below.

how
successful?

suggestions
for next time

1" ASIAN / MIDDLE EASTERN CDs

2 CD SALES (LESS FAMILIAR MUSIC)

3 LOOP VIDEO CLIPS

Speaking

1 You work for a sports equipment company.
You have come back from a conference,
where you were in charge of the
company stand. Give your evaluation to
your boss (your teacher), based on these
nofes, and make your own suggestions.

notes suggestions for next year

DISPLAY

UEGH'T LOOK, VERY PROFESSTOMAL
PROMOTIONAL ACTIVITIES

PROGUCT COMPETTTION VERT AUCCESSFIL-

business ane : one

Language box

To describe past actions, and express regret for
not doing something in the past, we can use
the third conditional.

The first part of the third conditional uses if. This
explains a past possibility.
If I'd knewn how many people were
coming. ... (but | didn'f)
if we had Invited some of our key clients, ...
(but we didn’t)

The second part of the third conditional uses a
modal verb + have + past participle to explain
what did not happen in the past.

.0 would have bought more food,

(= dign’t buy more food)

..., the party would have been great for

business. (= the party wasn't great for
business)




Hint

think something through = think of all possibilities
We need to think our strategy through carefully.
give thought to something = consider

We must give more thought to pricing.

rethink something = think ogain

We'd better rethink our whole strotegy.

Writing
3 Listen to recording 16.1 again and : 1 You've just returned from a trip abroad, where you
complete the spaces below. : represented your company at a conference. Write an

. email to your boss at head office, explaining which

1 Joke, - specific aspects of your parficipation were successful in
numbers before next week? ; promeoting your company. Include suggestions for

i future conference participation. Write your answer

Qne Kine in the email below.

papering.
Yes, we should
better in terms of quantity and distribution,

Now listen to recording 16.2 again and
complefe the sentences below.

1 First, perhaps we
sales data,
And then
the website hits.
But | think
that our stock on the stand matches the
festival's line up of artists much better.
OK. I'll make
for next time.

e D

e . 2 Think of an event that you attended, for example, a

by age. as well as by nationality, of al : training course, a conference, a festival, etc. Write

those who visited the stand. } feedback on the event and suggesticons for improving
} it for the message board on the organizer's website.

Well, I've got

r--—-----_---—----1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

The third conditional is a very difficult grammar
structure to get right. When the two halves of
the structure come together, the structure is
very long:
If I'd known how many people were coming, |
would have bought more food.
If we had invited some of our key clients, the
party would have been great for business.
It might not have happened If you'd told me
yesterday.
Attendance could have been better if we'd
contacted our mailing list,

Look

Look again at listening scripts 16.1 and 16.2 on
page 117, and find other examples of the third
conditional.

Things to remember
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How to present an idea

,, Expressions

Yo 1 Listen to a conversation with Robin, the sales
manager for Trigbee, a company selling
kitchen fittings throughout the UK. In the first
listening, you will hear Robin dealing with

Starter two problems put to him by his sales team,
and discussing possible solutions. Complete
1 Your company has oyed twice as, the table below.

many staff as befor nately, there =
just is not enough 3 probiem solution

Imagine you have f

existing staff, telling them how you are
going to fit all the new workers in. How can
you do this in a positive way?

7>
“22 Now listen to Robin talking to his
management colleagues about the
problems his team are having and present
ideas for solving them. What concerns are
raised by management about his
solutions?

Speaking Language box

1 Discuss one of the problems below. With One way of adding information about a
your teacher, ask for and discuss solutions. sentence is fo use a relafive clause:

1 The current system for ordering I'wanted to ask the manager, which was
stationery is not working: orders are not impossible because he was on a sales trip.
recorded regularly, anybody can place Sales are 60% Up on Iast year, which is
an order, all departments are over fantastic.

budget, and there is a lot of waste. .
Your company currently has offices in A relative clause can be used fo give a reason

New York City, The Board has decided fo | [oF somsfning:

move their headquarters to your country They had never seen anything like it which is
and wants you to present a report on why they had trouble infroducing it into the
this idea. market.

Sales reps have a very heavy workload, which
is the main reason people are leaving.

meetings

Now, hold a second meeting. Present your
ideas from 1 above to your management
team.

business one : one




3 Now listen to both conversations again. This
time complete the spaces with the words
the manager uses.

1 Well, a simple option is _cut
the number of meetings?
I'd rather go straight home at the end of
the day, L coming here to
write up sales reports.

There have been complaints about the
number of hours that they're on the road
for. So ideas I'd like fo
suggest.

Well, one e be for them fo
work partly from home.

[ —— _ they do some of their work
from home, which | know has proved
successful in other companies.

Ch yes. Completely. - o offer
them is greater flexibility.

No, no. | mean, if | _?The
office where we work now can be used by
your people in Finance.

Note that in this type of relative clause, which is

always used, and there is always a comma:
We now work on Saturdays, which most
‘people aren't happy about.

NoiWe—new—weﬂeen—SeMeleye,—ﬂaeﬁ-meﬂ

Look

Look again at listening scripts 17.1 and 17.2 on
pages 117-118 and underline all the examples
of this type of relative clause.

Hint

if you are discussing a fist of items or problems,
you can use as for to show that you are moving
on fo the next item:

As for meetings, well, perhaps we could meet
here just once a month.

As for is used both in spoken and written English.

Writing

1 You have just had a meeting with the management
team where you put forward your ideas for solving
the issues in Speaking. Write an email to those who
attended, summarizing your ideas in the box below.

Lesson record

3 new words 3 useful phrases
frorn this lesson from this lesson

2 2
3 ST

Things to remember

i
1
1
I
I
i
1
H
1
1
1
1
1
1
|
[
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How to agree and disagree

In this lesson y:
show if you are
against, an ide

Starter

1 How do people sho
an idea in your co

How much consulta
over important decisions

meetings

Speaking

/51 Listen to listening script 18.1 again, and

imagine you are taking part in the
meeting. Pause the recording and
interrupt with your opinion.

Take turns with your teacher to give your
opinion about some of these subjects.
Listen to each point and then agree or
disagree using some of the expressions
you have just seen.

« an issue being discussed in your fown
= public transport

« advertising on TV

« film censorship

« English as a world language

business one ; one

7 -
o1 Cormack Aluminium make aluminium

products for the construction and motor
vehicle industries. Listen to company owner
Malcolm Cormack and heads of
department Magda and Steve in their
monthly meeting. Answer the questions
below.

1 Magda's idea is about:
marketing / diversifying / cutting costs /
food packaging.
What do Steve and Malcolm think of the
new idea?

What is Magda asked to do affer the
meeting?

Language box

Words that often occur together are called
collocations, There are many different types,
and some of them appear in the listening
script:
adjective + noun

a massive demand

a growing market

conclusive reasons
noun + verb

a company evolves [ develops / stagnates
verb / adjective + adverb

seriously consider

sfudy something carefully

totally different




Listen again and complete these exiracts
from the phone conversation.

1 With ~ Magda,
it's not s simple as that.
By , but that
doesn’'t maan you should risk everything
on a completely new product line.

, Steve, but on

the other hand, maybe we shouldn‘t
dismiss this idea so quickly.

Who knows, Magda .

but the main problem for me is we don't
know the packaging sector.

Sorry. Magda, |

| mean, , but |
think we should have a good look at this
idea before we make a decision.

Are the expressions in 2 for agreeing, being
neutral, or disagreeing?

verb + noun
come up with reasons
look for opportunities
collocations with common verbs
make a profit
do some thinking
have a good look at something
Collecting collocations is an effective way of
building your vocabulary.
Look
Look at listening script 18.1 on page 118 and
find more examples of collocations.

Hint

To agree ond to disagree are verbs in English.
They are followed by with. '

| agree with you.

We don't agrae with that.

she strongly agrees /. disagrees with if.

Agree is riever an adjective: Frm-agree.

Writing
1 Write a short letter to a newspaper responding to the
article below. Agree and disagree with things the

speaker says. Try to use phrases and expressions from
the unit.

hen you start work, it's all very well
I.oceking dovwn a‘t the mmpany car park

wl‘ule ycru, the
' tz_:_avel to w&rkon a

r—-----——-----—--—,
Lesson record

3 new words
frorn this lesson

3 useful phrases
from this lesson

Things to remember
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How to use vague language

In this lesson y:
to avoid using

Starter

1 Have you ever had
enjoy the experien

How do you feel w
reps, either at work,

phone?

1

meetings

Expressions

1 Kenville Richards, is a manufacturer of
domestic appliances. Look at the fragment
from the Kenville Richards catalogue and
answer questions 1-3.

1 Why are they producing three different
models of breadmaker?
What is the difference between the frade
price of a product and the rmp?
Which product represents the best value
for money?

features

€90 €125 Plostic body, free bread-making book,
can bake bread in under an hour,

79

Speaking

It is the last part of a job interview and the
two sides are near to an agreement, but
there are still some problems about salary,
training, working on Saturdays, and a
possible relocation for two years to
another confinent. Role-play the situation
with your teacher. One of you plays the
part of the interviewer and the other is the
interviewee.

Now listen to a recording of the situation
from 1. Compare it with your version.

business one : one

Ve 2 Carlis a sales rep for Kenville Richards. Lina
is the buyer for a large domestic appliance
shop. Carl has visited her to fry to sell her
some of the domestic breadmakers from
the catalogue above. Listen to their
dialogue and complete the boxes.

Language box

There are many verb phrases you can use to
falk about future possibilities without giving a
definite opinion. The following verb phrases
may be used with whether or if.

I'm noft sure if / whether we can sell

that many.

| don't know if / whether we can sell

that many.

It's not clear if / whether we can sell

that many.

You can use depend on in the same way, but
depend on is followed by whether (not if).
| don’t know if | can come to the drinks
before the dinner. It depends on whether my
train arves on time,




Hint

In British English quite can mean a bit.

I'm quite hoppy with this. (= a bif)

In American English quite means very.

I'm quite happy with this. (= very)

This can be confusing for nafive speakers fool

Writing
1 This is the end of your first month with a company
and you think your manager has made a mistake

with your pay. Write them a short email to solve the
problem.

A new client has just put in an order that is more than

: "g.‘.l:E"'--‘m :J.'m «r?‘ I your capacity to supply at present. You want to keep
] _E'_,;; - (}‘ et e ! the client but you need to explain by email that you
! need more time to deal with this order. If you can't
Complete the extracts from the dialogue think of a product, use the Kenville Richards
below. Then listen again fo check your ' breadmakers from Expressions.
answers,

el like them, but
how many we

would sell here.
A lot on the price.
Happy customers
buy another breadmaker.
It would be
risk for us to have a lot of expensive stock.
We have stock
that we can’t sell.
| can’t say
If you took about 150 ...

r---—--——---------,
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

* R

To give two (or more) future possibilities you
can use depend on whether + or.
It depends on whether the price is €85, €90,
or €100,

It depends on whether you want fo leave
early or not,

Look

Look again at listening scripts 19.1 and 19.2 on
pages 118-119, Underline more examples of
vague language.

Things fo remember

i R R R
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How to run a meeting

1 Read the agenda below.

Managers’ Meeting

To reduce costs in the IT department.

DATE: 3rd March zoo6 PLACE: Meeting room 5th floor
PARTICIPANTS: Beatrice Martin (IT manager), Natalie Wilmot
(human resources manager), Anthony Southall (CFQ)

AGENDA

1 [T department running costs (Beatrice Martin)
2 Proposals for reducing costs (Anthony Southall)
3 Staff cuts (Natalie Wilmot)

2 Role-play the opening speech to the
meeting. Use the phrases you learnt in
Expressions.

business one : one
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Expressions

51 Listen fo the start of fwo mestings. For each

extract answer the questions below.
1 s the meeting effective?
2 Why / Why not?
2 Listen to the start and some more extracts
from the second mesting. Complete the

senfences below with useful expressions for
running meetings.

1 Right then, | think

Language box

Many verbs are commonly followed by
another verb. Your dictionary will tell you what
form the second verb must have. Some verbs
must be followed by an infinitive with fo:

I'm hoping to finish by three o’clock.
| would advise you to employ cleaners
through an agency.

‘Some verbs just need the infinitive without fo:
Let Paul finish what he’s saying,

Sometimes the -ing form of the verb is needed:
We can delay making a decision until we get
the report. i
Using an agency will save us interviewing staff
ourselves.




Hint

The verb discuss means fo exchange opinions.
When there is @ rea! disagresment we use the
verb argue. We can also use have a discussion
‘or have an argument about something.

Now as you all know, we're
the main issues
arising frorn the last departmental meetings.

As you can see, there are six

Brad, could you
about the problems we've had with
unauthorized cccess to our intranet?

| think we need to discuss

Actually, | think we should
the next point
now.

OK, let's = what
we've agreed,

Do you often have to attend meetings in
your company? Tell your teacher about
them.

In some cases, a preposition is used before the
second verb:
We have succeeded in reducing
absenteeism by 30%.
Some verbs can be followed by the infinitive or
-ing form, usually with a change in meaning:
| remember menticning this to David last:
month. (= | know | did fhis in the past)
| must remember to mention this to David
tomorrow. (= | need fo do this in the future)

Look

Look again ot listening script 20.2 on page 119.
Find more examples of verbs that are followed
by a second verb.

Hint

We refer fo an item on on agenda.

We can talk akout item 3 or the third item.
We discuss an issue af a meefing.

We can talk obout the dress code issue or
the sick leave issue,

Writing

1 Arecord of the discussions and decisions in a
meeting is called the minutes. Write the minutes from
the meeting in Speaking to pass to your boss for

authorization. Use Anthony Southall's notes from the
meeting below to help you.

IT DEPARTMENT RUNNING CozTs:
maln expernse rent of whele Sth

PROPOSALS FOR REDUCING CO4T4:
move IT to gremises on oubeirts
and cut rent by %Z0%. Restructure
to cut staff by 10%.

years with company. Kedundancy
pay expersive. Any soltions?

-

g

Lesson record

3 new words 3 useful phrases
from this lesson frorn this lesson
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How to defend an idea

an idea.

Starter

1 Look at pi
team-buil

Have you or
taken part in a similar activity? Tell your
teacher about it.

Do you think employees learn anything
from these events?

Speaking

1 The social committee of your company is
planning the 25™ anniversary celebration of
its foundation. They have proposed a day
trip in a hot-air balloon for all staff, followed
by a dinner party where the balloon is due
to land. Think of possible advantages and
disadvantages of this idea and tell your
teacher.

7]
(@)
=
o
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You are a member of the social committee
and your teacher is an employee who does
not like the celebration you have proposed.
Role-play your conversation using the useful
expressions for defending an idea above.

Now listen to a similar conversation and
compare it fo your conversation. Did you
think of the same advantages and
disadvantages?

business one :




= Expressions

o 1 Listen to an extract from a meeting where
someone is defending an idea.

1 What idea does Luke propose?
2 What does he say in favour of the idea?
3 What are the arguments against the idea?

Complete the exiracts from the meeting
with useful phrases for defending an idea.

1 Why not? that
we have o communication problem.
The reason for this lack of communication
is that the
heads of department just don't know
sach other well enough.
I'm the
question of time, Harry.
we all have
similar problems with organization.
But this would
be an investment for the company.
Jif we all
worked together more effectively, then we

would be saving the company both fime

Language box

We often use adverbs when expressing an
opinion. Sometimes, we start with an adverb to
tell the listener what kind of point we are
making;:

Basically, we need to diversify.

Quite honestly, we have no choice.

We can also use adverbs before the verb to
emphasize our opinion:

| really don’t think we need fo act

immediately ...

I honestly believe this is our only option ...
This type of emphatic adverb would come after
an auxiliary or modal verb:

I can truthfully say ...

I'm quite certain that this plan will work ...

Hint :

We use each other when an aclion is belween
two different people:

We need to help each other with our problems.
Yfou can also use one another. :

We need to help one another with our problems.

1 Read the following email you have received from
your boss.

JE—

Hi there,

Bad news I'm afraid. We've only got the budget to
cover one of our two social events this quarter, so we
have to choose between the team-building weekend
or the anniversary party. Personally, | think more
people would be affected if we cancelled the party.
So in my opinion, we ought to leave the weekend
away until a later date. What do you think?

Please get back to me asap. Looking forward to
hearing your views.

Regards
Kevin

Kevin Spencer.

2 Write an email in reply to your boss defending the
idea of the team-building weekend.

Look

Look again at conversation 21.2 on page 119.
Underline the adverbs that are used.

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember
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How fo speak to a group

In this lesSO
some useful expre
speaking to gro

Expressions

751 Tony works for PJK Ltd, a furniture
manufacturer. Listen and answer the
following questions.

1 What is Tony's jobb?
Starter 2 Whatis he doing?
1 Do you hd 3 How well does he do this?

in your jok Listen again. Look at the different things that

meetings

Speaking

1 Yourteacher is one of a group of people
who are visiting the place where you
work. You have to meet and welcome
them. What would you say? What is
important when speaking to a group?

Number the following points in their order
of importance (1= most important). See if
your teacher agrees with you.

» Voice

= language abillity

« preparation

» sense of humaour

« knowing the qudience
» aye contact

+ physical appearance
» self-confidence

business one : one

Tony says. Write a number in the box in the
order he says them.

Oh, you weren't listening, then?
Be quiet please!
Thanks for coming.

How could you say the same things in a
more polite way?

Alvaro Garcia Ogara works in the public
relations department at Margues de
Laguardia, a leading Spanish wine
company. Listen to Alvaro speaking to a
group of visitors. Does he use similar
expressions fo the ones you suggested in 27

Language box
We often use which or that to give details to
help somebody identify something:
a company which [ that makes wine
the region which / that produces the most
wine

In the sentences above, which and that refer to
the subject of the clause. They can also be
used to refer fo the object of a clause - in this
case, you can leave them out if you want:
I'll give you the wine (which / thaf) | like best.
I hope you like the next room (which / that)
we're going to show you,
Who is used to give details that identify a
person:
people who buy this wine
the person (who) we spoke fo earlier




5 Here are some of the words that Alvaro uses.

Listen again and see if you can reconsfruct
the complete expressions.

1 First of all,

2 introduce
myself.
Alvaro Garcia,

too happy

leave now,

enjoyed

wish vou

Where can be used to give details that identify
a place. Where cannot be left out.

the factory where they bottle the wine
Not He-factory-fhey-botile-thewine
Note that we often use which + preposition
instead of where.
the factory (which) we bottle the wine at

Look

Look at listening script 22.2 on page 120 where
Alvaro explains about his company. Find five
more examples of this construction. Be careful
- most of the sentences leave out which / that.

Hint

Some expressions to say goodbye fo a group:

| hope you have enjoyed your visit.

1 wish you a safe and pleasant journey home.
It's been a pleasure to meet / mesting you.

| hope to see you (ally again soon.

Thank you (ever so much) for coming.

Writing

1 You have been asked by the PR department to write a
short script for a visif fo the place where you work. This
script will be used by all tour guides showing visitors
round. Include information about who you are, what
the company does, what the programme of the visit
is, etc.

Write the text of the script, frying to mention as many
of the following points as possible:

welcome

the route of the tour
important people
dangers (things to avoid)
interesting facts,

r-----------------‘
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember
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How to structure a talk

Expressions

expressions for lin i : 1 Read the following information about a

a talk : central European company, and with your
" teacher discuss what language fraining

options there could be.

Starter

1 Look atth

they in yo You have been informed that English is to
become the language for all spoken and
written communication within your company.
Apart from one or two managers, few of your
staff speak good English. However, not all staff
need to use English in their job. Head office
has told you that you have twelve months to
make sure that all staff speak English to the
level required in their job.

@ﬂlence will forget more " -

f = i |?_ .
«q arrﬁﬁ’% of what they ey 722 Now listen o a recording with the director of
within twenty-four hours.

Zlg’;he "rso much I want to say —
"Ijust don’t know how tﬁ?ﬁt it

all in.

this company. What are the three training

& options the director mentions?

“53 Inthe second extract, one of the options is
described by an expert in detail. Listen and
number the four parts of the procedure

below in the correct order 1-4.

%ﬁmﬁ what I want to sa
1find it difficult to pre

analyse each post's language needs

meetings

ideas clearly and logical

Speaking

1 Present the introduction of one of the
following talks to your teacher.

1 You are representing your company at
an International conference. What three
or four pieces of information would you
include about yourself and / or your
company in the infroduction to a
presentation?

Give o falk on a project you are
currently working on.

Give a talk on the business highlights of
last year.

2 Now summarize the main points you
made, and present the end of the talk to
your teacher.

business one : one

interview all members of staff

Language box
When giving talks and writing formal English,
we use linking words to connect ideas and
help the listener or reader anticipate what is
coming next. This helps communicate the
message clearly to the audience. Lock at the
following examples:
In addition, I'll summarize the company’s
spending on language fraining ...

First, we interview all members of staff, as well
as talking to each manager about the feam
under thern.

Other expressions:
Giving redasons:
so, as a result
Highlighting information:
in particular, specifically




Hint

I's . good:idea fo fell your audience at the
beginning how fong you'll be speaking for.
I'll be speaking for about fifteen minutes.
My talk will last about an hour,

make recommendations about the
training needs of each employee
carry out the language festing

4 Now listen to both extracts again. This time
complete the spaces with the words used.

Director
1 I'dlike fo
about language training options,
So, a number
of alternatives.
Right, so, I'll
one by one.
Language audit consultant
4 So,Id like fo fo
talk about the final sfage of the procedure,
5 Right. OK then. Let me just
of the main
points I've made.
6 Well that's
the moment.

Contrasting information:
in spite of, however
Referring back:
as | said before

Look

Look again at listening scripts 23.1 and 23.2 on
page 120. Find more connecting expressions of
this type.

Hint

Ifs also a good idea fo tell your audierice when you'd like
them to ask quesfions.

Please don’t hesitate fo interrupt if you have any questions.
I'd be grateful if you could keep any questions you have
until the end.

Writing

1 You have been asked to present your ideas for
improving the place where you work or study. Plan
the main points you would talk about (about three or
four), and the smaller points within these (about two
or three in each). Write the main section of the talk in
full. Try to use language from the unit to connect the
points you make.

r-----------------1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember
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How to interrupt

2 Expressions

‘o 1 Serinya Textiles in Spain is now owned by
Fabunder, a Swiss company. Ofto,
Fabunder's production manager, is visifing
Serinya to communicate some news fo the
department heads there. Listen to Otto and
mark the following sentences frue (T) or
false (F).

1 There's a problem with Serinya’s quality

centrol,

A Chinese company is trying to buy
Serinya.

Production In Spain is going to stop.

About six Serinya people will keep their
jobs.
If you were in Ofto's meeting, how would
you feel? Would you want to interrupt him?

Listen to the second version of Ofto's talk.
What objections and questions do Luisa
and Ricardo raise to the following?

machinery
rationalizing
quality

notice period
orders

Speaking Language box

1 Talk about your feelings and experience When someone interrupts, we can comment
of the town, city, etc. you are in. Your positively on what they say:
teacher will keep interrupting politely fo That's a good point,
check or challenge what you say and fo | ; hat
give personal opinions. Use language PR WPl et
from the unit o deal with the interruptions | take your point,

and begin talking again. Then change Or we can be less positive:
roles. I'm reglly not so sure about that.
Well, there are different points of view.
Or we can ask the person to be patient:
I'm coming fo that now / in @ moment /
shortly.
Please bear with me for a moment.

meetings

business one : one




Hint Hint

When we give formal warnings about the future, this is We also use giving notice fo mean warning your
called giving notice. employer Ihat you are going io leave your job. In
We are giving notice that we will be moving to Shanghai this case you hand your notice in,

in twelve weeks, Ludmilla has handed her notice in: she's going
Don't you think that twelve weeks is rather short notice? tio work for the competition!

Writing
4 Listen again. What solutions and answers

does Otto give to the objections from Luisa
and Ricardo in 37

Listen again and complete the spaces with
the expressions used to interrupt.

1 Luisa: Excuse me,
inferrupt?
Ricardo: Ofto, sorry,
rationalize, ...
Ricardo: , Otto.
Did you say we're going to be closed
down?
Luisa: Excuse me, Ofto,
- ? Are you 5o
sure about the quality?
Ofto: _finish?
Obviously, we'll keep ...

1 Listen fo Otto’s final words in the second version. You
are Luisa or Ricardo. Reply to Otto’s final suggestion in
a formal email outlining your position (you agree to
work with him / you are so upset you will resign / you
give a noncommittal answer).

Write a short text about the situation in recording 24.1
from the point of view of the Chinese manager of the
new factory near Shanghai.

Lesson record

3 new words 3 useful phrases
frorn this lesson from this lesson

i 2 :

Or we can just finish what we want to say:
As | ' was saying, ...
May | just finish?
If I can just finish,

Look

Look again at listening script 24.2 on page 121
and find more examples of dealing with
interruptions.

Things to remember
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How to meet for the first time

2, Expressions

7o 1 Listen to the conversation between two
people meeting at a conference, and
complete the table below.

speaker 1 speaker 2

| don't speck at g

anything fo say.

| smile a lot so that the other person lkes me.
| act in exactly the same way as | would with
a person | know.

Can you remember when and where you
met some of the following people for the
first time? Tell your teacher what happened.

« avery good friend

» your boss

« a girlfriend / boyfriend
« a colleague i
« a custorner Pleased , Sofia.
» a feacher i

Look at the extracts from the conversation.
Complete them with the useful phrases for
meeting people for the first fime.

1 Nice . I'm Sofia
Platini fromn Milan.

Is this your to
London?

It's the second time

actually.

Speaking

1 Invent the missing information in the table
below and role-play a similar
conversation with your teacher.

izing

SOCida

speaker 1 speaker 2

o2 Now listen to a similar role-play with the
people above and compare the
conversations. Were your ideas the same
for each job?

business one : one




Hint
When we sfart a senfence with It's the first /
second fime ..., we use fhe present perfect.

It's the first time |'ve come fo this conference.

Fernando?

your flight,
Sofia?

7 Fine, no problems.

Language box

We use the present continuous for actions we
are doing now or at the moment.

We're working on @ presentation.

She isn’t enjoying the conference.

Are they talking about the new legislation?
We dlso use the present continuous for more
temporary actions:

I'm staying in a hotel near the conference

centre.

Some verbs are not commeonly used in the
continuous form.

It looks like we're going fo start.

We use the present simple for more permanent
actions:

| work in the centre of Tokyo, but | don't live
there.

pam

Hint

Use the following for responsibilities at work:
I'm in charge of ordering stationery.

He runs the IT department.

She's the head of Human Resources.
They're responsible for overseas marketing.

1 Read the following email and reply to it, aftaching a
brief article about yourself for the company
newsletter.

Dear all,

In an effort to bring all staff together within the
company, we are inviting you to submit a brief
article about yourself and your function within the
group. Over the next week or so, a member of our
editorial team will be visiting each and every one of
you to take photos and collect your comments.
Thank you for your help

Best wishes

Ana Fernandez
Editor, In-house newsletter.

Look
Find more examples of the present continuous in
listening scripts 25.1 and 25.2 on page 121.
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Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remeamber

A e ——

business one : ane




izing

SOCIC

How to catch up

Expressions

Yo 1 Listen to the conversation between Masako,

conference. '
event. What do you talk about when you ! !f
meet colleagues who you haven't seen for :
a year?

o

Heather, and Sue. What do they talk about?
Write yes or no in the column for
conversafion 1.

conversation 1 conversation 2

RS

£y

their houses and homes

-
%

Do you wait for people to ask you guestions
or do you take the initiative yourself?

How comfortable are you ot large social
events that you have to attend for work?

Speaking

1 Imagine you meet an international
colleague who you haven't seen for a
year. Try to mention all the topics in the
table in Expressions. Ask them what
they've been doing and answer their
questions.

After not seeing them for six months, what
three things would you say fo a close
friend, and what three things to an
acquaintance?

business one : one

o2 Now listen to another conversation at the
conference, between Ku-duk, Carlton, and
Miguel. What do they talk about? Write yes
or ne in the column for conversation 2.

Look at the extracts from the second
conversation below. Complete themn with
useful phrases for catching up.

1 Good to see you again, Ku-duk, Miguel,

How _ 2

Now | know what | have to say when |
give my talk fomorrow. But

Language box
To talk about an activity that started in the past
and may be continuing in the present, we can
use the present perfect continuous:

We've been logking for a house fo buy.

And I've been fravelling guite a bif.
To talk about an activity that started in the past

and is still continuing, we can use the present
perfect continuous with for, since or How long?:

| haven't been sleeping very much since he
was born.

|'ve been doing a course in traditional
‘calligraphy for six months, and it's going well.
And how long have you been learning
Russian for?




| hardly had time to sit down. So

last year?
I've been taking a lof of photos of him.
Ku-duk, what
to?
And what’s
Carlton?

To talk about a completed activity or event that
happened in this recent space of time we are
talking about, we can use the present perfect
simple:

I"'ve finally finished my doctorate.

|'ve become a father.

Look

Look again at the conversations in listening
scripts 26.1 and 26.2 on pages 121-122. Find
more examples of the present perfect simple
and continuous.

Hint

If you talk shop, it means you falk about work in
a sociol situation.

After the meeting, we went out to dinner fo get fo
know each other, but all they did was falk shop.

Writing
1 An old school or university friend asks you in an email

what you have been doing. Answer their email and
ask them some questions too.

Your manager has asked you to send him an email
outlining how you have been spending your time at
work during the last month.
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from this lesson from this lesson
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How to tell a story

different things that could go wrong when

you fly.

Speaking

1 Tell your teacher about something strange
that happened to you, (or to a friend of
yours) while fravelling.

Ask your teacher to fell you a story. Be
prepared to interrupt and ask questions to
find out more details, especially about the
background situation.

business one : one

Expressions

“o 1 Listen to David telling a story about

something that happened to him while
fravelling. Which two pictures best describe
what happened?

Language box
To put a story into a time and situation context,
we usually begin with the past continuous:

We were travelling from Oslo o Kiew.

| was living in Bilbao at the time.

We can also use the past perfect:

| had just finished my university degree.

She had been to Brazil before, but | hadn't.
We can use the past continuous fo describe the
immediate background to an event:

Everyone was getting nervous, but then the

police arrived. |

We were taking off when the plane began to

shake. '




Hint

We use apparently when we ars reporting what
we heard from somebody else.

Apparently, the same pilot had had problems
before.

Writing
Look at the extracts below. Complete them i 1 Imagine you are David from Expressions. When he

with useful expressions for telling a story. : was at the hotel, he had time to send an email to his

e i
1 odiine: Has vel s heda fghtening iend explaining the delay. Write the email.

experience on a plane? You are the co-pilot of the plane. You have fo send an

! emailed report to head office in Athens to explain
David: . i your delay. Write the email.

A couple of years ago. ; Write about a dangerous situation you found
e yourself in.

plane it was suddenly like a disaster movie

= _, flashing

lights, sirens, people running araund.

To . | continued

reading my book. | mean, there was

nothing | could do.

Later - the food,

was out of this world -

later, ...

But - we had no

further problems, so we

got to Tokyo over twelve hours late.

Find more examples of the past continuous and the past
perfect in listening script 27.1 on page 122.

r-----------------q
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

But the main part of the story, If it follows a
chronological order, is in the past simple:

So | got on the plane, sat down, and put my
seatbelt on,
| asked them if | could use their phone.

When we want to interrupt a story to mention
something that happened before, not
afterwards, we use the past perfect:

| suddenly realized that | had leftf my passport
at the hotel,

The customs officer asked me if | had packed
my bag rmyself.

Things to remember

business one : one
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How to describe someone else

to describe the p
other people.

2 Read this
agree wi

Expressions

1 Look at the following adjectives. They all
describe a person's persondlity. Is each
word positive, negative, or could it be both?
Use v, X, or v/ X.

easy-going
narrow-minded
practical
understanding

single-minded bossy
sociable

inconsistent

open-minded

goal-oriented
analytical
ambitious

enthusiastic
charming

self-confident  supportive

Speaking
1 What qualities or characteristics are
important in your line of work?

Your company needs to employ new staff.
Discuss with your teacher what personality
profile would be suitable for each of the
posts below.

+ chief accountant

» telephone salesperson

« training manager

+ maintenance technician

« sales rep

« receptionist in the front office
+ laboratory technician

business one : one

Take it in turns with your teacher to define
these words. Try to guess the word. Look at
the following examples:

easy-going: | think this is a positive word.
These people are not difficult to work with.
They are fiexible, cooperative, and 50 on.

single-minded: This word could be positive or
negative. It can be a good thing to
concentrate on only one objective or thing,
but this word also describes somebody who
does this too much.

Language box
We often use make / let / allow / gefto show
how one person affects the actions of another.
Notice their different grammatical patterns:
make + somebody + infinitive (no fo)
She makes everyone confribute, especially at
meetfings.
She makes you want fo do a good Job.
let + somebedy + infinitive (no fo)
He lets you take your own decisions.
They didn’t let me leave the meeting early.
allow + somebody + infinitive with fo
He won't allow you to change your fargets.
She dllowed me to fake a short holiday.




Hint

Be careful with these fhree questions:
What is Peter llke? (= personality)

How Is Pater? (= health)

What does Peter look like? (= oppearanca)

Hint

You can use negative forms fo be less direct:
She's not very hard-working. ( = she s lazy)
He's not the fastest leamer. ( = he is siow)
He's not exactly charming. ( = he is rather

oggressive of impolite)

Writing
1 Choose two of the jobs from Speaking and write two
short texts describing the appropriate personality

profile for each job. Use the language in the example
below to help you.

7 3 Listen to four people describing their new
managers.
1 First write the adjectives they use fo
complete column A.

Now listen again, How do the four
speakers describe the qualities of their
managers? Complete the sentences in
column B. The first is an example.

She's got everybody working well.
She always lets you know

Personality profile

A chief accountant must be a patient
and practical person. They are
responsible for the company accounts
and should be goal-oriented and capable
of working under pressure. Good
communication skills are required. The
accountant must be analytical and
capable of independent work.

He wouldn't allow
He's got us all talking
and money.

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

get + somebody + -ing
She%;-gpt us making suggestions and coming
up with ideas, ]
The new manager has got us working fwelve
hours a day! ' '

Look

Things to remember

Find more examples of make, let, allow, and
get in listening script 28.1 on page 122.
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How to make, accept, and decline offers

-, Expressions

7o 1 Listen to six short conversations. For each
one, decide what the offer is, and whether it
is accepted (v) or declined (x).

offer X

Hi Yvonne E
As the project manager for our advertising g
company, | have commissioned a top artist ;
to design a series of posters for us. The
problem is that our office is in London, and
the designer, Thor Rosen, lives in Norway. |
need to meet Thor to discuss the project,
and he has invited me to meet him at his
home in Bergen. But Thor is a great |
entertainer, and if | meet him in his home, : Now listen again. This time complete the
we'll spend a lot of time in pubs and : ' spaces with the words used.

restaurants and meeting friends. We should ' i J ]

meet in London, where we'll get a lot more ! 1 Jamie: We're going fo the Irish pub.
work done. But | don't want to upset him at i - :

the start of the project. What do you think? o Slikan; S saunds e aiee e,
Mark g , thanks.

Speaking Language box
1 Look at the following situations. Decide if Two phrases that are often used for referring fo
you would be more likely to accept or an unreal situction are if only ... and [ wish ...
decline them (and if so, why). Then Look at the following examples.
role-play them with your teacher. If only he was more enthusiastic.
1 A client has taken you to meet (= but he isn'f)
colleagues of his at a recepfion. At the If only she answered my emalils,
end, he offers you a lift bci?; hoTE;: You (= but she doesn’t)
think he has had too much to drink. | wish you were coming with me.
You are at an international conference. (= but you're nof)
After the opening reception dinner, one 5 ;
of your clients suggests going to a I(:ngu coo;;e!:lf;tuy ougaL
nightclub. Tornorrow you are giving the S you E
opening plenary af the conference. Notice that in these examples the speaker
Now listen to two recordings of the i ggﬂg" In the present, but uses the
situations above. Compare them with your Dostsinpe
answers.

izing

SOCIia
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Hint

When declining offers, it’s usually polite fo give a
reason, excuse, or explanation. You can use fhe
following 1o infroduce the excusa:

Actually, I'd prefer fo ... / I'd rather ...

I'm afraid I've got to ...

Thanks, but I've already / just ...

Writing

1 For each of the following offers, write an email to

another copy? It won't take a moment.
1

Er, no, actually,
I've got a copy at the office.
Oh, you can't make it - that’s a pity!

No,
at a wedding.

' away

Well, would a drink help?

a brandy perhaps?
Oh, | wish | could have one! But

It's fine, thanks.
Oh,

I'd rather walk. But yes,
A faxi would be greatf.

Oh, that's such a shame! Oh. go on, Tim.

No, really

accept, and ancther to decline.

You have received an email inviting you to open an
exhibition in town next month. It clashes with your
daughter’s school Parents’ Evening. You really do not
like the artist’s work, but you do not want to let them
down, and feel it could be a useful business
opportunity.

You have been asked to give a talk at a conference
early next year in Frankfurt to promote your products
or services, The previous week you will be in Hong
Kong, and the week after you will be in Calro. You
know that one of your competitors will have a large
stand at the conference.

Another expression that uses the past fense to
refer to the present is I’s time:
1t's fime they left. (= they should leave now)
l‘s time he sent us the confract. (= it's late)
Notice that you can also use the infinitive when

you are talking about yourself or someone
else,

It's time fo go now.

Look

Look again at listening script 29.1 on pages
122-123, and underline all similar examples.

Lesson record

3 new words
from this lesson

Things to remember

3 useful phrases
from this lesson
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How to survive on the phone

In this lesson y Expressions

expressions to /21 Mandeep Bains works for an airline catering
service in Singapore. Their business is

a te!ephone supplying in-flight meals to airlines. She
receives a phone call at her office. Listen to
the two parts of her telephone conversation
and correct the message below.

Jactie lq)e‘,vfintjl@l.&g vamg on H&«\.Aa.«j.

) : Her company has protlews with their plhone
oD T e SURE. THERE i fml;esn 3C We connot get InFornotion about
o s ERINDA MACMANAMAN Flishts NOA s67 departing Singapore to San
PLeASE? AINHoA ! Frauncisco at 094S on Sunday, and Flight
ASTGARRAGA - ARRANZASAL. | NOA lys .fea.vi.u.rj at 2330 the wext Ja.»l

She will ewqail Pﬂ-$‘5ﬂ\ﬂ'€f Albaers,

phone call?

2 None of the phrases below appear in the
conversations. Listen to the phone
conversations again, and write down the
language used instead of each phrase
below.

Say that again.

Speaking Language box

1 You answer a colleague's phone at A phrasal verb is a two- or three-part verb. The
work. Your teacher will play the part of second part of the verb changes the meaning
somebody who has to ask your colleague of the verb. Compare:

a favour, Take the message. I'm giving him the job.

Your teacher phones to change the date, I'm giving up my job.
::g;:‘ ggﬁ:?::ed:: ;gk:; r;ZTerdn !%i:;h de, Phrasal verbs are especially common in
spoken English. Some phrasal verbs can be

separated when used with a pronoun (him,
her, if, themn, efc.):
.. you're not geing fo be able fo access our
databaose until our engineers sort it out.
If & noun is used with this type of phrasal verb,
it can come inside or after the verb:
... until our engineers sort the problem out.
.. urtfil our engineers sort out the problem.

telephoning

business one : one




Hint

It can be very difficult to heor the difference
between numbers 13-19 and 30-90. To check
which number you heard, ask this guestion:
We need fifty computers.

Was that five-o or one-five?

Writing
There is this problem. 1 Follow up the message you looked at in the
Expressions section. You are Mandeep, and you have

' to send an email to the head of logistics, Lee Pheng,
Don‘t speak so fast! reporfing all of the information from the call.

| don't know your name.
The letter ‘e’

Do you understand?

| don’t understand.

| understand.

Repeat that information,

Look

Look again at listening script 30.1 on page 123. Find
more examples of phrasal verbs.

r-----------------
Lesson record

3 new words 3 useful phrases
from this lesson frorn this lesson

Other phrasal verbs cannot be separated,
whether used with a pronoun or noun:

... we depend on this for exact passenger
numibers ...

.. we depend on the database for exact
passenger numbers ...
Others do not take an object:

Hang on - was the last time three-zero or
one-three?

Things to remember

Your dictionary will fell you whether a phrasal
verb is separable, inseparable, or does not
take an object.

bBusiness cne : one &3




How to phone around

In this lesson you will Expressions

different telepho i 1 Della is to trying to find a replacement
; speaker for a conference on heaith and
Starter 3 safety at work. She is phoning the National
- Association of Builders.
1 Lsten to the first conversation, and answer
the following questions.
a What department does Suzanne work
for?
b What advice does she give to Della?
How many hours do you spend on the phone | ; Listen to the second conversation and

inigifypleal workingiday?___ answer the following guestions.
2 Do you make more calls, or receive more calls? =
a When is the falk happening?

make [0 receive O H
Which do you use most, a mobile or a landline? : ’ b What does the man recommend?
mobile 0 landline OJ Listen to the third conversation and answer
How do you feel when answering the phone E the following questions.

at work? ' a What help does Peter James give?

completely relaxed O :
less comfortable than speaking face-to-face [J 2 WEinEen s he clvenic Bnlcd

anxious O * ' Listen fo the fourth conversation and
How often do you make a phone call purely E answer the following questions.
for pleasure? a What money does Della offer to pay?

often [ sometimes [J rarely U never O | 4 b What do Della and Alastair agree to do?

6 How do you feel if you do not have your
mobile phone with you? Look at the extracts from the four telephone

relaxed [0 alittle uncomfortable O | calls below. Complete them with the phrases
very uncomfortable OJ Ialways haveit OO0 i used by the speakers.

7 :;I:tt:i ;:oiljr ljc,r?ou describe your phone use H 1 Tdantknowifvou__ -

toomuch [0 aboutright O but I'm organizing a conference about

e —

3 Speaking

o1 Listen fo the third conversation between The present confinuous is used to describe
Della and Peter James again and look at things that are happening at the time of
the notes below. Try to reconstruct the speaking, or to refer to fixed events in the
conversation with your teacher. Change future:
roles when you finish. He isn‘t working foday.

Della Tell Peter who you are, and why you We are increasing the number of branches in
are phoning (you want him to speak -eastern Europe.
at a conference), I'm mesting some people at 9.30 fomorrow.
Peter You would like to give the About 800 people are coming to the
presentation but you are busy.You conference next month.
suggest your colleague Alastair . o i Al
Wiz closs It Insload. Akasteit st Some verbs are not usually used in the present
in his office, so you give Della his continuous tense:
mabile number: 564 77 0808, I don’t like my new office.
(not FarretikRg ...)
We need more space.
(not We-are-Rrecding ...)

telephoning

business one : one




Hint Hint

Note fhat the verbs felephone, phone, call You can use the praposition for if you need to reques a service:
and ring do fot use 11_19 preposition to. Can you call for a toxi please?
| phoned te Tom last night. | don't want to cook. Let's phone for o pizza.

It c 'ou can use the adverb back
1'll call te Hﬂl\f and ask her Yi |f‘|fﬂu refum a call:
I'my ﬂUi“g ] ﬂ“ﬂ te head office. Can he pIIDi'IB me bﬂck, p'ﬂﬂsﬁ?

Health and Safety at Work. I'm is I'm organizing a

someone who conference about Health and Safety at Work,
could give a falk about the new safety 3 Now listen to all four conversations again and
standards. check your answers fo 2,
I'm interested
someona who could give a falk,
Do you know who |
or what department could help?
I'm putting
My name's Defla Wilson from A&G
Construction. | was
your PR department.
| have just been speaking fo a

who said |
should speak o you.
| understand. I'd really
if you could recommend someone alse,
though. =

Writing

i that {1 Write the short email that Della sends to Alastair
Sl TnelyeL = i Wilkins. In your email thank him for agreeing to speak
The I'm phoning : at the conference and include the most important

details about the conference. Remind him about the
phone call at 11.00 tomorrow.

| got your number from Peter James, who

r-—--ﬁ------------‘

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Many of these verbs are connected with
thinking and understanding:

| see what you mean.

The design lacks cld-fashioned, if you ask me.
Sometimes a verb can be used in the simple or
contfinuous form, depending on the meaning:

| think you've done a great jobl (= opinion)

What are you thinking about? (= action)
These verbs are known as stative or state verbs.
The most common are: fhink, know, forgef,

understand, remember, have (= own), own, like,
dislike, love, hate, need.

Look

Find examples of stative verbs in listening
scripts 31.1 to 31.4 on pages 123-124.

Things to remember
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How to order, and check an order

In this lesson yQ 5, Expressions

some expression: laci : 51 Rosie Elder is a cheese importer based in
3 sy ! New Zealand. She is telephoning her Dutch
an order with a's i supplier, Kristina Van Deer. Listen to their
telephone conversation and answer the
questions below.

1 Why is Rosie having problems placing her
order?

2 What quantity of the following cheeses
does Rosie order?

bitter creamy salty soft Mature Edam

crumbly sharp light tangy Young Edam

Which of the words in 1 can describe Low-fat Gouda

h ? What is your favourite type of ,
ghgg::? o e ’ Large Maasdam

Listen to the rest of the conversation

between Rosie and Kristina, and answer the
questions below.

1 Why does Kristina ask Rosle to re-send her
order by email?
How many boxes of cheese in fotal will
Rosie recelve?

Speaking

1 You are a wine merchant phoning a New
Zealand wine maker to place an order.
You have a budget of €3,000 to spend.
Look at the information in the table below
and role-play the phone conversation.
Your teacher will be the New Zealand wine
maker. Try to use question tags. One case
contains twelve boftles.

telephoning

Wine type Number of cases Price Comments
available per case (stock, delivery, etfc.)

Chardonnay . Was €60.00

Wlll hs sent next mnnm
"ﬁff . :_. P ;r,, .:-_—_t _m—;’

Merlot

business one : one




3 Lsten again to these extracts from the two
conversations. Complete the sentences with
exprassions for placing and checking
orders.

Yes that's right, send me four boxes of
mature Edam

No problem. I've got

I'd like to order
for Gouda.

Can you wait until next week for those?
We're a bit

stock.

Right, Kristing,

the order now.

| just want

everything.

Plus Morth Holland extra mature; two
boxes. LBntit?

Language box
Often when we check information or express
surprise, we can use quesfion fags.
Positive beginning, negative tag:

We will meet them on Thursday, won't we?
Negative beginning, positive tag:

There isn't money available, is there?

The tag agrees with the tense of the main verb,
But use the verb to do if there is not an auxiliary
verb at the start of the sentence:

He likes dancing tango, doesn't he?
Look

Find more question tags in listening script 32.1
and 32.2 on pages 124-125.

Hint

We con say to ship even if the fransport is by air,
road, or rall,
We can ship the goods anywhere in the world in
seven days.

Look at listening scripts 32.1 and 32.2 on pages
124-125. You are Kristina. Send an email to Rosie
confirming her order.

Look at the table of wine infermation in Speaking.
Imagine you are emailing the wine exporter to make
an order. Your budget is €4,000, Write a formal email.

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remamber
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How fo discuss documents on the phone

In this lesson you Expressions

how to discuss : 1 Read the lefter to a new client caliajd ;c;ui

. i Howick. This lefter was prepared by Jeff for
documen! oV his boss, David Jones. What changes would
you make to the letter?

Starter

1 You arriv
notice b
reaction?

Dear Paul
1 am writing to say thanks for your fantastic hospitality
during our recent visit to your installations (great lunch!).
We thought your new production line was great.
A We want you and your assistant production manager, Sarah
iy Davies, to visit our main manufacturing factory in
I Manchester next month. Please tell us the best dates for you.
Best wishes

MEE“ NG AT 10 . David Jones

SALES MANAGER

TO DISCUSS THE QAULITY T et ™™ o
OF OUR PRODUCT’S. | 52 Listen fo David speaking to Jeff and see if
ITS IN ROOM 4.

the changes he suggests are similar to your
suggestions. Read the corrected version fo
your teacher when you finish.

Phil works for a company called Camp &
Trek, which sells camping equipment by
muail order. He has prepared a new format
for the order form in the company's
catalogue. He asked Janet to proofread the
new document and to suggest any
=_= i changes. Listen to their conversation and

R — ! mark the changes on the order form on the

2 How do you check that documents are right. There are ten changes in total.

correct before you print or send them? e e e

Speaking Writing

1 Your name is David Harper, marketing 1 You are Paul Howick. Write a suitable reply

telephoning

manager of Camp and Trek Ltd. You don't
like the new design of your business card
(below). Change or correct five things and
then role-play a telephone call with your
teacher, who has designed the new card.
Tell your teacher about the changes and
give reasons when necessary.

HARPER, nawvip TEL: 0191 498 1012
Fax: 0191 498 1021

smai: dharper@campandtrek.com
appess: Snowdon House, Tark Lane,

Durham DHg 5LY GREAT BRITAIN [

e ——

business one : one

to the lefter from David Jones in Expressions
exercise 1. Include the date and time for
your visit to his company.




Hint

Some commaon expressions when asking people
to change things in a document are:
Could you change X to Y / replace X with Y2

| think ¥ sounds better than X.

Could you put Y Instead of / rather than X?
Delete X and put Y.

4 Listen again and complete the phrases
below.

1 The typeface is a bit too big.
a litfle

smaciller.
Well, | think it
in the top left-hand corner of the page.
Andl - colour
for the logo.
But | think
these two lines at the bottom of the
page.
And —  pur
eight boxes for the custormer number.

You could -
for where they have to write their email
address in the middle of the form.
It's difficult to read the note about the
credit card address. Can you

a lot bigger?
Well,I'd ===
each of these columns into two.

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Language box

The following prepositions are commonly used
to refer to a place in a document.

in  the diagram / picture
the second line down
the third paragraph
the top left-hand corner
the left-hand margin
page 2.
the right-hand side
the other side of the page
the top / bottom of the page
the beginning of paragraph four
the end of the second line

Look

Find examples of these prepositions being
used in listening script 33.1 and 33.2 on page
125.

Things to remember

business one : one 69




How to complain on the phone

In this lesson y

% Expressions
different expre

7o 1 John Harris makes three telephone calls.

complaining

complaini
sentences Qi
other four are fa

Stay calm, even if you are angry.

Be clear about what you want while remaining polite,
and never aggressive.

Before making a complaint, find out if you have a
friend or relative who knows the owner.

Back up claims in writing where possible.

Keep records - this includes copies of all receipts,
letters, and emails. Never send original documents -
send copies.

When complaining in person, always speak in a loud
voice so that other customers can hear your conversation.
Complaining in person can be more effective — ask to
speak to the person in charge. There is no point losing
your temper, especially if the person cannot authorize
action.

If you are not offered an immediate solution, take a
pen and say in a loud voice, 'and what's your name'?

If you complain on the phone, keep records of who you
spoke to and when, and what was said. Always follow
up calls with a letter.

10 1f there is no immediate response to your first complaint,

ing

telepho

pass the matter on to your lawyer. Take legal action!

Speaking

1 With your teacher role-play the following
telephone calls. Use the plan to make two
different calls for each situation.

1 You ordered some materials which are
a month late and still have not arrived.

2 You have received an invoice for an
order which was cancelled a monfh ago.

company welcome, give company name
customer give name, explain call
company respond - get personal detfails
customer give defails

cempany say there is nothing you can do
customer ask to speak fo someone else
company say manager is not there
customer pratest, ask when manager back
company give information

customer end call

business one : one

Listen to each call and complete the table
below.

2 Tell your teacher about each call. How
would you describe John Harris's mood?

Language box

You can use ever and never with the present
perfect to express your strong feelings abouf a
situation. These situations may be negative:

I've never had to wait so long before!
This is The slowest service |'ve ever had!

We've never been refused credit with you
before!

This Is the first time we've ever been refused
credit with youl

Or positive:
I've never had such a delicious lemen fart!

This Is the most delicious lemon tart | have
ever had!




Hint

Note that we complain about semething to
somebody.

I've complained to the IT help desk about their
siow response.

We make o complaint, and sometimes complain
in writing / write @ letter of complaint.

3 Listen again to the conversations and
complete them with the useful phrases for
complaining.

Conversation 1

1 Great - thanks for that. It's Al be
waiting outside the house.

Conversation 2

2 Bufyou've made a mistake. We
made it clear that we wanted the
express service.
Well, you modify the invoice for this
delivery.
And could you please make sure that this
sort of thing ?
Well, it's time we've had this

pRbiom; “I definitelyordered fifty boxes of carrots!”
Conversation 3 !

6 No.No.Another monih is question. Writing

7 I'llbe making a about this. 5 1 Imagine John Harris writes a letter to Fastpost Services
| in the second part of recording 34.1, instead of
telephoning. Write the letter explaining the reason for
the complaint and that this is not the first time
something like this has happened. Say that you will
change to a different courier if this happens again.

8 I'm sorry to go on about it, but this is

r-----------------1
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Note that such needs an indefinite article with
a countable noun, but not with an
uncountable or plural noun:

I've never experienced such a long delay!

I've never come across such bad service
before!

I've never seen such poorly trained staffl

Look

Look again at listening script 34.1 on pages
125-126, and find examples of the present
perfect with ever and never.

Things to remember
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How to write emails for the first time

In this lesson you wi lear Expressions

how to write a 1 ema 1 Read the emails below. For each, choose
the best subject line.

1 a Office designs - London
b Meeting - your office
¢ Anfon Berg - new offices

have not me! x
What kind of ‘first ©__ Subject:
receive? How does the subject line help :
you deal with these? ! Dear Mr Jansen,

! | have been given your name by a friend of mine,
Anton Berg. | understand you have recently designed
his new Cambridge offices.
We are planning to refurbish our London office, and
Anton suggested you might be able to help us. If so,
I'd like to arrange a meeting to outline the details.
I'd be happy to come to your offices.
Is there any chance we could meet sometime soon?
I'm away early next week, but in the office from
Wednesday 11th. Perhaps you could get back to me
with a day and time.
| look forward to hearing from you.
Yours sincerely,

Edward Thomas
Director, Target Management plc
Tel: 0207 9462120

Practice Language box

1 Using the language in Expressions and in Emails often have a simple siructure. Below
the Language box, write one of the are some example phrases commonly used
following emails. Invent any details you in emails.

?ee;d.:;:is i:he first erl'noll_. )r o lowTo skt
(o] ns Mauer, car-leasing, 10 regu a
test-drive of a car for your office use. Offer Furifier to our phone conversation, ...
to telephone at a fime suitable for him. You may remember ...

To Anna Paviova, requesting a
demonstration of a new Intercom
system. You have her name from a
friend, Sergei Blokhin, whose offices have
had this installed. Offer to telephone at
a fime suitable for her.

Now follow up your email by telephoning
Hans or Anna. Your teacher will be Hans or
Anna. Find out about: times, costs, address
of your business correspondent.

busingss one . one

Thiank you for sending ...

With reference to ...,

| have been advised to contact you. ...
New information

As you may be aware, ...

We're hoping fo ...




Hint

Ii s always safe to write Dear Mr ... / Ms ... if you
do not know someone. You con also use thelr full
name, e.g. Dear John Smith / Dear Amy Lee.

Don't use fitles wilh a person’s full name.

2 a Brussels Conference
b Programme changes
¢ Theatfre tour, USA

Dear Peter,

It was good to meet you at the conference in Brussels last month.
As promised, please find below a web link where you can find details
of our programmes.

I'd be really interested to hear your views on any changes we should
make for the American market. Would you mind having a look, and
sending me any comments you have?

We'd love the theatre group to visit the US within the next two years.
Do you know what theatres in Massachusetts might be interested,
and whether other states would be keen too?

Many thanks in advance for your help.
Kind regards,

Penny
Penny Ross, Marketing

r---------—-------‘
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Action
I'd be grateful if you could ...
Would you be able to .. 7
Please let me know ...

Friendly sign-off
Thank you again for your help.
| hepe to hear from you scon.

Look

Find other phrases from the emails fo add to
those in the Language box, and include any
more you know.

Things to remember




How to write

: Expressions
different expre . 1 Read the emails below and explain why the

formal em ail writers use a formal style.

‘Subject: | Order no. FZ3505

Agreeing 16 ¢ for lunch. Dear Mr Wong,

Complaning to S about o mistake I am writing to draw your attention to the fact that we
bl ! have not yet received our order for twenty interactive
Requesting information from an cfficial whiteboards. The delivery was due last Friday, and |
website, find it most unsatisfactory that we have not been
Attaching the agenda for a meefinginan  © notified of the reason for the delay.

email to a colleague abroad. '

Apologizing for a delay in delivery to a
custorner.

Sending your boss a reporf.

2 How would you start each email? 4 If | do not hear from you, | regret to inform you that |
will be obliged to cancel our order.

| would be grateful if you would offer me an explanation
and assure me that the whiteboards will arrive by the
end of this week.

Yours sincerely

Gina llariuzza
Director Instituto de Empresariales
Buenos Aires

Practice Language box

1 Using the language in Expressions and in Formal emails have a number of features
the Language box, write this email in a which are not present in more friendly emails.
more appropriate style. Invent any extra Firstly, the vocabulary is more formal:
information you need. | am afraid | will not be able to attend the

' meeting on Friday.
- Mot Fersorry-ocan' tmake-the-rmeetingen

Hi there David i ) ! ;

I'm writing to you about the conference centre you booked We tend to use fewer phrasal verbs:

for the end of May. I'm sorry to tell you we've overbooked it, If any problems arise ...

S0 you won't be able to use it then. We don't have an Mot ... preblemscomep ..

alternate day because we are closed for refurbishment from | We will test the prototype ...

June. Hope this won't be a problem for you. ! Not ... #1y-out the-proiolyee ...

All the best : They may eventually sell ...

Not ... endup-seling ...

The phrases are often longer and more

complicated:

Rachel

2 Now telephone Rachel in response to her
email. Your teacher will be Rachel.

business one : one




Hint

We use ihe word due fo say when we expect
something fo happen:
The delivery was due on 16™ June.

We also use due to explain the reasan why
something hoppened:
The delay waos due to industrial action.

2 Read the emails again and write the formal
equivalent next to these informal expressions.

1 Please get in touch.

Dear Ms llariuzza, ;
I'm not happy.

Thank you for your email regarding our delay in
the delivery of your recent order of interactive i
whiteboards. | Thanks for your gmoii about ...

First of all, let me explain that the delay was due : —
to a transport workers® strike, which has since Please
been resolved.

Secondly, | can confirm that your order was !
dispatched first thing this morning, and it should i I'm sorry for any problems.
reach you on Thursday at the latest. If this is not |

the case, please do not hesitate to contact me, s0 |
that | can speak to our distributors in person. We sent your crder ...

Finally, | would like to apologize for any f -
inconvenience that has been caused. i
| look forward to hearing from you when the
whiteboards arrive.

I'mi sorry to tell you ..

Best wishes -. I'm writing to let you know ...

Gar Man Wong = ———
Active Media Ltd, Beijing. Al

2 Lesson record

We will not transfer the amount on the invoice 3 new words 3 useful phrases
until we have received our complete order in from this lesson from this lesson
perfect condition, however long that may
take,

We normally do not contract the verb forms:

| am writing fo inform you that | will not be in
the office en Monday as | have a doctor’s
appoiniment. Things to remember

We often use the passive:
Your invoice will bie sent next week.
| was told we would recelve a 10% discount.

Look
Look again atthe two emails in Expressions
and underline all the features of formal emails.

business one : one 75




How to be friendly in an email

In this lesson yoL
expressions to |
informal / frienc

Expressions

1 Read the emails below quickly and add a
subject line. Summarize what they are about
to your teacher. Why are the emails being

How do you
rather than just bus

Practice

1 Write one of the following emails, using
the language from Expressions and the
Language box.

1 To Neriaki Kasagi, product manager of a
tyre factory in Jopan. You want to tell
him the dates of the Automobile
Exhibition in Detroif and find out if he
wants you to arrange a hotel for him.

To Marisol, @ Peruvian friend who you are
hoping to meet at the IberAmerican
conference you are in charge of next
month. You are enclosing the
conference information and you want
to meet one night for dinner.

Now follow up your email by telephoning
Noriaki or Marisol to make the necessary
arrangements. Your teacher will be Noriaki
or Marisol.

business one : one

Thank you for replying so quickly with the programme for
the conference next month. | am pleased to say that | will
be able to attend the whole three days instead of only
the opening session as | had ariginally thought.

I'd like to confirm that my flight arrives at 8.10 a.m. on
Wednesday 17", and | would really appreciate it if you
could arrange for me to be collected from the airport.
Also, would you mind forwarding me a list of the
employees from your office who will be participating in the
conference?

Thank you in advance for all your help.
| look forward to seeing you next month.

Best wishes

Igor Petrovich

Language box
You can often omit I, I'm and If's in a friendly
email:
Can’t make the meeting on Monday.
Had a nightmare journey home last night.
Will call you tomorrow after lunch.
Mot sure if you got my last email.
Pleased to hear you got back safely.
Good news about the L'Oréal pitchl
Sometimes you can omit the verb clause
completely:
Great night last night!
More news tomorrow.




Hint

To make o good impression on fhe person you are
writing fo, use o suifable greeting and sign-off:
Dear Philip All the best
Hello Fatima Yours sincerely
Hi there Jacques Kind regards

Best wishes

2 The following table shows some phrases you can
use to be friendly in both formal and informal
emails. Find the corresponding phrase and
complete the table.

Hi Tomas formal and friendly informal and friendly

First of all, fantastic to hear the news
about your new job — congratulations!
Really pleased for you.

Just emailing to say thanks for getting
back to me so soon with the agenda for
next Tues. Glad to say | can make the
whole meeting after all, so I'll be joining
you for lunch.

Just to let you know my plane gets in at
half nine, so is there any way you can
get someone to pick me up?

And do you think you could send me the
names of who else will be there when
you have a moment?

Thanks for everything. Looking forward
to seeing you.

All the best,

Maurice

r---ﬂ---------————
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

In _mosi’ cases the word that can also be
omitted:
Just to lef you know (...) I'm thinking about
your proposal.
Sorry to hear (...) you're leaving the
company.

Look

Things to remember

1

|

|

1

|

|

i

Look again at the second email in Expressions I
and underline all the examples of shortened 1
sentences you can find. 1
I

I

1

1

i

P
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Expressions

expressions to h 1 Read the two emails on page 79 and
i L decide what the misunderstanding is in
has been a misun ding. el

Complete the two emails with the phrases
below.

First email Second email

cartoon. i _ " inother words In fact,

That is, although gh-priority job, we ©What we're really looking for here we were not expecting
weren't expecting you to do it alone. | meant To give you an example,
What we're looking for here is an idea that To put it another way, That is

will really jump out at us. When | sald what we had In mind
I other words Stevens, you're fired.

In fact, I'm not much of an animal lover
myself.

What do you think the misunderstanding
has been in each situation?

Practice

1 Write one of the following emails using
phrases from Expressions and the Language
box.

1 To Carmen Souzq, graphic designer, Porfo.
You asked her to design a new logo for
your company, but her design is
unsuitable. Write an email explaining to
her what you really wanted.

Your company s small staff fook a weelk’s
holiday while Johnson’s Removals moved
your office furniture to new offices. You left
clear instructions, but you have returned o
discover that they complately
misinterprefed you.

Now follow up your email by telephoning
Carmen or Mr Johnson to set a new
deadline for their work and fo make sure
they understand their brief.

business one : one




Hint
| expect she'll come. = If is very probable she will come.

| hope she'll come. = | want her fo come but | don't
know if she will.

I'm waiting for her to come. = | kriow she is coming but

she is not here yet.

| T — .

Dear Luis,

Thank you so much for sending in your designs for the
new campaign so soon. Unfortunately, | am afraid to
say that they do not actually fit in with the brief you
were sent.

' the perfume was aimed
at young women, 2.

young professional women, and not teenagers.

, we need to scrap the
trendy student image so that wa don't attract the
wrong sort of customer. 4.
is to set the product in a dynamic working
environment, where successful young women move
incfependantiy and with style.

, we are looking at
female emcutlves in their late twenties and early
thirties, controlling both their work envirenment and
their personal relationships. The price of the perfume
has been set in order to appeal to these professionals,
and because of the pricing, it will be out of the price
range of younger consumers.
| wonder if perhaps you would like to have another go
at this project, as the deadline is still six weeks away.

Please contact me as soon as possible with your views. |

Best wishes
Aniek Hiele
Modern Creative Designs, The Hague

Language box

When you are explaining a purpose for doing

something, you can use the infinitive with fo:
We need to take a shorter lunch break to
bring us into line with Europe.

You can also use in order fo and so as fo:

You'll have to finish the project by Friday In
order to get it to me the following Monday.

| was hoping for a mere modern design so as
not fo affract the wrong type of clienfs.
You can also use so fthat + subject and verb:

I'd like @ wide choice of dishes so thaf there’s
something for everyone.

Look

Look again at the two emails in Expressions,
and underline the phrases of explanation.

Dear Francesca,
Thank you for your mail attaching your proposal
for the menu for our 25" anniversary dinner.
Unforlunatety your offer is not exactly

because it does not
quite fit into our financial requirements.
2 , although we requested an
impressive dinner including a wide variety of
dishes, 2 _ the cost to
‘exceed €2,400,
However, we are extremely interested in working
with you on this event and we would like to
propose that you make some changes to the
menu so0 as to bring it into line with our budget.

, the white truffles
in the starter could easily be replaoad by wild
mushrooms in garlic sauce, and this would halve
the price. 5 , we are
looking at spending about €60 per head on this
meal and we are sure you will be able to fulfil this
requirement for us.

Thank you in advance for your help in preparing
what is, for us, an extremely important event.
Yours sincerely

Gerald Schulz

Basic Solutions Ag, (St Gallen (CH) Office)

Lesson record

3 new words
from this lesson

3 useful phrases
from this lesson

Things to remember

business one : ane
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How to write forceful emails

In this lesson you

AS5655 oos o estimate the nature,
ﬂali}ggw»hleﬁﬁﬂumﬂ‘““-iw P
1 Which of these sentences do you think are

assertive, and which are aggressive? What's
the difference?

There are some concerns being raised with
the standard of your work.

| won't be spoken to like that - I'm never
‘going to shop in your storas again!

Please send me a full refund, and remove my
name from your mailing list.

Take your car out of our car park and don't
put it there again!

Your staff are useless - get rid of the lot of them.

As a result, we have no opfion but to
terminate the contract.

What asserfive emails have you had to
write? Have you ever written or received an
angry email?

Practice

1 Using the language in Expressions and in
the Language box, choose appropriate
phrases to write one of the following
emails. Invent any information and details
you need.

1 Write an emdil to the office manager of
the neighbouring business, complaining
that their staff continue to park in the
spaces allocated for your office.

Write an email to the manager of an
advertising company you have been
using for several years. They place
adverts all over town for your firm, but
these are regularly covered up with new
adverts (placed by the same company)
before the allocated advertising period
is over.

business one : one

Expressions
1 Read the emails on page 81. For each one,
choose the best subject line.
email 1 a Complaint
German conference
Feedback - Disseldorf
Christmas brochures
Printing
¢ Late proofs
2 The following expressions help the reader
understand how the parts of an email are

linked. Put them in the numbered gaps in
the emails on page 81:

Additionaily

Firstly

so that

As you will appreciate
Consequently
However

therefore

Language box
When writing a forceful email, you can use
these phrases to get the recipient's attention:
|'am writing to remind you fhat ...
| feel you should be made aware of ..
| would like to point out that ...
You can use these phrases fo make the
consequences of the problem clear:
This has resulted in ...
This has led fo ...
This has caused ...
As a consequence [ result of this ...




Dear Jiirgen

Thank you again for the opportunity of letting me speak to
your Dilsseldorf team last week. They will now be able to
work with the new software programs effectively.

1 ., | should point out that the
training is not completely finished as we will need to arrange
one more training session in the autumn, which will be
caused by a software upgrade in September.

| am also writing because | feel you should be made aware of
a couple of issues. 2 . Iwas
taken to the wrong address, as it had not been mada clear
that the office is in fact on Karlstrasse in a suburb, not in
town. Then, on arrival, there was no equipment ready.

3 = , one of the participants was
callsd aut tc a meeting. 4 , the
start was very delayed, and it resulted in my ha\nng tc
entirely redesign the input in the session. All this was
extremely disappointing. | would 8

be grateful if, for the Frankfurt session, you could oornplate
sign, and return the attached agreement to ensure all details
are clarified to all parties well in advance.

I look forward to hearing from you.

With very best wishes

Tony Hallam

Assistant Director, IT

Hint

You can use an adverb to amphasize an adjective or o verb:
complefely unreasonable / unexpected

absolufely crucial / vital / essential

extremely important / disappointing

We fully understand / intend ...

Dear Elaine
1 am writing to remind you that we are
still waiting to hear back from you with
proofs of our new holiday brochures.
While 1 fully understand the pressure
you are under, | must point out that this
is now already more than a week
overdue.
This means that we now have very littie
time to check the proofs and make
corrections, which could lead to a delay
in the whole project. 8 it
is absolutely crucial that we can rectify
this problem quickly and go ahead with
pnnilng these by 1% December

__ they can be made
avallable before Christmas.
Unless | hear back from you by midday
tomorrow, Thursday, we will have no
option but to contact another company.
| look forward to hearing from you at
your earliest convenience.
Yours sincerely
Dan Ware

I

Make clear what the consequences will be if |

there is no action: I

If immediate steps are not taken to rectify the 1
situation, we will be forced to consider legal

action. [ |

Unless we receive the parts by Friday, it will be i

necessary to contact onother agent. i

Please send us assurances that this will not :

happen again, otherwise we will have no

option but to cancel the contract. 1

|

1

|

I

1

1

[

Look

Look again at the two emails in Expressions,
and underline all the phrases of this fype.

Lesson record

3 new words 3 useful phrasss
from this lesson fromn this lesson

Things to remember
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How to book

,, Expressions

/21 Mike and Sarah work for a prinfing
company near Manchester, England. Listen
to them discuss Mike's fravel arrangements,
and complete the table below.

professional purposes?

Who organizes your trav
Now Sarah phones Four Seasons Travel fo

Has there ever been a major problem with book Mike's trip. Look at the senfences
your travel arrangements? : below from her conversation. Find and
: correct one mistake in each sentence.

1 | need return tickets and accommaddations
for my collsague Michael Wise.

Can you get me a fly to Boston on the 2617
Do you know what hotel he wanfs fo live In?

Manchester to Boston, departing 09.15
arriving in Boston 15.15 local hour.

5 That's with a changeover at Newark.
6 I'll put him on the wait list and ses.
Now listen to the conversation between

Sarah and Lucy again and mark each
sentence below true (T) or false (F).

1 The company Mike and Sarah work for is
called DEL Graphics.

2 Sarah wants Mike's hotel to be in the
centre of town but inexpensive.

Speaking

1 Make a phone call to a travel agent fo Prepositions of time and place follow various
arrange flights and accommoeodation for a patterns:
business trip to two different cities, with
one night in each city.

Phone the travel agent from 1 again,
because you now have o spend two
nights in the first cify.

Now make a final phone call, confirming ' place that ' point on the map:
ffiass nangerens. Which hotel will you be staying af?
I'll have fo change planes at Heathrow.

business one : one




3 She books the flights.

4 There's a problem with the return to Britain
on the 28th,

% 4 Lucy phones Sarah back with Mike's fravel
details. Listen to their phone conversation
and complete these extracts.

1 He._ on BLE
flight 466 to Boston via Newark on the 26,
In Boston at
the Liberty Inn on the 26th and 27,
| all the prices
to you this affernoon.

You on
Monday 26th on BLE flight 466, departing
from Manchester at 09,15.

You af the
Liberty Inn for the two nights,

What do you notice about the future forms
in 47

for an exact time, or with ma:
| arrive at 10.15 p.m.
They won't see anything at night.

Hint

You arrive in / at a place (not to).
What time do you arrive in New York?
We arrived at the hotel at six.

Writing
1 Email your fravel agent, teling them your schedule for o
business trip. Ask them to book your flights and hotels.

Your teacher wants to reschedule a class next week.
By email, explain your schedule and suggest possible
times when you could do the class.

Look

Look at listening script 40.1 and 40.2 on page 126 and
underline the examples of time and place prepositions.

F = o o o S e O S O e S Es .
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things fo remember

"
|

1

1

1

1

!

I

I

= [
1

1

1

1

I

-
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How to check in and check out

Expressions

1 Look atf the conversations of a guest in a
hotel. Find five mistakes in each.

‘Good F@‘ﬁ I have a reservation.
Starter . Emdhmenlng What name is it, please?
1 F e " How Iang are you staying, Mr Carbalho?
facilities. Which WOUld L ( i I staying during two nights.
your hotel If your compg OK. You're in room 312 on the third floor. Here's your key card.
business trip? :
Aciah. How this works?
; Well, eonce you've opened the door, you have to insert it info
= the slot in the wall to turn on the electricity in your room.
Right. And does it aiso activate the air-conditioning?
Yes. The air-conditioning comes on as sooen as you puf the
card in the slot.
Fine, You think could you give me a wake-up call fomorrow
mormning?
Yes, certainly. What time?
At 7 o'clock. please.
Of course.
And what time is breakfast?
Breakfast is served from 7 to 10, and lunch from 12 unfil 2.

2 Which of these hotel facilities are the most i Right.

Do you need any help with your luggage? _
No. it's all right thanks. | can manage. Could you tellmewhere.
is the lift?

Yes, it's just at the end of the passageway. Enjoy younfav at
the Imperial Hotel, Mr Carbalho.

important for you? Tell your teacher.

Speaking Writing

1 Role-play checking into a hotel. You have
a reservation for a double room for three

1 Write a short review of your stay in the
Imperial Hotel, Ljubljana to post on their

nights at the Hotel Suisse in Lucerne. You
need fo know if there is a safe in your
room and how it works. You would like fo
have dinner in the hotel and you need an
alarm call every morning af six o'clock.
Your teacher will be the receptionist.

Role-play checking out of the same hotel.
You've had a couple of things from the
minibar, and, unfortunately, you dropped
a bottle of champagne. You have also
made several calls home. You would like
to pay by credit card, and you need a
taxi to go to the railway station. Your
teacher will be the receptionist,

business one : one

website. Include your opinion about your
room, the food, the service, and the location
of the hotel. Invent any details you need.




ing. | like check out, please.
ing, Mr Carbalho. Did you enjoy your

ss. the room was very comfortable. I'm afraid |
have problem with the remote control for the
television, thaugh. It fell in the bath last night while |
was getting out, and it doesn’t appear to be
working now. I'm ferribly sorry.
Don't worry, Mr Carbalho. We'll sort it out. Thank you
for telling us. Did you have anything from the
rinibar?
Yes: | had one bottle of mineral water and any
beer.
How many bottles?
Just one. And | also made two telephone calls to
Lisbon.
Right. I'll just add that to your bill. That's €354.25,
please.
| pay by American Express?
Yes, of course.
Here's my card.
Thank you. Could you sign here, please?
Of course. Would it be OK my bags here? My plane
doesn’t leave until later this afterncon, and | want
to do a bif of shopping before | leave Ljublj
Yes, certainly. Just bring them into the offie
you can leave them as long as you like.
Thank you. I'll be back at about 3 o'cloc
them up.

Language box
We use a / an when we mention something for
the first fime:

I'd like @ double room with a bathroom.

Is there a liff?

msn it is clear what we are referring fo, use
The restaurant Is at the end of the road,
Use one to specify quantity:
We drank cne bottle of wine, not two.
We use the with hotels, but not with the name of
an airport or station:
Take me to the Hilfon Hotel at Rome Airporf.
Look
Look again at the conversations in Expressions
and find examples of articles.

2

Hint

When we give a piece of information that we are
nat sure about, we con use the verb appear:

It appears that the meeting isn't going fo happen.
It appears to be missing.

-7
22 listen to the conversations and check you found

the ten mistakes.

3 Complete the useful expressions for checking info
and out of a hotel.

1 Good A
reservation,
I'm staying for

How this

Do : ~call tomorrow

morning?

Could you tell me where 2
Good morning. _ plecse.
I'm afraid — with the
remote control.

I had a bottle of mineral water and

Can Armerican
Express?

10 Would it be OK

r-----------------

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Things to remember
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How to check a route

In this lessol
to check

Starter
1

your opinion? What do

Are you good at giving
good directions?

Speaking

1 Look at the map of downtown Sydney on
page 87. Draw an ¥ on the page and
then explain to your teacher how to get
there from the Sydney Opera House.
Repeat the process, checking as many
routes as you can using the language
from Expressions.

busingss one : one

feé

Expressions

21 Two Chinese Americans, Jun and Wei, are
visiting Sydney, Australia. They are at Central
Station. Listen to their conversation and
mark the places and streets mentioned on
the map on page 87.

o2 Mow listen to two conversations where Jun
and Wei are checking their route. Write the
expressions they use.

Conversation 1

1 Excuse me,is this
The Harbourside?

Sorry, _right or
left at Circular Quay?

3 And then what
Conversation 2

4 Excuse me, is Chinatown

5 Am|_ we go
straight down this road first?

6 Wei second
right info Kent Street, then third right.

We use be supposed fo or be meant fo when
we are talking about following instructions:
I think we're supposed fo furn leff here.
Weren't we meant to cross over the river?
These verbs can also refer to following or not
following rules:
You're meant fo walt uniil the light is green,
but nobody does.
You're not supposed to park here, but I'm
going to anyway.
Or to what somebody intended:
| can't read his writing - Is that word
supposed fo be ‘stones’ or stores’?
That drawing’s meant fo be Sydney Opera
House, is it?




Hint Hint

When you give directions, use ine imperative or When we talk about directions, it is more normal
fhe present simple. Don't use please. to use get fo than arive of;

Take the next left. ' Could you tell me how to get to the art gallery,
You take the next left. please? e
Please-take-the-next-lefl. Itll take about twenty minutes fo get fo LA

Writing

1 You are visiting a business colleague in Palermo,
Sicily. They have given directions of how to get o their
house from the airport, but you did not understand
everything in the conversation. Send your colleague
an email checking the following information:
* get bus from alrport to the railway stafion / the port?
« walk down Via Magueda / Via Roma?
= turn left / right down Corso Vittorio Emanuele?

* the house is near the church called Sant' Agostine /
San Cataldo / San Nicolo?

Write a short description of how you or someone you
know had a difficulty with the directions someocne
had given them.

Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Or to what people say:
There are supposed to be some great
restaurants around here.
| thought you were meant to be able to
speck the language! (= you said you could,
but in fact you can’t)

Look

Look again af listening scripts 42.1 and 42.2 on
page 127. Find more examples of be supposed
to and be meant fo.

Things to remember

business one : one 87




How to eat out

In this lesso J Expressions

useful phrag i E 751 Listen to two conversations. For each one,
: decide what sort of restaurant the people
are in and what the people choose to eat,

Starter : Type of restaurant Choice of meal

1 Which restalrdnts
your country when you @i
Why?

When you are abroad, how do you decide
where to eat? How adventurous dre you
when it comes to eating local specialities?

Now listen again. Tﬁis time complete the
spaces with the words used on the
recording.

Conversation 1

1 Well there's
not far from here.

Otherwise, we could be

| think
the lamb dishes.

Speaking Language box

1 You are having dinner with a visitor. They To describe accurately how food is cooked, the
have asked to try something local. following verbs are used:

Describe two dishes from the menu. Bkl ool e uer e for cokds
Think of two or three restaurants abroad, bread, efc.)

or away fronj your own town, that you boiled  cooked in very hot water
particularly like. Describe them to your ¥

teacher. Include any details about the brolled (AmE) grilled / barbecued

decor, atmosphere, speciaiities on the fried cooked in oil on top of the cooker

menu, efc., and / or the service there that grilled  cooked under a strong heat
make these restaurants special for you. oot cookad I hs oven, tsucl witha
little oil (Used for meats and
vegetables)
steamed cooked over water

business one : cne




Hint

Some common adjectives for food and drink:
savoury - sweef (food)

hot, spicy — mild (curry dishes)

rich, heavy - light (dishes)

still - sparkling, fizzy (mineral wofer)

Conversation 2 Read the following situations, and for each one write
4 Well you an email in response.
ESrasy ‘able dish You have just been interviewed on the phone for a
feex vegetable dish .. magazine about your business travels, They have
Well that sounds very nice. And ' now emailed to ask for some stories about your
experiences of eating out abroad.
H A foreign client has emailed you, asking for advice
No, , thanks. : on where to eat in your city when he arrives next
; month, Give him two or three choices, with reasons.
For each restaurant explain:
« type of food
Mo, no, | insist. [ » your favourite dish
; » cost per person,

?

Well that was really good.

r-----------------‘
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Other expressions:
It's served with ... / made from ...
It's a mixture of ...and ...
It comes with ...

Look

Look again at listening script 43.1 on pages
127-128, and underline all the foods
mentioned. Decide on all the different ways
each of them can be cooked.

Things to remember

business one : one
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At e
fermoie,

cxxh will open and closa
autormatically, Pay the amount shown on
the matar N 15D IS Necassory.
The lights on the top of the taxi tell you i
the car is free. When only the rmiddie ki,
the car is free, When all the lights are Iif,
the driver is off-duty. When no lights are an,
the Cor 15 Busy

What s your axperience of taking taxis in
different countrios?

Speaking

1 Role-play the following conversahons
1 Choose g pt
fermilicar wi
teochear! to
N half an hour

The tax ar

want 1o go. Rem
MNow choose O 58
The taxi has n

o chec

PAKINGES QN © Ond




Hint

We use the word far in negafive sentances and
questions:

It's not very far.

How far is it?

In o positive senfence, we usually use a long way:
It's quite o long way.

Expressions Writing

= 1 Listen to two conversations relating to a taxi i 1 You took two taxis yesterday with City Cabs. You left
journey and answer the questions below. i your umbrella in one of the faxis, but cannof
1 What is the address of the person ordering | remember which. You have phoned the taxi
the faxi? ! company, who have asked you to send them an
i email describing the trips you made to help them find
the umbrella.

7’

Where does the person want to go to?

Does the taxi driver know how to get to ] . - ]
the destination? : A client is arriving from abroad and will need to get to

; ) ’ : your offices. Write an email to explain the best route
Now listen again. This fime complete the : for them to take in terms of price, time, and comfort,
spaces with the words used by the client. 5 as well as the best form of transport.

Hello. please. g — S—
tll be about twenty minutes e /
. I'm afraid.
Driver:  Mr Hansen?
Mr Hansen: Yes, that's right.

the Oasis
Restaurant.
Right. Urn, you can
if you like.
Could |
please?

Oh, and er, keep

r-----------------q
Lesson record

3 new words 3 useful phrases
from this lesson from this lesson

Language box
We often use these phrases when we are not
sure of an exact location:
1t's just south of the station,
It's on this side of the river towards the park,
| think it's somewhere near the post office.
It's right in the city centre.

It's a little way out of the centre, in the
direction of the airport.

You'll see it just after the church.
It's not too far from the conference centre.
It's just a few hundred metres along this road.

Look

Look again at listening script 44.1 on page 128.
Find more examples of these phrases.

Things to remember
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2 Answer the qus

n with the cormect

" paragraph number. Which scam:

i happens when you are trying to save
money?

il involves a person in authority?
iii happens before you board your plane?

iv occurs because you leave your bags
unattended?

v involves someone pretending to help you?

Find the words in the text that match the

following definitions a-j.
a money and expensive possessions

b a machine which moves things along
automatically

suddenly starts making a loud sound

véfv happy
an unofficial system for doing bus_ine_ss 3
with no value

to escape on foot

k.nocks gently wiﬂ; the ends of fingers

comes fowards you

gives something to someone

business one : one

Travel scams

0, you arrive at your holiday
destination, looking forward to a
n, Stress- free fortnigh‘t away fn:;—m

: 200 of 'your spending_ mcney
That’s what hagpened to me anywajn

ra nkin m for pointing out my
mls‘take he éznve aff It wasn 1 i

Suﬂslénly a person appears with a cloth

and offers to wipe off the mess,




passes with no problems, but the detector goes
off when the second person goes through. They
then proceed to remove all their jewellery and
empty their pockets of everything from coins
to chewing gum. By the time you get through
the machine the first person has disappeared,
and so has your laptop.
3

changing your money on
the black market from the
suspicious-looking guy on the corner will give
you a much better rate than at the bureau de
change or the hotel front desk, and there’s no
commission either. You hand over your cash
to get a huge number of notes, which you
rush to put away before someone can take
them. Counting your money in the hotel room,
you realize you've been handed a pile of
worthless notes.

source: The Observer Sunday 1 September 2002
Escape: Travel scams

S no sooner do you get off
You're delighted to find that the plane than you're
tricked out of $200

AN
: b :25. =

There you are feeling very pleased with
yourself for managing to find an empty
compartment. While waiting for your train to
leave the station, someone on the platform taps
at the window calling to you. You go to find
them, only to see them run
off. When you return to your
seat, you find an even
emptier compartment - your
bags have been stolen.

LR

A friendly stranger starts talking to you and
while you're chatting away, a policeman
approaches. He says he's looking for some false
banknotes and asks to see your passport and
money. The other traveller hands his over and
gets them back. When you hand over your cash,

‘the policeman and the traveller disappear

with it.

ypeEration

/skem/ a trick which is
designed to take money from people
in a dishonest way

scamp

plaving tricks and causing trouble:

# child who enjovs

[y AL 10 I TLtt |
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The Danish man’s mobile phone bill went
up five times.

The British girl gave up going to closses af
college because she couldn’t use her
mokbile,

Most children use their mobile to speak

with their friends and to play games.

Children use their thumbs to operate their
maobiles because this finger is the
strongest.

Read the second half of the text to the end,
and answer the following questions.

1

2

3

4

How do the mobile phone companias
target young children?

How has the numizer of young mobile

users changed In the last few years?

What trends can be seen in the spending
habits of teenagers and under-25s7

What does the author think will happen in
the future?

Find the words in the text that match the
following definitions 1-8.

1

A small device - this is a word sometimes
used when you don’'f know the correct
name (paragraph twa).

The treatment that il people receive fo
help them recover (paragraph two).

When something is too expensive for your
budget or possibilities (paragraph two).

To send a written message on your
mobile (paragraph three).

business one :

Things used to attract the interest of
potential buyers and to promote sales
(paragraph four).

The sound that your mobile makes
when someone calls you (paragraph
four).

The money you can spend affer you
have paid for essential items (paragraph
five).

Extra components that you can buy to
add o another device (paragraph six).

From having read the article, who do you

think might say the following? Choose one
of the people from the box. The sentences
do not appear in the text.

adoctor ateacher a parent

an eighteen-year-old gil  a young boy

'l like the new games and | send lots of
messages to my friends.

‘She was suffering from depression and
needed freatment seriously.’

‘| gave him one when he was eight
because | wanted to be able to contact
him at all fimes.’

*I'm in constant touch with all my friends
and | use it for my diary as well.

‘I make them turn them off before they
come in.’




MOBILE MADNES

‘I went to the opera the other night
to watch ‘Madam Butterfly’ and

just as she was about to kill herself,

with the knife above her head, a
mobile phone started to ring
somewhere in the opera house.

British people seem to have gone
‘mobile mad'. 26% of British people
spend an astonishing quarter of
their day on mobile phones. We
have become so obsessed with the
little gadget that we can’t leave our

“1 only feel happy
when | hear my
mobile beeping”

house without it! One in three
people confess to having used their
mobile in the bathroom! The
question of mobile telephone
addiction is now being taken
seriously in many countries. Special
clinics are now offering therapy to
people who cannot live without
their mobile. A Scandinavian driver
had to receive treatment ina
specialized clinic for his addiction
to SMS texting (short message
services). The twenty-five-year-old
worked nights and spent his
daylight hours sending an average
of 217 text messages per day. His
quarterly mobile phane bill
quintupled to 12,000 crowns (£967)
— unaffordable on his Danish
driver's salary. In Britain, a
nineteen-year-old girl asked for
help because she would rather
spend money on pay-and-go
vouchers for her mobile than on
food or clathes. She admits to
sending around 1,600 text
messages a month. ‘| only feel
happy when | hear my mobile
beeping. When | don't have any
credit left | become depressed. |
need to check my mobile every two
minutes. | stopped going to classes
at college because | couldn't
answer my phone’.

33% of children between
the ages of ten and
fourteen now have their
own mobile

YOUNG USERS

Over half of children with mobiles
prefer to text rather than chat to
stay in touch, and there is one
report that claims that the thumbs
of young children are getting
bigger and stronger because they
spend so much time texting and
playing computer games. It is true
that children use their thumbs
more than adults nowadays. Adults
use their index finger to dial or
text, press the button in the lift, key
in information on the computer or
calculator and so on, but most
young children will use their
thumbs.

The mobile phone industry claims
that it does not target the under-
sixteens. But it is true that the
adult market is beginning to slow
down. OFTEL, the industry regulator
in the UK, maintains that three
quarters of the adult British
population now own a mobile
phone. To increase sales of mobile
phones to the younger age groups,
mobile phone companies have
created a range of gimmicks to
attract young children — fancy
ringtones using the latest pop
songs, screensavers using popular
cartoon figures such as Harry
Potter, Spiderman, and even Winnie
the Pooh. Many companies now
offer short videos, photographs,
even online jokes! Not surprisingly,
the number of very young mobile
users, between the ages of five and
nine, has jumped from 8o,000 in

2000 to nearly 1,000,000 now. 33%
of children between the ages of ten
and fourteen now have their own
mobile.

MUSIC OR MOBILE?

Young people used to spend large
amounts of money on music, but
the latest studies reveal that
people under the age of twenty-
five now spend five times more
money on mobile phones than they
do on music. A recent study found
that this age group annually
spends £3 billion of its disposable
income on mobile handsets, calls,
and data, compared with just £600
million on CDs and other music
formats. Under-25s are spending
£107 million on maobile music in the
UK each year, equivalent to 75
million ringtone downloads. In
contrast, music industry figures
indicate that CD single sales have
fallen ‘30 to 50%’ during the same
period.

Maobile phenes and accessories
account for almost 1% of British
under-25s' spending. On average
people in this age group spend
£238 on their mobile phone
compared to only £49 on music.

With the constant advances in
mobile telephony, these figures can
only increase.

source: CBEC NEWSROUND 12/7/05
http:/{news bbc.co.uk(chbenews/hifsci_tech/
newsid_1892000/1892881.5tm
www.mobile.be/news_article.php?page=236
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reading bank

1 You are going to read about ¢

scandal in Hungary. Read the arficle and
‘mateh a title to each paragraph A-D.
1 How paprika is used x

2 The scandal

ad \Anhere and how paprika is grown

W rlg_mul!tple-' hoice

a Itisonly grﬁ’Mn :
b Itisvery e)dpensrufe

©) Itis used in the cooking of almost every
~ main dish.

2 Why did the ban cause such a problem?

a Because people didn't know what to
use in cooking instead of paprika.

Because pecple were scared of dying.

¢ Because people had foo much
paprika on their shelves af home.

3 How did the poison get info the paprika?

a Foreign growers mixed mushrooms with
the paprika.

Some producers mixed cheaper
paprika from abroad with local paprika.

c It was mixed abroad, with other products.
4 Why are some types of paprika spicier?
More seeds are included in the powder.

b Spices from other countries are mixed
into the powder.

¢ The powder is manufactured ot higher
temperatures.

5 How did the authaorities find out who was
responsible?
@ They interviewed key producers.
They searched all paprika products.
c They took all stocks off the supermarket
shelves.

6 Where is paprika grown?
a In the middle of the country.
@ In southern Hungary.
¢ All over the country.

7 Where can tourists find out about paprika,
and taste it?

(@) In Szeged and Kalocsa.
b At the paprika museum in Budapest,
c At festivals all over Hungary.
8 For how long was it not possible fo buy
paprika in Hungary?
a Eight months.
b Two months.
@ Two weeks.

business one :

3 Match the words (1-7) with the definitions
(a-g).
1 arocuse
2 contaminated
crush
harmiess
Ingredient
under threat
sewage
macle dirty or poisoned by the addition
of a chemical

in danger

waste substances removed from tailefs
through underground pipes

one of the foods or liguids that you use in
making a meal

to cause a particular emotion or attitude

to press something very hard so that it
breaks info pieces

not at all dangerous




Paprika panic

If it's abour paprika, it's news in Hungary, The national
spice, paprika, is a key ingredient in most Hungarian meat
dishes - and in some, the main ingredient. Life is
unimaginable without it: you'll find matching salt, pepper,
and paprika shakers on every restaurant table, and in the
home. Apart from politics, there are few subjects that can
arouse such strong feelings in Hungarians as the subject of
how to cook with paprika.

A_J

But on Thursday 28* October the worst happened: Hungary
woke up to hear that the government had banned the sale
of the spice. It was announced that the paprika in shops and
even their own kitchens, and on dining tables throughout
the country, may contain poison. Not only was the problem
of what to cook and eat a worry, but there was also the risk
of becoming ill.

The moment the news broke, the leading opposition party
called for an investigation into the scandal. Two months
previously, sixty tons of imported paprika, contaminated
with a poisonous fungus called aflatoxin, ha
dhcowﬂ—m—nmmmmg—:f“
Meanwhile, ﬁmﬂm
chmpemn:g_m.mgmp__lgg_l‘p____hdmw miake up
for a bad summer and poor pepper crops. Now, Hungary’s
marker position as one of the world’s leading paprika
producers, with exports of over 5,000 tons of ‘red gold' a
year, worth around €13 million, was under threat.

B

To the outside world, the word ‘paprika’ only refers to the
rich red powder made from the dried capsicun annutim
L red pepper. In Hungary, however, paprika’ also rera;s 5 10
their range of fresh peppers, which aré eaten, cooked and
“stuffed; chopped raw and added to- soups, or as an
acmmpm_cﬁmread_ﬂﬁm “and salami. OF the
powdered form of paprika, the form that was banned, there
is a ‘sweet’ variety, used to liven up soups and stews - such
as the national dish, goulash - with its flavour and colour,
and a ‘hot' variety, typica!ly sprinkled onto egg or potato
s_ajndsﬁardecomm,orusedasa,_kgLngmdmm in spicy.
red sausages.

o4

The 2,000 or so hours of sunshine which reach the
‘Hungarian Great Plain each year are perfect for the
cultivation of capsfcum annuum 1. As they mature, the
peppers change from green to brown and finally to a rich
red. 'Fmdlﬂonsily. these were dried in early autumn on Ians
threads of string against the whitewashed walls of ¢ every
house, to be stored when dry for crumbling into cooking.

Nowadays, however, the peppers are dried in factories and
crushed to powder between stones and steel evlinders: The

‘seeds of the pepper are added in varying quantities to
determine the degree of spiciness of the final product.

Production is centred in the south of the country around

_the two ‘paprika capitals’ of Kalocsa, which has a week-long

paprlka festival every Seprcmbcr as well as a paprika
museum, and Szeged, where paprika pmducnon employs.
3,000 people. and where you can visit_the. world's. only

; pﬂprika mesrch_lahoratoucs

S0 back in October,a vital part of Hungarian life was under
threat. Thousands of worried citizens, frightened of illness,
phoned the National Ambulance Service, Despite being told
that the amount of poison was minimal and harmiless, one
mother told a newspaper that this was like asking people to
drink bottled water containing 99% mineral water and 1%
o

Eventually, after interviews with top paprika-producing
executives, the Hungarian ‘FBI'_tracked down those
responsible for the crisis. Two weeks on, government
officials - desperate to restore consumer confidence in one
of the country's most famous products as quickly as
possible - stated that they believed they had the problem
fully under control. 7

One by one, products containing paprika were tested. By
carly November, paprika products were slowly beginning to
make their way back to the supermarket shelves. Finally, on

a historic day, the ban on sales was lifted as paprika was
given the all-clear. And not ene person had been admitted

o hg@mall

Eight moenths later, a rrumber dquggir_iq_ug__l_s were fined a
total of €40.000 for misl . and, to ensure
lasting safety for all housewives, the government enforced
strict regulations on the industry concerning spot checks
_and product labelling.

'\_‘_\_‘_‘—‘—--._._..-
So at last, Hungarians, whose economy, culture, and pride is
represented and upheld by the red powder. could celebrate
together over a kettle of goulash. As they say in Hungary:
One man may yearn for fame, another for wealth, but
everyone yearns for paprika gotdash.
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4 Match the words (1-7) with the definitions
(a-g).
1 awkward
a balance sheet
to barter
creditworthiness
delivery
to-handle
merchandise
when goods arrive
to deal with (somesthing)
goods that are traded

~ Payment on goods wa
gold, but as sales incre
than two people became involved in any
one business deal, new ways of tfrading
were reguired. difficult, not easy to use
The financial reality was probably less to exchange one object for another
simple than that, without using money
Hindu-Arabic numerals were much better a document showing meney coming in
because they allowed for complex and and out of a company

more abstract solutions fo calculating how much a company or bank trusts @
profit and [oss. client to pay meoney back

O 00 00O N ;RN

Read the text again and mark the following
true (1) or false (F).

1 The concept of ‘zero’ (0) was infroduced
into Europe in the twelfth century.

Fibonacci intfroduced the signs +, — . and
X to Europe.

The word chegue has ifs origin in Hindi.

The prohibition on usury was obeyed by
merchants of all cultures.

The Florentine Medici farlly began their
political and economic career as bankers.

Put the following events in the order that

they happened 1-5, and then check your

answers in the text.

a Paper bills of exchange were first
used to pay for goods in Europe.

b _ Fibonaocci started o explain Hindu-
Arabic numerals o Europeans.

_ The city-state of Venice was making
a profit of four milion ducats a year. are often kept by human beings as pets
Al-Khowdarizmi wrote a book that
included the rules of arithmetic for
the decimal system.
~ The Medici Bank was set up in

Florence, Italy.

business one : one




When

In 1423 the Doge of Venice

gave a verbal balance sheet of the
commercial state of his city. [t gives
some idea of the growing size and
complexity of trade and finance in
the early fifteenth century, He stated
that *Venetian exports to the whole
world represent 10 million ducats a
year; her imports amount to another
ten million. On these twenty millions,
she made a profit of four million, or
interest at the rate of twenty per cent.’

1

Nevertheless, balancing the import
and export of international goods
seems so familiar to us today that it is
easy to forget that the Renaissance
was the birthplace of modern
capitalism. But it would be wrong to
say that this was exclusively a
European development. Just as
European merchants bought and sold
in the exotic markets of the east, they
also began to use Arabic ways of
doing business through their contact
with the trading centres of North
Africa and the Middle East.

At the beginning of the thirteenth
century, a merchant from Pisa called
Fibonacci wrote a series of influential
books on mathematics, using his
commercial experience with Arabic
ways of calculating profit and loss. In
1202 he completed his study of
mathematics and calculation entitled
Liber abbaci, based on his time
working in Algeria using Hindu-
Arabic numerals. In his commercial
exchanges with Arab merchants in
the eastern bazaars, Fibonacci
realized that the European practice

of using Roman numerals and the
abacus was awkward and
time-consuming.

P

So Fibonacei carefully explained the
nature of the Hindu-Arabic numerals
from 0 to 9. as well as the use of the
decimal point. He also used them in
solving commercial problems, such
as deciding on weights and
measurements, bartering, and
charging interest. If this seems
elementary today, we should
remember that the signs for addition,
subtraction, and multiplication were
unknown in Europe before Fibonacei.

The Arabic commercial practice that
Fibonacci copied came from much
earlier Arabic developments in
mathematics and geometry. Around
AD 825 the Persian astronomer
al-Khowarizmi had written a book
that included the rules of arithmetic
for the decimal system, and his
Latinized name provided the
foundation of modern mathematics:
the algorithm.

3

Fibonacei’s new methods were
gradually adopted in the trading
centres of Venice, Florence, and
Genoa, as Italian merchants realized
that new ways of keeping records of
more complex and international
transactions were needed.

4

One of the most significant
innovations was the bill of exchange,
which was the earliest form of paper
money. This was the ancestor of the
modern cheque, which originated
from the medieval Arabic “sakk’.
When you write a cheque. you draw
on your creditworthiness at a bank.
Your bank will honour the cheque
when the holder presents it for
payment. Similarly, by 1350 ltalian
traders were paying for merchandise
with a paper bill of exchange drawn
from a powerful merchant family.
This bill would be paid when
presented on a specific date, or upon
delivery of the goods. Merchant
families that guaranteed these
transactions on pieces of paper

became bankers as well as merchants.

The banker made money on these
fransactions by charging interest based
on the time it took for the bill to be
repaid, and by manipulating exchange
rates.

Both medieval Christianity and Islam
prohibited the charging of interest on a
loan, called usury. In practice, both
cultures found ways to avoid this
problem in order to maximize profit.
Merchant bankers could hide the
interest by ‘officially’ lending money
in one currency and then collecting it
in a different one. The merchant made
his profit by using a favourable rate of
exchange that gave him a percentage
of the original amount. Another
solution was to employ Jewish
merchants to handle credit
transactions, as their religion had no
prohibition against usury.

The accumulating wealth and status of
the merchant bankers was the basis for
the political power and artistic
development of the Renaissance. The
famous Medici family, who dominated
culture and politics in Florence during
the fifteenth century, began as
merchant bankers. In 1397 Giovanni
de Bicei de” Medici established the
Medici Bank in Florence, which
perfected the art of accounting, deposit
banking, maritime insurance, and the
use of bills of exchange.

5

It was trade and exchange with the
east, and the adaption of these more
systematic ways of doing business that
created the conditions for Renaissance
art, culture, and consumption.

business one : ane




listening bank

sing to listen to a radio interview about the art of rebuilding and adapting computers,
yeakers use the term mod for a modified computer and modder for the

‘modification.

You will hear two gues's, Dirk Stein and Todd Buckingham, being interviewed about modding.
Listen the |nterwewm many times as you like, and fry to answer the questions below.

scording is on the MultiROM at the back of this Student's Book.

1 Mark the sentences below about the

“inferviews true (T) or false (F).

1 Modders always base their designs on
mods made by other people.
©One modder has o computer that serves
coffee.
Making a computer run faster can make it
overheat,
To enter the case mod contest you have
to send your mod to the competition
organizers.
The TIE fighter mod wan the fantasy mod
contest,
Modding has become popular because
computer manufacturers are nof
producing what users want.
Todd believes that all the current
computer manufacturers will continue into
the next decade.

Listen to the interviews with Dirk and Todd
again and answer the questions below.

1 What is the origin of the term
‘modding’?

What was the problem with adding a
fan to a computer?

Why does Dirk refuse to fell the
interviewer his modding idea?

What prize was awarded to the last
winners of the modding competition?

business one : one

3 Match each beginning of a sentence (1-8)
to an ending (a-h). All the words are in the
listening script.

1

The "brain’ of the computer is the

The pilot sits in the

You need your

You can carry a

A personal computer, or

Computer components are usually housed
ina

If @ machine

If something s state-of-the-art,

cockpit of a plane.

CPU, a powerful microprocessor.

it has the most up-to-date, modern design.
case made of metal or plastic.

laptop around if you need to work when
you're travelling.

PC. is @ computer you can use on a desk.

toolbox when you have to repair
something.

overheats, it getfs oo hot,

The listening script for this recording is on pages
128-129.




rview about people who leave their stressful professional lives
less prosperous lifestyle in the country. The speakers refer to

downshifters.

a

b

g9

h

A university graduate who wants to drop
out of society.

A couple who buy a new car every year.

A family who value their free time more
than the things they own.

A bb-year-cld who now works seven hours
instead of eleven hours a day.

- A redundant engineer who now runs a

village bakery.

A mother who has taken on more hours to
be financially independent.

A divorced parent who now works only
part-time.

An ex-lawyer who now writes and
lustrates children’s stories.

Listen again and the best answer.

1

Downshifters generally have:

a less money and more stability.

b less money and less stability.

¢ less money and no stability.
According to Dr Schwarz, how many
groups of people does downshifting
appeal to?

a Two.

b Three,

c Four,

The main reason why downshifters decide
to change their lives is because:

a they want to spend more fime with
their family.

b their mariage has broken up.

¢ they want a hedlthier lifestyle.

The most common problem downshifters
face in the first year is:

a getting used to living in a smaller

b stress caused by spending more time
with their partner,

¢ not having encugh money while
building their business.

Helena decided fo downshift because:

a she didn’t get on with her colleagues.

b she wanted more fime to learn about
dogs.

¢ she didn't have any job satisfaction
any more.

Before downshifting, Helena recommends

that you should:

a getf fo know about a new country if
you are moving abroad.

b get to know the area that you are
moving fo.

¢ make sure you choose a place in the
country to move to.

Helena now works with dog owners whose
dogs:

a have behavioural problems.

b have a serious lliness.

¢ do not get enough exercise.

The listening script for this recording is on pages
129-130.
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‘with lan Middlehurst, who runs a small business selling fish,
Manchester, England. Listen to the interview as many fimes
ons below.

Listen to the inferview, and puf the fc Listen again to the end of the recording and

events in the order (] 1at they tick () the ways that customers hear about
happened. the shop.

a lan’s uncle retired. « TV adverfs

b His father was made redundant. + Adverts in magazines

[ Another fish shop opened down the + Cooking and food websites
; road. » Posters

d . His father and uncle bought the « Doorfo-door mailings

S, » Word of mouth
e His father only looked after the fish.

Listen and write down where lan sources the
following food products.

1 Most of the fish.

2 Tuna and swordfish.

3 Rabbits and pigeons. -

4 Venison and chicken.

Look at the sentences below about the

shop and mark them true (T) or false (F),
according to the recording.

1 Staff at the shop will cook seafood for the
custfomers.
The shop will lend customers eguipment
for cooking.
The new supermarket was a disaster for
lan’s business.

The staff will cook food for customers
based on recipes they bring to the shop.

The shop delivers fresh producse to
customers.

Over the years the shop has improved by
installing air-conditioning.

The shop only uses special advertising at
Christmas.

The listening script for this recording is on page
130.
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about the successful online business eBay. Listen to the
nd try to answer the gquestions below.

atthe back of this Student's Book.
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/ at do these numbers r fer to ir 3 Look af the sentences below about eBay
ecording? : ! and mark the sentences frue (T) or false (F)
30% according to the recording.
1 It took about two years for eBay to
become popular.
British people spend more money on eBay
than on the cinema.
Many fraditional shops use eBay as
another way to sell their goods.
10% Most of the articles on eBay are brand
S — = new.
50 million The real strength of eBay is the low cost of
b ™ the items on sale.
$3,000 6 There are 3 billlon eBay users.

7 If you open a shop on eBay, the first month
costs nothing.

400,000

1995

147 million .
Listen again, and answer these questions
about the interview.

1 Jack Wallace says we have lots of things in
our houses that we never use, What three

€9

Who are the following people? examples does he give?
Jack Wallace What is PayPal?

=—= = - = The number of cases of fraud on eBay is
Pierre Omidyar ﬁg low. How does Plerre Omidyar explain
How does the eBay Feedback System
wiork?

Meg Whitman

—% As well as paying a daily fee, what other
payment do shops on eBay have fo pay?

The listening script for this recording is on pages
130-132.

business one : one




bﬁonhiﬁilie

tening bank

1 Look at the sentences below about the

interview and meﬁklhemhuai (M) or false (F).

1

It's impertant for the wedding planner fo
be there on the day of the wedding.
Spanish weddings tend ta be large and
expensive, even if the family haven't got
much money.

The couple often help to solve problems
on the day of the wedding.

The happiest part is sesing the smiling
faces on the photos afterwards.

business one : one

Listen again, and answer these questions
about the interview.

1

What percentage of her weddings are in
the Barcelona region?

Do couples always contract a
photographer?

How long has the company been going?
Who does the bride give her bouguet to
when the music stops?

What do Gemma and her partner always
carry in case thers are last-minute
problems?

Why did the hired coach driver once wait
in the wrong place?

What three gqudlities does Gemma say a
wedding planner should have?

What should the bride and groom find
time to do?

What fwo things are essential for a happy
marriage, according fo Gemma?

Match the words from the interview 1-6 with
the correct definition a-f.

1

0O 0T O @ g & WM

to set up

to foresee a problemn

to sert something out
aslip-up

to turn ouf well

chaotic

a mistake

completely disorganized

to redlize that a problem could happen,
and make plans to deal with it

to be OK in the end
to start a company / organization
to solve a problem

The listening script for this recording is on pages
132-133.




listening bank
The Edinburgh International Festival

You are going fo listen to an. interview with Nicky Pritchett-Brown, Sponsorship and Development
Director of the Edinburgh International Festival. Listen fo the interview as many fimes as you like,
and fry to answer the questions below.

cording is on the MultiROM at fhe back of this Student's Book.

- Look at the incorrect sentences below. Listen
to Nicky and correct the sentences.

1 There are performances of opera, dance,
and drama only.
The festival started in 1974.
The festival is for Scottish artists and
performers only.
Ticket prices are high, so only rich people
can afford to go.

The box office revenues provide enough
money fo pay for the festival.

All companies have a sponsorship budget.
Companies are happy fo sponser any
svent.
Look at the sentences below about the
interview and mark them true (T) or false (F).
1 Nicky's job is to raise money from public
sector funds.
2 Nicky believes the Festival is important for
Scotland’s economy.

Nicky holds events throughout the yvear to
keep sponsors informed.

Sponsorship ranges from £500 to limitless
amounts for a complete series of events.

Nicky thinks that the people living and
waorking in Edinburgh like having the
fastival, -

Listen again, and answer these questions
about the sponsorship of the festival.

1 Apart from advertising for the company,
what other benefits do companies get
when they sponsor an event?

In the past, it was popular for companies

to sponsor events so that they could take
their own clients to performances. What is
this called?

Some events are considered to be risky to
sponsor. What sort of events are these?

According to Nicky, why do Standard Life
like to sponsor contemporary events?

What is the relationship of the following
companies to the festival?

Bank of Scotland
Renault

Scottish and Newcastle

The listening script for this recording is on pages

133-134.
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listening bank

The call centre

You are going 1o listen to an interview about Delta Call Centre Services and ifs new b ting
dosign. Listen to the interview as many imas as you like. and fry to answer the questions by

The recording Is on the MuliROM ot the back of this Student’s Book

Read the following summary of the 3 Four people speak in this recording: Michge
rocording about Delta Coll Cenfre Services. Burton (personnel managaer), Susan Hartley
Thera are five mistakes in the information. (the architect). Janniler (an employes), ong
Find and corract these misiakes. the interviewer of the programme. Wha do
you think makes the following stolements?
Mark your answers and then listen 1o see if
you wore comnmect
1 It mekes them feel good about working
thare”
2 'It's easier now to change round fha
pecple in tha leams more freguently

I think the maln recson was tha high kel
of strass that the job has!

*So it was falt that the solution wos to
design and build new offices’

‘Thay can cll see eoch other, but it Cossnt
feal crowded at oll’

Michael Burton, personnel manager of :
Delta, mentions the following numbers at *But for the ordinony werker, the job s sl
the beginning of the recording. What do Ihe same. and that con be strassful’
these numbers refer to?
150 "Wa aven spend a lof of tima hate offes
work”.
‘it's important to give a positive and
chaarul imaga when you're wWorking.

9 ‘It seems lo have bean money very wel
speant.”
The listening script for this recording Is on pages
134-1385.

Ao

P - N




listening bank

Bill Newson, a New Zealand trade-union manager

w with Bill Newson, a New Zealander who works as The
New Zealand Engineering, Printing and Manufacturing Union.
yau like, and fry to answer the questions below.

 back of this Student’s Book.

Listen to the first part of the interview with Bill. One year later we ,but
Look at the sentences below and mark them within two years the employer had won
true (T) or false (F) according to the enough work to prove that his company
recording. provided better quality.

1 12% of New Zedland workers are members In the third part of the inferview, Bill gives a
of unions. case study of a problem where the workers
There are about thirteen field workers in his found a solution. Listen to the third part of
feam. the interview, and answer the questions
His contact with the field workers is usually about the pictures below.
not foce-fo-face. i 1 Look at the three pictures a-c and fick the

The New Zealand economy is depressed at picture that shows the phones’ packaging
the moment. befare the workers' solution,

The unions hope to achieve a better pay
increase this year than in recant yedrs.

Soon they'll start negotiating with
employers’ associations.

He expects negotiations with the employers’
associations to be dificult.

Personal development of people in his
team is very important for him.

In the second part of the interview, Bill gives

a case study of a problem he has solved.

Listen and complete the sentences below.

1 |try to work it out by thinking about the
different parts of the issue and setting up 2 Look at the three pictures d-f below and
what | call tick the picture which shows the phones’

So | can try to satisfy at .Ielcs’r some of the packaging offer the workers' solution.
employer’s needs the things

that are imporiant to us.

In bargaining for a collective agreement,

an engineering company wanted fo

We found out that this employer had
recently in a very specidlized
area of work, because the confract was
given to o lowerpriced competitor.
We agreed that the employer - 3
this specific type of g 0
specialized work, against this specific f

competing company, .
no extra overtime pay. Ir;g Ii’s;inlng script for this recording is on pages
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