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Introduction

Welcome to Business Result Pre-infermediate. |n this book you

will find:

|16 units | Practice files | Information files | Audia scripts |

| Interactive Workbook on DVD=ROM |

What's in a unit?
Starting point

& an introduction to the unit
= discussion questions

Working with words
= reading and listening about the world of work
« new wards and phrases that you can use in your work
= practise the new words in speaking activities

Language at work
» pgrammar lessons in real work situations
s helps vou communicate better
= practise grammear in the classroom in speaking activities
« for more practice go to the Practice file

Practically speaking
= essential words and phrases for general use
= helps you sound more natural when you speak English

Business communication
= key expressions for exchanging inlormalion, socializing,
presenting, and meetings
= real work situations
» Koy expressions list in every unit

Case study / Activity
= authentic case study, or activity
= improve your fluency
= practize the language [rom the unit

What's in the Practice file?

Written exercises an the key language in
» Workimg with words
» Business commumicalion
o Lonpuage at work
plus a language reference section with more grammar
explanations.
Use the Practice file
+ in class to check vour understanding
= after class for extra practice.
Fallow the links to the Practice file in each unit

}} For more exercises, go to Practice file 3 on page 106

What's the Interactive Workbook on
DVD-ROM?

The Interactive Workbook lets you practise the language from the
Student's Book. It also helps you test your own progress. Use it at
home or in the office to practise the langoage you learn in class

Exercises and Tests
o practise key language with interactive exercises
» check your progress with unit tests

Glossary
= check the meaning of over 400 words and phraszes
= listen to the words and add your translation

Phrasebank
« listen to the key expressions from the Student's Book
« lzarn new phrases for telephoning, exchanging information,
socializing, travel, presenting, and meetings
+ create your personal phrasebook

Email

+ |earn useful phrases for writing emails
= copy example emails to uze at work

Listen again
= listen again to the Swdents Book audio, or download to your
MPF3 player

Video
« Watch a video clip related to 2 section in the unit, Every unit
has a video clip which recycles and extends the language of the
LTIiE.

= Complete the interactive exercises while you watch the video
clips
+ Thisicon WIDE® shows you the section of the unit that the

work in the Student’s Book

(@ » Interactive Workbook »

Fast-track option

[fyou are on a short course, you can do the fast-track option. For
each unit, do Larguage at work, Practically speaking, and Business
communication In class, You can do the other sections in your own
titne if you wish.




How to use Business Result Pre-intermediate | A complete blended learning package

Student’s Book | Main unit
In class: Leamn vocabulary, grammar, and expressions with listening, reading, and speaking activities.

i = i__

3 1 Companies

in class or self-study: When you see this, go Self-study: When you see this, go to the

io the Practice files at the back of the book. Interactive Workbook on your DVD-ROM.

¥} For more exercises, go to
the Practice files

@ » Interactive Workbook

Student’s Book | Practice file Interactive Workbook
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1 | Companies

= ‘4,& Learning objectives in this
B unit

¢ Talking about what
companies do

» Talking about your
comnpany using the
present simple

» Making polite requests

e Introducing yourself and
others

Activity
o NMale that contact

Starting point

1 Look at the pictures
on this page. What do
you know about these
companies?

2 Do you think it’s better
to work for alargeora
small company?

3 What kind of company
do you work for?

o -

L i .

= 5

BAZPROM [

1 Read these descriptions of some companies. Complete their names.

This company provides many different Internet services, including news, online
shopping, and email. Mast of its sales come from advertising on its website. Its
head office is in Sunnyvale, California.

S

This company produces tyres for cars and other vehicles, It is based in France,
but it has more than 125,000 employees all over the warld. It is also well known
for its red and green travel guides.

W ==J

This northern European company operates in the retail market. It specializes in
low-price products, including furniture, bathrooms, and kitchens,

It's a subsidiary of the Eurapean Aeronautic Defence and Space Company (EADS)
The company makes planes for the commercial aircratt market, where its main
competitor is Boging,

L

This company makes many different electrical and electronic products, such
as TVs, computers, and mabile phones, It is South Korea's largest company and
exporter.

L




Language at work | Present simple

1 Work with a partner. Ask and answer these questions.
Do you work for a multinational company?

Iz it a new company?

Does it operate in many countries?

1
2
3 What does it do?
4
5

Where do you work?

2 Match the questions in 1 to answers a—e.

a Yes, it does.

b It provides engineering services to the car industry.
¢ lhave an office in London and another in Tokyo.

d Yes, [do.
e No, itisn't. _

3 We use the present simple to talk about general facts or regular actions.
Find examples in 1 and 2 for each of these rules.
1 In the third person singular (ke / she / it), the verb ends in -5 or -es,

Example:

2 With [ / you / we / they, there is no final -5

Example:

3 In most guestions. use do with { / you / we / they and does with ke / she / it.

Example:

4 Don'tuse do and does in questions with the verb fo be.

Example:

») For more information and exercises, go to Practice file 1 on page 103.

4 Read the text. Discuss the questions with a partner.

When you see the name Nestlé, perhaps vou think of breakfast
cereals, Nescafé instant coffee. or Nespresso machines. But what
else do you know about the company? What other products does it
sell, and where? How many people work for the company and why
do they like working there? What does the company do to protect

the environment?

Listen to Nestlé in Focus tonight at 8.00 p.m. to get answers to

these and many other questions.

5 Work with a partner. Make questions about Nestlé using the prompts below.

[ == r—— Example: How old is the company?
" : 1 How cld / company?
“P | QUESIIGI‘IS with 2 What products / company / specialize in?
prepositions 3 What / its annual sales?
im a question with 2 4 Where / its head office?
oreposition, the preposition is 5 How many factories / have?
usually the last word, not the 6 company / sell / products / all five continents?
first. 7 How many people / employ?
Whese is he from? 8 What / offer / its employees?
Whao do you work for? 9 company / alot of work in the community?

What market do you sell in?

L
=

How / protect the environment?
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2 Complete these sentences with the words in bold in 1. 3 { -~
1 Some companiesmakeor _ goads. | o
2 Dthercompanies _ or offer services. oL ‘I’
3 Ifyou__ in a particular product or service, it’s your main activity. .
4 Ifyou work for a company, you are an . L
5 If your head office is in a particular city, your company .' 1;,
there. =
6 Ifyouworkina_ | your company is part of a bigger group. =
7 Ifyousell alot of products, your _ are very good. E -
B [f another company operates in the same market as you, it is your -
¥} For more exercises, £o to Practice file 1 on page 102, E‘
fa
3 Work with a partner. Make sentences using the words in the table. -
Gazprom produces / makes ... %
Pirelli specializes in ... D
AOL operatesin ... =3
Mitsubishi provides / offers . A
Volkswagen sells ..
UNICEF 's competitors are ...
4 01> An employee is talking about her company. Listen and complete the
information in the table,
Name of company BESAM
Products 1A 2d mechanisms: locks and
dg gysiems
Group Assa Ablay
Mationality 15
MNumber of employees 2 000
Sales g hillion
Number of subsidiaries. 7 _in 40 countries
Orther information Main®c___ are the Eastern Company,

Ingersoll-Rand, and Master Lock

5 Work with a partner. Talk about Besam, using some or all of these phrases
and the information in 4.
It's a(n) ... company / orgamzation.

It's a subsidiary of ... Its head officeis ...

It makes / produces ... It provides / offers ...
It has ... employees It operates in ..

Itis baged in .. It specializes in ..

Its main competitors are ... It has sales of ...

6 Now talk about your company using the phrases in 5.

@ » Interactive Workbook » Glossary

i



6 02> Match answers a—j to questions 1-10in 5, Then listen to the radio
programme and check.

a 7B f Many possibilities for Lraining.
b Moere than 140 years old. g Yes, it gives money and other help,
¢ Yes, itdoes. h Food and beverages,
d 276,000. i Vevey, Switzerland. _
e More than 107 billion Swiss i By using less water, energy and
francs packaging,

NESCAFE

y . O
: s -
¥ '\J}\ . L

7 Make sentences about Nestlé, using the questions in 5 and answers in 6.
Example: The company is more than 140 years old,

=
=,
-
=
)
o
3
=
jul]
2k
o
w

8 Work with a partner. Ask and answer the questions in 5 about your
company,

9 Work with a different partner. Tell them about your first partner’s
company.

Practically speaking | How to make polite requests

1 Complete these questions with / or you.

1 Could speak to you for a moment?
2 Can __ tell me your name?

3 Can __ have another drink, please?

4 Could ___ call me again tomorrow?

5 Would repedt that, please?

& Could help me for a moment?

2 03> Work with a partner. Match the questions in 1 to responses a—f below.
Listen and check your answers. Then practise the conversations.

a Yes. sorry. Thereferenceis 1256 K. d Sorry, but I'm very busy.
b Yes. of course. e Certainly. Same again?

e

¢ I'm afraid I'm on holiday. f  Sure. It's Woody Neilson.

3 Work with =2 partner. Take turns to make and respond to requests, using
the verbs in brackets.

ot | m—Em——————————
Example: Can [ have your telephone number, please? -
1 [ wan: your telephone number, (have) Tip | can, could, and
2 [ want your address. (give) would
3 1 don't understand you. (speak more slowly) Could and would are generally
4 [ need your rure on this document. (sign) more polite and formal than
5 1 m=ed two chairs for my table. You have two free chairs at your table. (take) CE.
6 [ dont have tme to speak to you now. (talk later) Would is not used with /-
¥ 1peed your pen tosign the visitor's book: (berrow) Could | speak to you? _
8 1 didn’t bear what you said_ (say) NOT Wouid--spaak-to-you?
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Key expressions

Introducing yourself
Can | introduce myself?
My name’s / ['m....

Introducing others
Can | infroduce you to .7
Thisis ...

Responding

Mice to meet you /
How do you de.

Nice to mest you too.

Asking about a person { job /
company

What about you?

What's your name {again)?
Where are you from?

Who do you work for?

What do you do?

Why are vou here?

(@ » Interactive Workbook 3
Phrazebank

Business communication | Introducing yourself and others

1 04> Gianluca Donatelli is at a conference. Listen to him introducing
himself to Jana Frkova. Make notes about

1 Jana's nationality
2 her job
3 why she’s at the conference.

2 05> Complete what Gianluca says. Listen and check VOUr answers,

1 Excugeme. __ this seat free?

2 Thanks very much. Can1 myself? I'm Gianluca Donatelli,

3 Nice tomeetyou ,Jana. Whereareyou 7

4 And — do you work for?

5 Ohreally? And what do you 7

6 So _are you at this conference?

7 That's interesting. A friend of mine works for an Italian service provider. Can |
introduce to ?

8 Roberto. Can you come here for a minute? Thisis .., Sorry, what's your name

7
9 Roberto. is Jana. She's writing an article on Internet service providers

3 050P Listen to Gianluca again. He asks Jana eight questions. Match Jana's
responses to each question. Then work with a partner and practise the

dialogue.

1 ¢ a [am a journalist.

Al = b Jana. Jana Frkova.

3 ¢ Yes, itis.

4 d Nice to meet you. | am Jana Frkova.

5 e I'm here to research an article on Internet service providers.
6 f lam self-employed.

7 g Yes. of course. That would be nice,

8 h I'm from the Czech Republic.

4 Why don’t we learn much about Gianluca in the conversation in 17

5 06D Listen to two extracts from a different version of the conversation.
1 What do we learn about Gianluca this time?
2 Underline the stressed words in Jana's questions.
1 What about you? What do you do?
2 What about you? What are you here for?

¥} For more exercises, go to Practice file 1 on page 102.

6 Work with a partner. Have short conversations. Talk and ask about these
things.
Example: A Where are vou from?
B I'm from Spain. What about you? Where are you from?
A 'm from Japan,
= name e company = reason for being here
= country * job

7 Work in groups. You are at a party at a conference. Introduce yourself and
find out about another person. Then introduce this person to other people
in the group.

@ » Interactive Workbook 3 Email and 3 Exercises and Tests
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Learning objectives in this
unit
» Talking about your job

and the people you work
with
Talking about work
activities using the
present continuous
Giving phone numbers
and spelling names
Making and receiving
simple telephone calls

Case study
e Dealing with a public
relations crisis

Starting point

1 At work, who do you
usually speak to
1 by phone?
2 fage-to-face?

2 Do you prefer
communicating with
people by email or on
the phone?

3 How much of your day
do you spend
1 speaking with people?
2 working alone?

[
Il

Working with words | Describing your job and job contacts

1 What do these people do in their work?

1 aretail buyer

2 a public relations officer
3 an occupational psychologist

1 Sara — Retail Buyer

Twork for a supermarket
chain. My job involves
buying prepared salads
and vegetables from local
and national suppiliers. |
also take part in different
logistics projects. For
example, at the moment
we're working with an
external consultant. He's
looking at ways to get our
salads and vegetables to
the supermarket shelves
mare quickly.

2 Read the text quickly and compare your answers to 1.

2 Benjamin — Public
Relations Officer

Iwaork for the police, but
I'm not a policeman. A
Iot of my work consists
of answering questions
from journalists when the
palice are in the news. I'm
also involved in a new
project to attract new
peaple to the police force.
For this, I'm working with
settior police officers and
with outside emplayment
agencies,

3 Heidi - Occupational
Psychologist

7

' self-employed.
Basically, | deal with
problems of relations
between staff At the
moment, for example,

I'm doing a study on
virtual teamworlk for

one of my industrial
customers. They work
with many subcontractors
all over the world, and
their managers want to
communicate better with
their cofleagues abroad.
I'work a Iot with fraining
organizations which
provide the courses my
customers need,




Make that contact!

|-lH

Work with a partner. You are both at a conference. You are competing

for a big customer. The first person to finish is the winner. Turn to File 01

on page 135 for the rules of the game.

FLAYER A
Start

Where are you
from?

We make car
windows.

Can I introduce
you to my boss?

How do yvou do?

What are your
annual sales?

No, I work
in one of our
subsidiaries,

Where's your
head office?

Mo, I'mi
American.

Can you tell me
your hotel room
number?

Yes, we do / No,
we don't.

I'm a sales
Mmanager.

Who do you
wiork for?

It’s 1263 Gray
Rd, Carmel,

(@Lgy JOKER (é,t

In Milan.

What services
do you provide?

Mo, we don’t.
We're a service
COMPAnY.

&y soxen &y

s L -l

My wife? She's a
journalist,

Can I borrow
your pens

Who are
your main
competitors?

=¥ JOKER (g‘ly

—m

Does your
COMPAany operate
in Furope?

Yes, sure. [It's
Jan Olsen.

How many
employees do
you have?

‘gy JOKER féy

- e

What do you
specialize in?

I work for
Goodyear.

Dioes your
company have a
website?

(g-’y JOKER (éy

-

PLAYERB
Start

Yes, | am. Nice
to meet you.

Sorry, what’s
YOUr oDame
again?

Italy

(::_:y JOKER (‘i’t

We operate in
Europe and
North America.

Do you use
English in your
job?

Yes, of course.
Please take it.

éy JOKER (ép

P Y s

That's a very
personal
question!

You speak very
goad English!

15 this seat free?

No, it’s a French
COIMPETLY.

Fm Spanish.
What about you?

Yes, it's
07 45 32.19 66.

What does your
company do?

What does
YOUT COmpany
specialize in?

I'm in the Hotel
Cap Verde.

Do you do any
husiness in Asia?

Yes, of course.
I'll give you my
phone number,

Congratulations! You made contact with the customer first!

saguedl.un:)| T 3un




3 Read the text again and complete the table. o
Which person or people ... Sara Benjamin Heidi i
workis) on problems of 184
Communication? AY -

workis) with pecple outside
the company?

workis) with products?
works with companies, but e
not for a company?

4 Work with a partner. Match the words in italics in the text to definitions a-h.
a companies which sell their products to you

organizations which find new employees foryou

campanies which do work for you which you can't do yourself

people who waork in the same company as you

crganizations which offer courses to company employees

a person from outside a company who gives expertadvice

companies which buy your products

all the people who work for a company

i 1Y | TR~ PR R = 1
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5 Work with a partner. Which people or organizations do you have contact
with in your job?

6 08 Sang Chun is talking about his job in a software company. Listen and
tick (v) the people that he works with and the jobs that he does.

Peaple Jobs

Customers Answering calls

Suppliers WVisiting

Sales reps Developing new programs
Programimers Discussing old programs

7 08" Complete this description of Sang Chun’s job with a form of the
phrases in bold from the text in 2. Listen again and check your answers.

Main job

This _ answering calls from customers who are having
problems with their software. It also working with sales reps from
time to time.

Other tasks

He isn't developing new programs. But when

programmers are preparing new versions of old products, he
in the discuszsions.

Typical problems e e e )
He _ installation issues, password problems, bugs, ete. Tl]:l | verb / adjective
+ preposition + -ing

) For more exercises, go to Practice File 2 on page 104,
When a verb follows a

8 Work with a partner. Tell your partner about your job. What is similar to preposition, it always ends
your partner’s job, and what is different? with -ing.
= Main job » Typical problems My job consists of answering
» Other tasks (projects, etc)  » People you work with inside and outside the phone to customers.
the cormpany He's imvalved in dE‘i.l"EIGPIﬂg

| new software.
' @ » Interactive Workbook 3 Glossary
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Language at work | Present continuous

1 Work with a partner. Answer these questions.

1 'What do you do?
2 What are you working on this week?
3 What are you doing at the moment?

Match the questions in 1 to answers a—c.

a I'm looking at ways to get our products to customers more quickly.

b Basically, my job consists of answering customer calls.

¢ I'mtrying to improve my English. ___

In 2, sentences a and ¢ are in the present continuous and sentence b is in
the present simple. Which tense do we use to talk about

1 a present action?

2 atemporary project?

3 ageneral fact or regular action?

Complete this rule about the present continuous.

The present continuous is formed with the verb = + -ing form.

Work with a partner. Look at these signs. Where would you see them?

ACCESS DENIED

Jease check pa:
£ and try again.

Lift out of order

Pledse use stairs

MeeTivg F"S-’ * |® Automatic reply: | am out
pRoOGRESS: || oftheoffice until 19th March

Dia npT PreTutE.

090 Listen to two conversations and match them with two of the signs
in 5.
k-

091> Complete conversation 1 with the present continuous form of the
verbs in the list. Then listen again and check your answers,
have  accept try speak  work

A Who 1 to?
B Sorry, this is Nadira. [ __ toaccess my customer files, but
the computer _my password.

A ... There's a problem with the server.
B__ somebody on it at the moment?

A Yes, /am. But it's not easy, because I'm on my own here. Everybody else
A lench.




8 095> Work with a partner. Listen to conversation 2 again. Have a
conversation using the prompts below.

A Excuse me.

B What? Meeting!

B A =zupplier New prices. Why / disturb?
A Somebody / room.

B This room / every Monday.

A Sales Director / priority.

B He / wait / now?

A Yes

B OK.1/ leave.
»» For more information and exercises, go to Practice File 2 on page 105,

Work with a partner. Take turns to ask and answer questions, using the
present simple or present continuous form of the prompts below.

+ speak / English at work? s receive / any visitors / this week?
o rravel / alot for your work? ¢ boss / work / every day?

e travel / anywhere this week? s he / she / work / today?

« sometimes / work / special projects?  « he / she / avel / a lot for work?
= do / any other training courses * he / she / travel / this week?

at the moment?

(@ ¥ Interactive Workbook 3» Email

Practically speaking | How to say phone numbers and
spell names

1 10> Listen and write the phone numbers you hear.

1 The code for England is
2 My mobile number ig

2 Work with a partner. Say your home, work, and mobile phone numbers to

your partner. Write down what your partner says.

3 11t Listen to two conversations and write the names,

1 S—
2 —

4 Work with a partner. Spell your first name, last name, and the name of

your company to your partner. Write down what he / she says.

fi

=
=
[
N
()
o
= |
—t
o
)
aQ
]
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Tip | Saying phone
numbers
We usually say each number
separately, except when two
consacutive numbers are the
same.
The code for Thailand is
double oh double six (00 66).
In American Erglish, we say
Zerg-and not af for O.




Key expressions

Asking to speak to someone
Could | speak to (mame)?
Is (mame) there, please?

Identifying the caller
Could | have your name,
please?

Who's calling, please?
This is (your name).

Giving a reason for the call
I'm calling about ...
I'm phoning to ...

Saying the person is [ isn't free
I'm sorry, But / I'mafraid she's
nat here today.

Can | take a message?

Leaving a message

Can / Could | leave a message?

Can / Could you ask him / her
fo call me back?

Finishing

I'll give him / her the message.
Thanks for your help / for
calling.

Speak to you later / tomarrow,

{2 2 Interactive Workbook 3
Phrasebank

Business communication | Making and receiving
telephone calls

1 12p Listen to two telephone conversations and answer the questions.

1 Which conversation is between
a a consulting company and a sub-contractor?
b a supplier and a customer?

2 What is the reason for each call?

12> Match sentences 1-5 with responses a—e. Then listen to Conversation 1
again and check your answers,

Is Mrs Ackers there, please? _
Who's calling, please?

What can | do for you? _

Can I call you back tomorrow?
Thanks for calling. _

This is Simon llago from AQS.

I'm calling about a special price on our printers.
Speaking,

You're welcome, Goodbye.

Sorry, but I'm out of the office tomorrow,

[T = PR T = o " SN  » R S . T

12F Which sentences and responses in 2 are said by the caller and which by
the receiver? Listen to Conversation 1 again and check your answers,

Work with a partner. Take turns to be the caller and the receiver. Have
similar conversations using your own names.

Call 1: You want to arrange a meeting to present your products.

Call 2: You want to ask about payment of an invoice.

12F Work with a partner. Make five questions using the words in the table.
Listen to Conversation 2 again and check your answers. What are the
responses to each of the questions? Practise the questions and responses.

speak Leo to call me back?
leave me what it’s about?
Could : have your name, please?
you ask to Leo Keliher, please?
tell a message?
¥) For more exercises, go to Practice File 2 on page 104,

6 Work in groups of three. Have three phone conversations.

Student A Call Student B. Ask to speak to Student C. You're an ex-colleague.
You want to meet him / her for lunch or dinner tomorrow, You're only in town
for one day.

Student B Student A calls you. You work with Student C. He / she is very
busy and wants you to answer all phone calls. Ask who's calling and why, then
call Student C and give him / her the message.

Student C Student B calls you. Listen to the message then call Student A.
Decide together if you can meet tomorrow.

{2 » Interactive Workbook » Exercises and Tests




Crisis? What crisis?

fthe total
ituation quickly '
: it was once int the market leader, with
les in fts marlet.

Imagine that you are one of the directors of this company.
What can you do
1 to protect your customers?

2 to develop your business again?

3 to stop a crisis like this happening again?

Turn to File 02 on page 135 to see what really happened.

You work for the local branch of an international cosmetics company.
4 hospital nearby has recently had several patients complaining of severe
skin reactions to a new moisturizer you produce.
Work with a partner. Have two phone conversations. Student A, turn to
File 03 on page 135. Student B, turn to File 36 on page 142.
Work in small groups.
1 Discuss who else you need to tell about this problem, within your
company and outside your company, and why.
2 Decide what action you will take and why.

Share your ideas with the rest of the class.

=5
e
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Visitors

Learning objectives in this
unit
+ Talking about company
Strmcture Working with words | Company structure

= Asking questions ;
* Welcoming visitors 1 Read the text and answer the questions.

= Presenting visual 1 What was the aim of the customer visit programme?
information 2 How was it different from other programmes?
3 Which departments participated in the visits?

Activity 4 'Was the programme a success? How?
* The question game

Starting point The importance of
e s Customer contact

Who do you go with? The American computer manufacturer Hewlett-Packard ran a very successful

2 What sort of people customer visit programme. The icea of the visits to HP customers was not Lo sell the
visit the department company’s products, but simply tolisten and learn
you work in? Why? The visits were conducted by mixed teams who visited between ten and forty

customers. These teams included a project engineer from the Research and

Malke a list of five :
3 Development Department, and a person from Marketing who played a part in putting

departments you find in : T e
a company. the product on the market. In must_ .
cases, a sales rep who was responsible
eE——=— e

for each customer was also present

Ifa guestionnaire, 88% of staff
involved in the programme said that
cuslomer satisfaction was better
as a result of the visits. About 90%
indicatec thal the visits gave them
ideas for changing the products or
services offered to customers.

This programme showed the value
of custorer contact for all employees
if @n organization. In so many
companies, it is only those who work
in Sales, Marketing, Customer Service,
or Technical Support who have direct
contact with customers.




2 Which department in the text in 1 usually
1 sells the products?
2 looks for new markets for new or existing products?
3 creates new products?
4 answers technical questions from customers?

5 answers all other guestions from customers?

3 Complete the sentences about other departments with words from the list.
finds  buys checks arrgupes maintaing deals  organizes

The Logistics Department arranges  the transport of products,

The Training Department _ courses.

.y

The Purchasing Department from suppliers.

= 7S I K]

The Human Resources Department — new staff.
The IT Department _ the computer system.
The Finance Department with all the money.

=1 O n

The Quality Control Department that the products have no defects.

SI0VISIA | € 3un

4 Work with a partner. Take turns to make sentences about different people
who work in a company and to guess which department they work in.

Example: A She deals with all the money.
B She works in the Finance Depariment.

5 13> Three people are receiving visitors from other departments in their
company. Listen to the three conversations and complete the table.

Ferson Which department does he / Which department does his /
she work in? her visitor work in?

2
3

6 13> Listen again and complete these sentences.

1 1 have a meeting today with Anna Neves, who's ___our
software.

Our company is three business units.
He's the person in _buying for the whole group.

[T =S TS R |

1 a lot of training organizations.
1 the HE Director,

(¥}

¥ For more exercises, go to Practice file 3 on page 106.

7 Work with a partner. Ask and answer questions about your own job.
1 Which department do you work in?
2 What are you responsible for?
3 Who is In charge of your department?
Who do you report to?
department(s) do you have most contact with? Why?
Is your department divided into different sections or units? What are they?

L% B+

&n

B8 Work with a different partner. Take turns to describe your job and
department. Then describe the other people and departments around you.

(£ » Interactive Workbook 3 Glossary
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Tip | which and what
Wihich and what are very
similar, but thers is one main
differance in meaning.
We use which when there is a
limited choice of answers.
Which city do you prefer -
Rio or Buenos Aires?
Which department do
yout work in? The Sales
Department,
We use what when we are not
thinking of a choice,
What does your company
produce?

Language at work | Asking questions

1 Work with a partner. Complete the questions. Then take turns to ask and
answer them.

people does your company employ?
did your company open in your town?
department do you work in?
_ often do visitors come to your company?

LN s L ba o

___are you working on at the moment?

2 Look at the word order for questions in the table. Then complete the table
with the questions in 1.

Question Auxiliary Subject Main verb Rest of
word or verb question
phrase

How often de Vau speak English?
How many does your company  employ?

pecple

3 14> Anemployee is showing a visitor round her company. Listen to extracts
1-4 and decide where they are or who they are meeting in each one.

1 Where: 3 Where;
2 Whe: 4 Whot

4 Work with a partner. Put questions 1-8 in the right order.

this / often / use / How / does / office / he ?

from / does / he / come / Where ?

long / are / here / staying / How / you ?

see / you / here / while / want / do / to / you're / Who ?

open / did /it / When 7

do / receive / calls / a day / How / you / many ?

you / do / Which / visit / countries ?

about / much / you / market / know / the / How / Polish / do 7

00 =] 5 U s L B e

5 14 Match questions 1-8 with responses a—f below. Then listen again and
check your answers.

a One or two people in Sales and Marketing. e Just two days,

b InJanuary f New York

e Sweden and Denmark mostly. g About one day a week
d Not very much. h About 500

»» For more information and exercises, go to Practice file 3 on page 10




6 Youhave a new employee in your department. He /she has a lot of

guestions for you. Make complete questions using the prompts.

1 Person in charge of department? 5 Photocopier?

2 Opening / closing hours? 6 Number of people?

3 MNearest toilets? 7 Eey or security pass?
4 Lunch? 8 Coffec or tea breaks?

Work with a partner. Take turns to ask and answer the questions in &
about your departments.

Practically speaking | How to welcome visitors

1

152 You work for the Freebird Corporation in Lisbon. A customer is
visiting you for the first time. Complete sentences 1-7 with phrases from
the list. Then listen and check your answers.

Did you find .7 Where .7 Didyouger .. .7  Welcome ..

Howlong .7 Didyouhave .7 Would you like .7

to Freebird
2 a good trip?
3 _your way here all right?
= are you staying?
are you here for?
6 something to drink before we start?

the programme [ sent you?

15t Listen again and write down the visitor's responses. Then practizse the
conversation with a partner.

165 We often ask follow-up questions to develop a conversation. Listen
to a longer version of the conversation in 1. Then complete follow-up
guestions 1-7.

1 Is this in Lisbon?

2 What time last night?

3 Howdidyou = —bycar?

1 Isi for you?

5 Will you have time around Lisbon while
you're here?

6 How do you ?

changes?

Work with a2 partner. Imagine someone is coming to visit you in your
company. Have a conversation with them, using the questions in 1 and the
follow-up questions in 3.

(£ » Interactive Workbook 3 Email
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Business communication | Presenting visual information

1
Asia Pacific
12,99, Greater
China
EM E-I"'IH* 2 ':]',f,l
22%
Americas ' i
Lenawa 2007 /8 results
*Burope, Middle East, Afrca
e e =

Key expressions

Referring to visuals

This table / pie chart [ graph {
diagram gives you / shows |
summarizes ...

Let's look at this ...

Have a look at this ...

Checking
Can everybody see that OK?
Is that clear?

Focusing on important points
As you can'see, ...

Motice that ...

Note that ...

The important thing here is ...

(D » Interactive Workbook 3
Phrasebanlk

1 Look at the information about Lenovo, the computer manufacturer.

1 Which slide is in the form of
a a diagram? b a graph?
2 Which slide shows
a rises and falls in market share?
b the breakdown of sales by market?
¢ some key figures in Lenovo’s organizational structure?

¢ apie chart?

2 Lenovo PC Market Share 3 Lenovo in China
{Mainland China)
4% = Main office /sales
£ g e Beijing
san_A | Sk ST '
s\ S BTN S
.l-'._.- '\\h
05 Gisa 160 R&D Production  After-sales
I Scities Y cities  24/7 call
centre
| Maore than
L
el b | technical
FYDi FYO?  FY0EQI SUppoTT
ENFineers

*FY2004/05 market share information reflects
combined shares of Lenove and IBM BCD

2 170> Listen to a presentation about Lenovo and complete the missing

information on the slides.

17> Work with a partner. Which slide 1-3 does each sentence refer to?
Listen and check your answers,

This pie chart gives you the breakdown of Lenovo's sales.
Note that the company has operations in many different cities.
This graph shows the change in market share, ___

The important thing here is that Lenovo is still the market leader in China.

a
b
c
d This diagram summarizes the company’s main operations, .
e
f Asyvoucansee. 27.6% of sales are in the Americas.

g

But rotice that China represents 37.5% of worldwide sales.

Which phrases in italicsin 3 are used to
1 describe briefly what is in each slide?
2 say what isimportant in each slide? |

Work with a partner. Choose two slides in 1. Cover the phrases in 3, and
take turns to present a slide. Describe each slide briefly and say what is
important about the information.

¥} For more exercises, go to Practice file 3 on page 106.

Work with a partner. Student A, turn to File 04 on page 135. Student B.

turn to File 31 on page 141. Give a short presentation to your partner, using

the slides. Say what is important or interesting about the information.

(@ » Interactive Workbook 3 Exercises and Tests




Work with a partner. One of you is visiting the other’s company. Take
turns to be the visitor and the host. Have a conversation in each ‘place’ in
the table below. The aim of the game is to ask more questions than your
partner.

The host starts each conversation with the ‘conversation opener’.

Use a question form in the ‘Questions’ column to continue the
conversation.

4 Use the ideas in the ‘Subjects’ column to help you.

Tick (') the ‘Points’ column every time you use one of the guestion
forms. You can use the same forms as often as you like, but try to use
them all before the end of the game.

The winner is the person who has the most points.
RECEPTION  Host: Nice to see you again. How are you? (1 point)
Visitor: I'm fine. Sorry I'm a [ittle late. What tirme iz it exactly?

SIONSIA | € Mun

Place Conversation opener Questions Subjects Points
()
Reception Mice to see you again. I5: 7 = Vizitor's journey, hotel,
= Are . .7 etc.
i » Programme for visit
Host's office This iz where [ work. Does .7 = Host's job and department

or desk Did .7 = Visitor's job and
Can .7 department
Colleague’ My colleague isn't h e Colleague’s job
olleague’s y colleague isn't here e « Colleague’s jo

office ordesk  today, buthe / she ...

Who 2 = Visitor’s work colleagues
Another Now we're in the {name) Wiy .7 * What it does
department department. When .7 » Relstions with hiosts

How .7 department
Meeting room  This slide shows the How often ...7 = Company structure and
structure of our company. How many ...7 key people
How much .7 " KC}" DDD]][C in visitor's
How long ...7 company

s : ; i 7
Restaurant This is the best restaurant Wauidyou ke 2 * Town where company

n town. iz located
¢ Visitor's home town

Total points*

* (Give yourself | point for each tick.
Deduct 2 poinis for each question
form you haven't used.



'New products

Learning objectives in this
unit
e Talking about new
et ol Working with words | The development process
in their development
s Talking about the :
development of products
using the past simple
* Showing interest
* Giving a report

Case study
» Re-launching an
exhibition centre

Starting point

1 What new products
can you buy at the
moment? Think about

the following areas.

= electronic gadgets 1 18P Listen to an interview about the development of a range of clothing,
= food and drink Fat Face, and answer the questions.

# health and beauty 1 Where were the two friends working?

2 Why did they start making T-ghirts?
3 Where did they print the T-shirts?
4 Why did they call the company Fat Face?

2 How do companies
create new products?

3 Whal; makes a product 9 How do they describe their product?

successful?

2 18P Complete the flow chart for the development of Fat Face with the

4 Do you often try new words from the list. Then listen to the interview again and check your

products or do you AW,

usually keep to one brand the product  design the product  have the original idea

brand?

[ T Y 1 2 do market research
4 do product trials 3
5 6 launch the product

24
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3 Work with a partner. Discuss why each stage in 2 is important.
Example: You do product trigls to find out if the public fike the product,

4 Look at texts 1-4, which deseribe four new products. Match the texts to
pictures a—d.

1 A well-designed piece of office furniture. Comes with very user-friendly
assembly instructions.

2 Asimple and lunctional item. Frequent travellers like it as it is compact
and can [it easily inlo a washbag or overnight bag.

=
3
=,
N
=
D
=
=
=
o
a
=
o
—t
L]
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3 Travel in style with this brand new stylish and attractive,
yet practical, item.

4 If you haven't already made the switch, do it now, if
only because it's more economical,

5 Match 1-8 below to definitions a—h.
1 practical a costs less to run
2 economical b easy to use
3 artractive ¢ fashionable and good to look at
4 functional d useful
| 5 stylish e small
6 user-friendly f useful with little decoration
7 well-designed __ g beautiful
8 compact h planned and made well

¥ For more exercises, go to Practice file 4 on page 108,

6 Work with a partner. Take turns to describe different products you have or
use, for example your mobile phone, car, coat, bag, or PC.
Example: My carwasr't cheap, but it is very economical because it doesn’t use

much petrol,
| 7 Work in a small group. Your company is launching a new product or | E—r————— e __ |
| service. Describe this product or service to your group, using the ideas TID | che ap or
belew to help you. 2
» product or service brand economical
= product or service development Cheap means that something
» gescripton of the product or service daes not cast very much.

Fconormical means spending:
(£ » int=ractive Workbook » Glossary less on something over a
| periad of time.




Language at work | Past simple

1 Work with a partner. Look at pictures 1-4 and match the inventors with

inventions a—d.

a 1961 Contact lenses ¢ 1991 World Wide Web
b 1973 Mohile phones d 1996 Hotmail

2 190 Listen to the beginning of a radio programme about inventors and

check your answers.

3 200 Listen to the second part of the radio programme and answer the

questions.

1 What did Sabeer study in California?

Where did he get his first job?
Whao did he meet there?

When did they launch Hotmail?

0 =1 v Wn o L3 pa

Why did Sabeer tell Jack to hang up his cell phone?
Why did they call the service "Hotmail'?
How much did their first sponsor invest in their idea?

How much did Microsoft pay for Hotmail?

4 Look at these sentences about Sabeer Bhatia and match them to the rules

about the past simple.
1 He arrived in the USA in 1988,
2 He didn’t finish his doctorate,

3 He sold the company in 1997 for $400 million,

4 Why did he leave Microsoft?

Use the past simpie to talk about finished actions in the past,

a The past simpfe form of regular verbs ends in -ed,

e = T Example:
Tip | pronunciation b The past simple form of irregular verbs does not end in -ed.
of regular past -ed Example: s
Eﬂdiﬂgﬂ ¢ The negative is formed by using didnt with the infinitive of the main verb.
The -ed ending is only Example: =L _
| prenounced as an extra syllable d In questions we generally use did + subject + infinitive of the main verb.
when the final sound of the Example:
infinitive is /4 ar /d!.
need — needed
degide — decided
want — wanfed
invite — imvited.

gl -



5 Complete the text about Tim Berners-Lee using the past simple form of the
verbs in brackets.

The Man Behind The World Wide Web

Tim Berners-Lee ! {be born) in London, England on *ﬁ
B June 1955 He % (study) physics at Oxford University, where he
{build) his first computer. He*_ (have) several jobs before

he

. (become) an independent consultant. During this time he

(spend) six months in Geneva, Switzerland, where he
{write) his first program for storing information. He ® (call) the
program ‘Enquire’, but he ? {not publish) it, In 1990 he
. (start) work on the World Wide Web project, which first

(appear) on the Internet in 1991,

In 1894 Tim ™ {set up) the World Wide Web Consortium
at the Massachusetts Institute of Technology. Today he is the Director of this
Consortium, which coordinates web development worldwide.,

¥} For more information and exercises, go to Practice file 4 on page 109,

si1onpoid maN | aun

6 Work with a partner. Ask and answer questions about Martin Cooper.
Student A, turn to File 06 on page 136. Student B, turn to File 37 on page 143.

7 Work with a partner. Take turns to write down an important date, place,
and person in your life, preferably not connected. Ask and answer as many
guestions as possible about the words.

Example: A Whyis Spain important? B T worked there.
A How long did you work there? B For a year.

Practically speaking | How to show interest

1 21> Tick (v') four phrases which we use to show interest in what another
person is saying. Then listen and check your answers,

___Oh Oh really?

___ Did vou? Mo, it wasn't
Yes, I did. — Thanks

__ That's interesting! _ Wasit?

2 21> Listen again and complete the extracts with a phrase from 1.

1 A We went away for a change. B

2 A We went to Monte Carlo. B
3 A it was really exciting! B
£ A The weather was fantastic. B___

3 Work with a partner. Practise the conversations in 2.

& Write down four things you did last weekend. Then work with a partner.
Tzke turns to have a conversation about the weekend. Make the
conversation last as long as possible by asking questions with What?, Who?,
Where?, When?, How?, and Why?

L— . z
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Key expressions

Stating aims

The purpose of this research
Was ...

We wanted to find out ...

Giving reasons
Why did we ...? Bacauss

Explaining the order of the
process

First, we .,

Then, we ...

Finally, we ...

Reparting

We spoke to ...
We asked ...

We found that ...

(2 » Interactive Workbook 3
Phrasebank

Business communication | Giving a report

1

2

Work with a partner. Look at the picture of a Podpad. What do you think it’s
used for? Compare your ideas with the advert in File 07 on page 136.

220 Listen to a meeting of festival organizers. The speaker is giving a
report on her research into the use of Podpads. Answer the questions.
What was the purpose of the research?

Why did they choose Podpads?

Whao put the Podpads up and took them down?

How many Podpads did they order?

How did the researchers attract people to take part in the research?
How many times did they speak to the people in the Podpads?

What did the farmers think of the Podpad team?

Wag the experiment a success ora failure?

Q=1 N s b e

220 Work with a partner. Match 1-9 with a—i to make sentences. Then
listen again and check your answers.

1 The purpose of our research was _

2 We wanted to find out

3 Why did we choose Podpads?

4 First,

5 Then,

6 We spokeio _

7 Finally,

8 We asked them

89 We found that

a ... we visited the farmers who let us use their land.

b ... Because they are much stronger than tents.

¢ ... they were popular with both residents and farmers.

d ... which accommodation would keep people dry in bad weather.
e ... for their opinion of the company,

f ... tofind the most comfortable accommodation for visitors to outdoor festivals.
g ....our Podpad residents after one night.

h ... we contacted Podpads.com and ordered 50 Podpads.

e

..we organized 50 people to sleep in them.

Work with a partner. Put phrases 1-9 from 3 in the correct category.

Aim of the
research

Order of the
process

Reason for doing
something

Reporting

¥» For more exercises, go to Practice file 4 on page 108.

Work with a partner. Your company has asked you to research places where
employees can have a short sleep in the middle of their working day. Give a
report on your research at a meeting, Student A, turn to File 08 on page 136.
Student B, turn to File 38 on page 143. Then decide which one is better.
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Your city hosted Expo last year, but since it closed, the site has been empty.

The Millennium Dome disaster

The Millennium Dome was buill in London to celebrate the beginning of the new
millennitm. The building housed a major exhibition which opened to the public
on 1 January 2000. Many visitors were disappointed with the exhibition and
access to the Dome by car was difficult. Consequently, the number of visitors
was approximately half that expected and the project made a loss. Because of

its unpopularity, when the Dome closed on 31 December 2000, there were no
plans forits future and no sponsors to pay for its maintenance. As a resull, it was
reported that the empty building cost its owners £1 million every month

Why did the Millennium Dome project fail?
Why were no companies interested in investing in the Dome?
What could the site be used for?

Turn to File 09 on page 136 to read what happened.

The planning department of your local government wants the site to be

re-developed as soon as possible. You work for a company which would like

"
i

to do this.
Work in a small group and decide what you could do with the site.
Think about:
+ what it could be = how you did your research
+ how you decided this  who you talked to

= what benefits it would bring
Turn to File 10 on page 137 for some possible ideas to help you.

- 2 Prepare a report to present to the planning department of your local

5

A

government. Include your aims, the reasons for your choice, how you
did your research, and who you talked to.

1 Work in a different group. You are in a meeting of the planning

department. Take turns to give a report at this meeting on your
company’s choice. Then have a vote on the best choice.

Go back to your original group from your company and explain which
one was chosen and why.
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'Employment

Learning objectives in this
unit
s Talking about job
benefits and employment
procedures
» Describing personal
experiences using the
present perfect
o Delegating work to others
s Discussing progress on
projects

e Solving recruitment
problems

Starting point

1 What benefits do
employees have in
companies, apart
from their salary?
Think about holidays
training, extra
money, etc.

2 Which jobs or
industries have the
best benefits in your
country?

3 Think of one benefit
which you don’t have,
but would like.

Working with words | Job benefits and employment
procedures

1 Read the text. Are these sentences true or false?
1 A majority of senior managers prefer health benefits to more money.
2 Most young employees would like a higher salary.
3 At DST International, all employees have gym memberships.
4 Most employees at Major Players are not interested in pension schemes.

Choosing your
own benefits

What benefits are most popular
with employees? A recent study
shows that it dépends on the

age and position of the person

in the company. For example,
63% of senior managers are more
interested in private healthcare
than a higher salary. However, a
majority of employees under 35
would prefer more money to extra
days of paid holiday.

Mare and more companies are
operating flexible systems where
staff choose their own benefits. At
DST International, each fulltime
member of staff receives £800 a year, which they can spend on a number of things.
These include private healthcare, childcare vouchers to help pay for their children’s
pre-school costs, or gym memberships for those wha love sport.

Jack Gratton, the Managing Director of Major Flayers, says most people in his
company are young, and they are not interested in pension schemes. Employees
usually stay only for three years, so pensions are a waste of tmoney. What his staff
often prefer is mobile phones, gym memberships, and extra paid holiday.




10

Match 1-10 to a—j to give the names of ten job benefits. Some of these
benefits are in the textin 1.

1 maternity 6 company a car f hours

2 flexible 7 mobhile b healthcare g bonus

3 paid 8 annual ¢ membership h scheme
4 private 9 subsidized d holiday i childcare
Sgym_ 10 pension e leave j phone

230 Listen to three people describing their job benefits and check your
answers to 2.

230 Listen again. Which benefits are useful or not useful for Anna, Mark,
and Valerie?

Work with a partner. Look at the benefits in 2 again. Which benefits are
these people describing?

1 ‘[ can et to work early and leave early too.”

2 ‘Tuse it for all my business calls’

3 ‘I get more money if the company’s results are good.’

4 CIF T have a baby, T get six months oft)

Work with a partner. Take turns to describe and guess the other benefits
in2.

Work with a partner. You are starting a new job in a new company. You can

choose six of the benefits in 2. Which do you want to have, and why?

Work with a partner. Look at the table below and decide if a candidate or
an employer does the different things in the list.

GETTING A NEW JOB
Who ... candidate employer

iz shortlisted for interview?
offers you the job?

goes for an interview?

updates their CV7

asks for the narmes of referees?
applies for the job?

advertises the position?

fills in an application form?
looks through the applications?

W g =) 2h N La B =

Work with a partner. Put the stages of getting a job in 8 in the right order.
Example: First, the employer advertises the position,
Then the candidate ...

») For mare exercises, go to Practice file 5 on page 110.

Work with a partner. Tell him / her about when you got your present job.
Talk about

= how you heard about the job = what interviews you had
= how you applied for it + why vou accepted the job.

{2 » Interactive Workbook 3 Glossary

e =
Tip | get

The verb: get has many
different meanings.
| get fo work at eight in the
marming. (= arrbie)
He gets 2 bonys at the end of
the year. (= receives)
Can vou get lum at the station
this evening? (= go and meet)

c
=
—
w
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=
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[
b
3
®
=
—
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Language at work | Present perfect (1)

1 24P Listen to two people discussing a new type of CV.
I How is it different from normal CVs?
2 Do youthinkit's a good idea?

2 24P Listen again and underline the verb forms you hear.

Did you ever see / Have you ever seen a video CV?

[ never saw / 'venever seen one.

I read / have read an article about them a few days ago.

Some companies already started / have afready started offering video CV services.
Jomeone emailed / has emailed me a CV today.

I didn’t watch / haven't watched it yet.

L= T R - LT - B

3 Work with a partner. The past simple and the present perfect both describe

past actions. Look at the sentences in 2. Decide if the verb forms are in the
past simple or present perfect. Then complete the rules.

I Usethe to talk about past actions
where the time includes the present.
2 Use the al when the fime does not

inclade the present,
3 The present perfect is formed with __ /o +the past participle
of the main verb,
4 With the present perfect, use the following time expressions: ever,

4 Look at the time expressions in sentences 1-7 and decide if they take the

past simple or the present perfect. Then complete each sentence about
yourself,

1 This month I _

2 Yesterday |

3 Lastyear! =—
4 1 _never =
]
&
¢

When | was at schoal |
Today I already
- yer.

[ D

5 Work with a partner. Take turns to say your sentences without the time

expression and for your partner to guess what the time expression is.

6 25> Naomi Hasselin is applying for a job as project manager for a big non-

profit organization with operations in Africa. Listen to this extract from
her video CV. Where has Naomi worked?

7 25> Make the questions that the interviewer on the video asked, using the

prompts to help you. Listen again and check your answers,
1 when / start / non-profit sector?
ever / work for / big arganization? _
Africa / in the last year?

what / do there?

happy / results?

Lo e

8 25> What were Naomi's answers to the questions? Listen and check your

ANSWELS.

3¥¥ For more information and exercises, go to Practice file 5 on page 111.




9 Work with a partner. Take turns to ask and answer questions about your
experiences, using the prompts.
Example: A Have you ever interviewed someone for a job?

F

B Yes, I have, e
A Who did you interview? What was the job? Did vou enjoy it? L 'h‘
» interview someone for a job = give someone a reference
= 2o to an English-speaking country = take maternity / paternity leave
10 Work with a partner. Look at questions 1-8 below. Decide which questions
are not acceptable in a jJob interview and why. Are the other gquestions
easy or difficult to answer?
1 Have you ever had any problems with your boss? E
2 Why did you choose your present career? P~
3 Why did you leave your last job? =1
4 What does your partner do? =
5 What have you enjoyed the most in your present job? =
6 What have you learnt in your present job? g-—
7 How old are you? =
8 How have you changed in the last five years? %
=]
=

11 Work with a partner. Choose three questions each from 10 and take turns
to ask and answer these questions,

e =i e e e e
Practically speaking | How to delegate work

1 26> Paula is asking her assistant Antonio for help with the preparation of a
training course. Listen and complete the sentences.

1i1__ make a list of participants.

2 _ all their mobile phone numbers.

3 Id : ___ phone the Sales Director.

- - tell him that the welcome party is at six thirty?
5

to go to the party too?

2 Which sentence is less direct? Why does Paula use it?

3 26> Listen and match responses a—e to questions 1-5 in 1. What other
information does Antonio give when the answer is negative?

a Yes of course. Anything else? d No problem.
b OK I'll do that right now. __ e I'm not sure 1 can do that,
¢ rmafraid Icant

4 Work with a partner. Choose Box A or Box B. Take turns to ask your
pariner to do the different tasks in the list and to respond. Say ‘no’ to at
least one, giving a reason.

A B

Go to the sandwich bar and get you Go for lunch with one of your
something for unch customers.

Write your end-of month progress Get you a coffee from the coffee
report for you this weekend. machine.

Check an email you've written for FPhone the IT department and ask
spelling mistakes, them to come and fix your computer.




i e
Key expressions

Asking about progress
Where are we with ...7
What about .7

Have you done .- yet?

Describing progress
We've already done ...
We haven't done ... yet.
| did if last week.

Saying something is urgent
Timie’s running out.
We're very short of time.

Deciding who will do what
Leave it with-mae.
Can you deal with that?

(D » Interactive Workbook 3
Phrasebank

Business communication | Discussing progress

1 270 Natasha Pieroni is the HR Manager of an engineering company. She’s

discussing the recruitment of engineers with Ben Coulson, the Project
Manager. It’s Friday 16 June. Listen and complete the notes in the report.
Task Date
Ben and Natasha to shortlist candidates Already done
Natasha to call candidates to arrange interviews Early |

Ben to read all CVs 2

Interviews will lake place -2

Ben to confirm availability for interviews By ! —
MNatasha to prepare detailed job description E————

Een to speak to MD about salaries &

2 27> Listen again, then match 1-8 with a~h to make complete sentences.

1 Where are we a ... running out,

2 We'vealready b _.._the salaries issue?

3 [ emailed them to you € ... with me.

4 I've been very short of time d ... shortlisted twenty candidates.
5 Time’s e .. finished the job description yet?
6 Leaveit. f ... with recruitment?

7 Have you g ... this week,

8 Can you deal with ___ h ... last week

Work with a partner. Which phrases in 2 have a similar meaning to the
following?

a What progress have we / you made?
b The work is / isn't finished,
c I'fdoit.

d Can you do it?
i e Itsurgent

Work with a partner. It's Monday 19 June. Natasha is asking Ben if he has
done the different things. Hawve their conversation, using the notes below
and the phrases in 2.

Example: Where are we with the CVs? Have you read them?

Matasha £V - read them?

Bren Fzad 20 weekend — all Good candidates

Matasha Salaries issue — speak fo MEY

Ben Mot yet - no fime 2t meeting last Friday,

MNatasha Thiz morning’ Urgent!

Bren D Inferviews nesd witk. Mot arranged dates

Matasha Mo, need fo know your avaldability

Ben Dorry - busy, wWill confirm by midday, Propared job description?
ratasha Yes,

¥ For more exercises, go to Practice file 5 on page 110.

5 Work with a partner. Make a list of what you have and haven't done at work

this month. Then take turns to ask your partner about progress on his / her
list. If you haven’t done something, then you can ask your partner to do it

(D » Interactive Workbook 3 Email and 3 Exercises and Tests
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ecruit
f in response to an international crisis. Because it is an NGO, Oxfam has to

spend as little money as possible on re
it has a rll-n;r F"l.'-n_IIHI"II nd equal o

What kind of recruitment problems does Oxfam have?
In what ways is Oxfam different from companies?

How do you think e-recruitment helps Oxfam deal with its recruitment
needs?

Turn to File 11 on page 137 to compare your answers to 2

You work for an international organization which employs 500 people. It
has recently had problems recruiting and retaining staff.

Work with a partner. Read about some of the problems the organization
had and what it has done in the last six months. Student A, turn to File
2 on page 137. Student B, turn to File 39 on page 143.

Take turns to discuss the problems and the progress made. Then decide
on an action plan of what the organization needs to do next.
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Learning objectives in this
unit
» Talking about customer

service rules and
EXPEriences

Making comparisons
Responding to
complaints

Asking for and giving
opimions

Case study
» Rewarding good
customer service

Starting point

1

3

What problems can you
have when you contact
a company?

Read the comments
about poor customer
service. Which of these
experiences have you
had? Which one is the
most annoying?

“You have to wait so long
Lo speak to someone:”
“They put you on hold
and you can’t turn off
their awful music.

‘They ask you to repeat
the information so many
times and then nobody
can help you’

They try and sell you
other services.'

What is your idea of
good customer service?

B

Ay LK™

Working with words | Customer satisfaction

1 Read the six rules for good customer service in the text below. Does
your company follow these rules? Do you have experience of them as
a customer?

Six rules for good customer service

1 Answer your phone

The golden rule is ‘never miss a phone call,’ so someone should always be available to
pick up the phone. Your company may have to set up a call centre to meet the needs
of customers.

2 Keep your promises

Customers want a reliable service, so always do what you say you will do. Keep to
vour delivery dates and vou'll get repeat business from your satisfied customers.

3 Listen to your customers

Conduct surveys periodically to find oul what your customers think. Learn from their
feedback and change your strategy il necessary.

4 Give complaints your full attention

Deal with complaints quickly and efficiently. If you have to give a refund, do it with a
smile. Satisfied customers will recommend you to friends and get you more business.

5 Take the extra step

Offer a personalized service to your
custarners and they will feel more important.
Deal with their requests on a personal basis
and make sure they know what their options
are at all times.

6 Give customers something extra
Encourage customer loyalty by giving your
regular customers something extra. Your
custormers will be happy to get something
they didn't expect.




2 Match these quotes from a company employee to the six rules in the text in 1.

a We def-" every machine to meet the specific needs of customers,

ate special prices for our loyal customers.

customers their money back if they are not completely satisfied.
usiomers questionnaires every two years to gel their opinions,
people to ensure we deliver on time.

receptionists taking calls at all times.

Lo i

Match the phrases in bold in the text in 1 to definitions 1-7 below.
Try to make sure customers stay with your company,
Diesign a service suitable for each person,
stomers guestions.

de the service people want.

Bl sl
= O
1

o b
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3 ?a;«'.z sure you take the goods to the customer on time,
6 Solve problems.
7 '.*:: ke a customer use you again.

Work with a partner. Complete the questions about your company /
companies with a suitable verb. Then take turns to ask and answer the
guestions.

1 Does your company the needs of its customers? Why? / Why naot?
2 Does your company always to its delivery dates? Why? / Why not?
3 How often does your company surveys?

4 How does your company with complaints?

5 How does your company its customers a personalized service?

6 How does your company customer loyalty?

280 Listen to three speakers talking about their experiences of bad
customer service, What problems did they have?

2
3

28> Complete the sentences with a word from the list. Then listen and
check your answers.

dissatisfied  helpful
They said it was

impossible unrelighle

to give me a refund.

lowel

.ctually, they weren't at all

I'm not _Jul 1g 10 use that taxi company again because they're so
We'v to the same company for years.

with the service this time.

N ods L) B e

Work with a partner. Take turns to explain and guess the words in 6.

»» For more

exercises, go to Practice file 6 on page 112,

Work with 2 partner. Ask and talk about good or bad experiences you have
had with customer service, using the prompts below to help you.
i bu e satisfied / dissatisfied?
o feel aboul experience?
e do repeat business?

o regular customers?

(@ » Interactive Workbook » Glossary
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[ S————
Tip | Negative prefixes

Uise the prefixes dis-, un-,
and Jm- to make adjectives

negative.
satisfied — dissatisfied
relizable — unraliable
possible — impassibile




Tip | Two-syllable
adjectives
Two-syllable adjsctives ending
in ~ful, -less, ~ing, -ed, -ous
usually form their comparatives
‘and superlatives with more and
the most.
tining — more firing — the most
tiring
careful — more careful — the
mast carefu!

A small number of two-syllable
adjectives form their
comparatives and superlatives
with -erand -est.
quret — guieter — the quietest
clever - cleverer — the
cleverest

Two-syllable adiectives ending
i -y form their comparatives
and superlatives with -fer and
-FEst.

Sasy - gasier - the sasiast

Language at work | Comparisons

1 Work with a partner and answer these questions.

1 Do you buy many things online? If not, why? If yes, have you had good
customer service?

2 What is the quickest way of contacting an online retailer?

290> Listen to an extract from a radio programme about consumer affairs
and compare your answers.

290> Listen again and underling the correct word in italics.

1 Online retailers are less difficult / more difficult to contact than before

2 The cheapest / the most expensive way to contact an online retailer is by email
3 The returns policy of most online retailers is better / worse now,

4 Customer service is / fsn't as efficient as it should be.

Complete the rules about comparisons using the adjectives in 3.
1 The comparative form of one-syllable adjectives like cheap is cheaper and the
superlative form is ;
2 The comparative form of three-gyllable adjectives like difficult is
_ and the superlative form is the most difficult, You can also use fess
difficulr and the least difficult
3 Good and bad have irregular comparative and superlative forms:
good, . the best
bad,
4 Use as + adjective + as to compare two things which are similar and not
+ adjective + to compare two things which are differen:

, the worst

30 Petr and Ludmila work for the Customer Service Department of an
Internet provider company. Listen to Petr reporting the results of a recent
survey to Ludmila and answer the questions.

Which age group and sex uses the Internet the most?
What are the two most popular activities?

Where do we usually log on?

Why don't we use the Internet more?

What do we buy the mest of online?

ok Lo Ba

301> Work with a partner. Complete the results with a comparative or
superlative form of the adjective in brackets. Then listen again and check.
1 The age group with
B3+ age group.
2 Sending and receiving emails isn't
for information on goods or services,
3 Women are (interested) than men in looking for health-
related information.

(low) number of Internet users is the

__ (popular) as searching

4 Its (commuon} for Internet users to access the Internet
from work than from home.
5 (important) reason why Internet users do not use the

Internet more is that they don't have time,
6 Sales of travel, accommodation, and holidays arent (high
as sales of films, music, and DVDs,

3} For more information and exercises, go to Practice file 6 on page 113.




2 Match these quotes from a company employee to the six rules in the text in 1.
a We design every machine to meet the specific needs of customers; ___

b We negotiate special prices for our loyal customers, ~,.
c We give customers their money back if they are not completely satisfied, i
d We send our customers questionnaires every two years to get their opinions. ___ :_‘
e We employ 40 people to ensure we deliver on time, ,
f We have four receptionists taking calls at all imes. T

3 Match the phrases in bold in the text in 1 to definitions 1-7 below.
Try to make sure customers stay with your company.
Diesign a service suitable for each person.

1

2

3 Ask customers questions. E

4 Provide the service people want, . o -

5 Make sure you take the goods to the customer on time. _ a

B Solve problems. e

7 Make a customer use you again, E
4 Work with a partner. Complete the questions about your company / g

companies with a suitable verb. Then take turns to ask and answer the o

questions. :

1 Does your company the needs of its customers? Why? / Why not? 2

2 Does your company always _— to its delivery dates? Why? / Why not? ;

3 How often does your company _ surveys? 15

4 How does your company with complaints?

5 How does your company — ifs customers a personalized service?

6 Howdoesyourcompany _ customer loyalty?

5 28& Listen to three speakers talking about their experiences of bad
customer service. What problems did they have?
1

2
3

6 28> Complete the sentences with a word from the list. Then listen and
check your answers.

dissatisfied  helpful  impossible  loyal  unreliable

They said it was to give me a refund,

Actually, they weren't at all

I'm not going to use that taxi company again because they're so

Wewvebeen 1o the same company for years.

We were with the service this time.

1= S 5 I
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7 Work with a partner. Take turns to explain and guess the words in 6.
¥ For mare exercises, go to Practice file 6 on page 112

8 Work with a partner. Ask and talk about good or bad experiences you have |
had with customer service, using the prompts below to help you.

= what / buy? = zatisfied / diszatisfied? Tip | NEQEIWE preﬁ XES

* why ompany? = feel about experience? Use the prefixes dis-, un-,

» rewards to regular customers? = do repeat business? . and "{”‘ to make adjectives
negative.

(@ » Interactive Workbook ¥ Glossary satisfied — dissatisfied

reliable — unreliable
possibile — impossible




Tip | Two-syllable
adjectives
Two-syllable adiectives ending
in -ful, -less, -ing, -ed. -ous
usually form their comparatives
and superlatives with more and
the muost,
tiring — more Hiring — the most
tiriing
careful — more careful — the
mast carefil

A small number of two-syllable

adjectives form their

comparatives and superiatives

with -erand -esf.

-guiet — quieter — the quistest
clever — cleverer — the
cleverest

Two-syllable adjectives ending
i - form their comparatives
and superiatives with -fer and
-i=st

Esasy — easier - the easiest

Language at work | Comparisons
1

Work with a partner and answer these questions,

1 Do you buy many things online? If not, why? If yes, have you had good
customer service?

2 What is the quickest way of contacting an online retailer?

2 290 Listen to an extract from a radio programme about consumer affairs

3

and compare your answers.

250> Listen again and underline the correct word in italics.

1 Online retailers are fess difficult / more difftcult to contact than before.

2 The cheapest / the most expensive way to contact an online retailer is by email
3 The returns policy of most online retailers is better / worse now.

4 Customer service is / fsn't as efficient as it should be.

Complete the rules about comparisons using the adjectives in 3.

1 The comparative form of one-syllable adjectives like cheap is cheaper and the
superlative form is ;

2 The comparative form of three-syllable adjectives like difficult is
— and the superlative form is the most difficelr. You can also use Jess
difficult and the least difficult.

3 Good and bad have irregular comparative and superlative forms:
good, , the best
bad, _, the worst
4 Use as + adjective + as to compare two things which are similar and not
+ adjective + to compare two things which are different

300 Petr and Ludmila work for the Customer Service Department of an
Internet provider company. Listen to Petr reporting the results of a recent
survey to Ludmila and answer the questions.

1 Which age group and sex uses the Internet the most?
2 What are the two most popular activities?

3 Where do we usually log on?

4 Why don't we use the Internet more?

5 What do we buy the most of online?

301 Work with a partner. Complete the results with a comparative or

superlative form of the adjective in brackets. Then listen again and check.

1 The age group with {low) number of Internet users is the
65+ age group.

2 Sending and receiving emails isn't
for information on goods or services

3 Women are (interested) than men in looking for health-
related information,

(popular) as searching

4 It’s _ (common) for Internet users to access the Internet
trom work than from home.

5 {important) reason why Internet users do not use the
Internet more is that they den't have time,

6 Sales of travel, accommodation, and holidays aren't (high
as sales of films, music, and DVDs,

) For more information and exerciges, go to Practice file 6 on page 113




7 Work with a partner. Make sentences about the best place to buy goods,

using the ideas in the table.
Example: If you buy a plane ticket online, it is often cheaper, but the service is less

personalized
goods place adjectives things to think about
a laptop online fast / slow choice
some flowers inasupermarket cheap / expensive price
ach in a small shop wide quality
a desk reliable service
a book fresh delivery dates
a plane ticket personalized staff
a mobile helpful
a suit good / bad

e T T e T T T R T i ) = T e e e s - i |
Practically speaking | How to respond to complaints

1 31> Listen to three phone calls where people are making a complaint.

Number the complaints in the order you hear them.

a A supplier makes a mistake with an invoice.
b ___ A supplier doesn't deliver an order on time,
¢ A supplier has sent the wrong product.

310 Listen again and match a response to a complaint in 1.
1 _ Tharis aproblem.

2 I see

3 Oh right.

31> Listen again and complete the apologies.
1 I'm about

2 It's our I'm

3 ldo that.

Work with a partner. Look at situations 1-4. Take turns to complain and

reply, using the apologies from 3 and the responses from 2.

1 You returned a book to an online retailer, but you have not received a refund
for it. Your order number is AX347219,

2 AnIT technician repaired your computer yesterday, but it still doesn’t work:.
The technician’s name was Luc.

3 You ordered a taxi for 10.00. It is now 10.15 and it still hasn't arrived.

4 %ou ordered 50 desks, but received five. Your order number is OP324497.

92IA13S JaLloIsn) | 9 Jun
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Key expressions

Asking for an opinion

What do you think?

How do you feel about that?
Do you agree?

Giving an opinion

| think we should ...

| dan't think we should ...

Personally, | feel we should ...

| don't feel we should ..
Agreeing

I agree with you,

I think you're right.
Disagreeing

| don't agree.

| den't agree at all,

| disagree.

@ » interactive Workbook
¥» Phrasebank

Business communication | Asking for and giving opinions

1 320 Listen to four managers of an international high street retailer talking

in a meeting and answer the questions.
1 What three complaints have customers made?
2 What two plans of action do the managers agree on?

320 The verbs in the box are often used in phrases for asking for and giving
opinions. Listen to the conversation again. Complete the box with any of
these phrases you hear.

think agree feel

1 1 think 1 [dan't agree 1 Fdon't feel

Which phrases in 2 are used to

ask for an opinion? give an opinion?

1 _ I 1
2 SN 2 2
3 — = 3

4 S
agree? disagree?
; - SR 1
2 = - ——— 2

Work with a partner. Ask for and give opinions on the following ideas
using the phrases in 3.

1 Staff should always be polite to customers.

2 The best customers should get the best service.
3 The customer is always right.

4 Customer complaints are good for a company.
5

6

¥

Customers don't always tell the truth in questionnaires.
Call centres are very popular with customers.

2} For more exercises, go to Practice file 6 on page 112.

Work with a partner or in small groups. You work for Pan-European 0il
{PEO}, which has petrol stations in your country / countries. PEQ wants to
improve customer service in its petrol stations. Have a meeting to discuss
the proposals and decide which one is the best.

= Tointroduce a new loyalty card: customers get one free litre of petrol for
every 200 litres bought,

» Toimprove the quality of the food in petrol station cafés.
» To employ new staff to operate the petrol pumps for customers
* To offer a half-price car wash when customers buy 40 litres of petrol.

(@ » Interactive Workbook ¥ Email and  Exercises and Tests




The WOW Awards

The WOW factor, or the ability to impress or surprise people, is something
which Derek Williams believes is important in customer care. In fact, Derek
15 Mr WOW, whose mission in life is to inspire great customer service in the
UK. He believes that price compelition and product promotion are not as
impaortant as employees and existing customers. He says companies should
make customers fall in love with them to achieve greater sales and profits. In
1558 he helpe

:d establish the National Customer Service Awards, which have
mizl Oscarstyle ceremony at a top Londen hotel,

What do you think are the benefits to a company of winning a
customer service award?

. What categories of award do you think there could be?
! Can you think of any companies you would or would not nominate?

Turn to File 14 on page 138 to find out about the different categories
and one winning company.

You are on the committee for the National Customer Service Awards.
Turn to File 13 on page 137. Student A read about Company 1, Student
E read about Company 2, Student C read about Company 3, Student D
read about Company 4.

Hawve a meeting. Take turns to present
vour company s story. Then decide which
company you think has given the best
customer care and should be given the
WOW Award.

g2Inlas Jallolsny) [ g uun S




B Learning objectives in this T T e
> u“it g e gubl > g o e

e Talking about travel
* Asking for travel Working with words | Travel

information using
countable and 1 Read the text and answer the questions.

uncountable nouns 1 How are Yotels different from other hotels?

Reporting to a company 2 When might passengers want to use a Yotel?
reception 3 What facilities are there?

Making small talk 4 How do Yotels save passengers time?
and developing a

conyersation Yotel: the ultimate experience in airport hotels
Activity L i
® The travel game

Starting point
1 Which form of
| transport do you
| usually use to
= po to work?
= travel on business?
| = go on holiday?

2 ‘The average business

traveller takes seven Yotel is & new chain of budget airport hotels where guests stay in small individual
trips per year’ How cabins. Situated in one of the terminal buildings at Gatwick Airport, the first Yotel in
many trips do you take? the UK offers passengers a place to catch up on their sleep if they have an early flisht, a

delay, or a long wait between connections. You can check in for a four-hour block and

3 What do you like about : 2
you don't have to make a reservation,

travelling? What do you
not lika? Check-in happens at a maching in Reception where guests pick up a key card to their

_—e cabin. Facilities include a techno wall containing a TV screen with a wide selection of
films, radic, games, and the Internet. The 10m? premium cabins have 3 double bed
which converts into a comfortable sofa and the 7m” standard cabins have a single bed
instead. Both cabins have shower rooms, and luggage can be put under the bad, There
is no need for a safe.

To check out guests use a credit card in the machines to pay their bill. While guests
in other holels have to take a shuttle bus to the airport, Yotel guests walk straight to
the checkin desk, through the departure lounge, and waste no time in boarding
their plane.




2 Work with a partner. Discuss the advantages of staying at a Yotel. Think
about

¢ the location
e the facilities
= the time.

): Ly

3 330 Listen and complete the three texts. =

FLIGHT DESTINATION  TIME STATUS

BA7293 Singapore 14.45 'd__ until 16.30. Waitin
24 = =
=,
UAD472 Boston 15.30 Mow i aedg R ::
5
Guests are requiredto®c___ before 12 noon and return the %
8k toReception. Please remember to remove all valuables o

fromthe?s__ beforeyoupayyour®o_____

W E¥S4LS from London Sansted fo f_‘,r:-p{'r-'r.-.a.arn

Po————  heket
Feparts 5,00

o 31 1545 2

[ o]

4 Work with a partner. Put the words in bold from the text in 1 and from 3
into these categories. Some words may fit in both categories.

hotels airports /[ air travel
[=Re=nl B e g T §

Tip | travel, trip. and
Jjourney
Use fravelin a general sense {o

33 For more exercises, go to Practice file 7 on page 114 talk about visiting cther places.
Itis a noun and a verb.

5 Work with a partner. Student A, turn to File 15 on page 138. Student B, Air travel 15 cheaper now than
turn to File 40 on page 143. Then have two conversations. it Ras ever been.

| travel abroad for work once

Work with a partner. Tell each other about 1 31 5 tri ;
6 ith a partner r about your last business trip or s e

holiday. Talk about

= the journey Use trip to talk about the whole
= where you stayed visit to a place we o to.

She's gone on a3 business Irip

= anything that went wrong.
to Paris.

@ » Interactive Workbook 3 Glossary

Use fourmey to talk about the
act of travelling fram one place
to anather.

The joumey fo my parents’
house takes five hours,




Tip | nouns that can
be countable and

uncountable
Some nouns in English can
be countable or uncountable
depending on their meaning.
I haven't gof time to arswer:
alf my emaifs foday.
I've calfed our suppliers three
times today.

Language at work | Countable and uncountable nouns

1 Work with a partner. Read the Frequently Asked Questions (FAQs) sent to
an airport. Which of the questions can you or your partner answer about
your nearest airport?

1 Can I get to the airport on public transport? If not, how much does a taxi cost?
How much time will T need to travel between terminals? Is there a shuttle bus?
I need to get ready for a meeting, How many shower rooms are there?

I need to get some money. Where are the cash machines?

I don't need my suitcase. Are there any lockers where | can leave my luggage?

My mobile phone isn't working, Can I rent one to use on my trip?

L= Y - L R S

2 340 Listen to a representative from Tokyo Narita International Airport
giving information about the airport. Which question in 1 doesn't he
answer?

3 34p Listen again and answer the FAQs in 1 about Narita International
Airport.

4 Nouns in English can be countable, for example jobfs) or uncountable, for
example work. Complete the rules with the words countable or uncountable.

1 nouns have a plural form (e.g. bank — banks).

Z nouns have no plural form (e.g_ information — information).

3 Use How many? with _nouns, and How much? with ___nouns,

4 Use fs there? with singular nouns and . nouns, and Are
there? with plural _TNOUns.

5 Look again at the FAQs in 1. Underline all the countable nouns and@
the uncountable nouns.

e S




6 Work with a partner. Are the words in the list countable (C) or uncountable
(U)? Choose six and put each one into a sentence.

ticket C toaxi right bank___  research_
equipment ___ minute product howr __ businesstrip
travel Job work __ news___ information

Complete these questions with How much ...?, How many ..., Is there ...?,
Are there ...? Then work with a partner and ask and answer the questions.
1 _abus stop near your office?

2 time do you spend packing for a holiday?

3 business trips do you make in a year?

4 many employees from overseas in your company?
5
&

work do you have at the moment?
__a good restaurant near your office?

»» For more information and exercises, go to Practice file 7 on page 115.

Work with a partner. Take turns to ask and answer some travel
information questions. Student A, turn to File 16 on page 138. Student B,
turn to File 41 on page 143.

Practically speaking | How to report to a company Reception

1

2

350> Listen to a conversation between a client and a company receptionist.
Is the client polite? How could he be more polite?

350> Listen to a second conversation and order the information the client
gives the first time she speaks.

a the name of her company ¢ the name of the person she is meeting
b the time of the appointment __ d her own full name

350 Complete these sentences from Conversation 2 with words or phrases
from the list. Is the customer (C) or the receptionist (R) speaking? Listen
again and check your answers.

security pass  amappointment aseal  signin. I'm from

1. € MMy name's Helen Edwards and Citibank.
2 [ have _ with-Susana Kechel at 11 o'clock.

3 Would you like to take while you're waiting?
4 Do I need to ?

5 Here's your ;i

Work with a partner. Take turns to be a customer checking in at a
company Reception and a company receptionist. First use your own
names and then the names and companies below.

Judith Kerr / Aviva / Lewis Ferrero / 12.30

Lenny Granger / Samsung / Ruth Chan / 2,15
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T e e
Key expressions

Asking about a journey
How was your journey?
Did you have a good trip?
Was the flight delayed?

Asking about experiences

Is this vour first time in Tokyo?
Have you been here before?
Did you see the match last
might?

Asking about habits

Lo yaou ever go sailing?

Do you eften go abroad on
business?

When do you usually take your
holiday?

Asking about opinions

What did you think of it?

What kind of food do you like?
fre you inferested in tennis?

(£ » Interactive Workbook 3
Phrasebank

Business communication | Making small talk and
developing a conversation

1 Work with a partner. Look at the topics below. Which ones is it normal to
talk about in your country when you meet someone from abroad for the

first time?
work  the journey  money  the visitor’s country
family  politics  interests holidays

2 360 Listen to Dan Ford meeting Jozef Dropinski at the airport. Which
topics from 1 do they talk about?

3 360 Complete the questions from the conversation in 2 with do, did, or are.
Then listen and check your answers.

1 _ you have a good flight?

2 you often travel abroad on business?
3 _you see the Alhambra?

4 What you think of it?

5 _ vyouinterested in architecture?

6 When you usually take your holiday?

4 Complete the table with the questions in 3.

Asking about a journey Asking about experiences

How was your journey? Ig thig your first time in Tokyo?

Hawve you been here belore?

Was the flight delayed?

Asking about habits Asking about opinicns / interests

Do you ever go skiing?

What kind of music do you like?

¥ For more exercises. go to Practice file 7 on page 114
5 Work with a partner. Choose three of the topics in 1 and make four
questions about each topic.

6 Work with a different partner. Take turns to ask and answer your
questions.

7 Work with a partner. You are visiting each other’s countries. Take turns to
make small talk and develop a conversation, using the ideas below.

= the hotel = food
= the journey = their families
o their interests » holidays

{D ¥ Interactive Workbook 3 Email and 3 Exercises and Tests



Work with a partner. You are both travelling to Chris 5tein’s office in Prague. Student A
takes one route and Student B takes another. Use a counter and throw a coin, If the coin
lands on heads, move forward one space and role-play the conversation with your partner
on that space. If the coin lands on tails, stay where you are and pass the eoin to your
partner. The winner is the first person to reach Chris’s office.

Buy a plane ticket
to Prague at the
ticket office.

Ask where you
can change

with the person
sitting next to you

Ask which bus
goes to the Old
Town and how
much a ticket
costs.

YOUR |
' OFFICE

CHRIS STEIN'S
OFFICE

Buy a ticket
for the Airport
Express train.

Ask what time the
next train leaves,

Order a drink and
something to eat
on the plane.

Check into
your hotel and
ask what time

Ma];e_-_s_ma]] talk
with Chris Stein
when he picks




;,: o o , Leaming objectives in this
4 unit
» Talking about orders and

deliveries
Talking about the
future using the present
continuous, going fo, and
will
Making arrangements
Making and responding
to suggestions

Case study
» Choosing a delivery
company

Starting point

1 What goods and
services are often
bought online? Why?

2 What do you buy
online?

3 Is there anything you
would not buy online?
If so0, why not?

BA IR MK - 5 1B

Vay

Working with words | Orders and deliveries

1 Read the text and answer the questions.
1 Inwhat ways are Amazon.com and UPS similar?
2 What do customers expect from Amazon.com?
3 In what ways does UPS help Amazon meet these expectations?
4 How does this relationship help Amazon. com?

The Amazon.com and UPS relationship

Two marketleading companies which were founded in the same city in the USA,
Seattle, one almost a hundred years before the other, signed an impartant business
deal in 1995. UPS, founded in 1907, is now the largest express delivery company

in the world and Amazon, founded in 1995, has become the world's most popular
online retailer,

Cn Amazon.com, customers can purchase goods 24 hours a day, seven daysa
week after they have checked that they are in stock. Once the customer places
an order, Amazon is expected to deliver the goods quickly and offer customers
choice, competitive prices, and excellent customer service at the same time. UPS helps
Amazon meet all of these needs.

Firstly, UPS allows Amazon to process the customer’s order faster, With UPS
Online Toals on its website, Amazon can quote its customers prices for a wide choice
of delivery options, Secandly, customers can track their shipment, using the UPS
order tracking system. Finally, customers can use UPS’s excellent Returns on the Web
services if there is a problem
with the product on delivery.

These tools are not only
popular with customers, who
can make an enguiry about
the status of their order online,
but they alsc help Amazon
cut costs: Mearly all customer
contact is macde via the website
including billing, as customers
pay the invoice online before
UP5 makes the delivery.

2




2 Match 1-10 below from the text to definitions a—j.
1 to purchase a aguestion

2 instock b things you buy or sell
3 goods ¢ transporting products to a customer
4 to process d arequest for something to be sent
5 an order e to say how much something will cost
& to guote f todeal with, e g an order
7 achipment g tobuy
8 anenquiry b goods which are being transported
§ aninvoice i & document you must pay
10 adelivery j ready to sell

3 Work with a partner. Complete 1-10 with a suitable verb, using the phrases
in bold in the text to help you. Then take turns to put the phrases into a
Sentence.

1 a price 6 an order

2 an invoice 7 a shipment
3 an order 8 a delivery
4 a product is in stock 9 an enguiry
5 goods i thepoods

37k Work with a partner. Put the process of ordering in the right order.
Then listen and compare your answers with a manager from an online
retail company.

& The customer tracks the progress of the order online.
b I The customer makes an enguiry aboul the supplier's products and
the price.
c __ The customer pays the invoice.
d The customer places an order with the supplier by phone, fax, or email.
& The supplier provides information and quotes a price for the product

OT Service.

The supplier delivers the goods to the customer.

[7.1]

The supplier confirms the order with the customer.

b The supplier checks that the product is in stock.

i The supplier gives the customer a date for delivery of the goods.
The supplier begins to process the order

»» For more exercises, go to Practice file 8 on page 116.

Work with a partner. What was the last thing you ordered by phone, fax,
or the Internet? Take turns to explain what happened, using the words
and phrases from the umit.

(2 » Interactive Workbook 3 Glossary

Tip | invoice and bill
In British English we use
invoice in mare formal Enghsh
and: bill in informal English;
Ina restaurant we use bill.

In American English a
restaurant biff is called a
check, and a banknote is a bill.

al™,
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Language at work | will / going to / present continuous

a

b
e
|

1 38p Listen to a customer phoning a supplier about a delivery and complete
the information on the message pad below.

Cliertt: N/ Ny TSy Qmﬁul'ling

Order nurnbec; = = e T

U'.‘ig;r'ua'L delivery date: 8

Mew delivery date: —

Actior: change celverydateto S ——

2 Read these sentences from the phone conversation and complete the rules
about future verb forms.

We're going to deliver the cards next Thursday morning.

We're attending the company conference in Toronto on 5th March.

As soon as I've spoken to him, I'll call you back.

Ulse. - —tomake a decision at the moment of speaking
Example: ———————

Use _ I to talk about a plan that's already decided.
Example: = =

Lise for an arrangement with a fixed time or placs
(You can often use going to here instead.)

Example:

3 Match sentences 1-6 to responses a—f. Then put the verbs in brackets in
a-finto the correct form.

= T % I -

T

Do you have any plans for the weekend? ___

I'm afraid [ can't answer your question.

Have you decided what to do about the new sales post?
Can you stay a bit later tomorrow night?

I can’t comie to the meeting in the morning. __

Have you thought about how to get to your new job? ___

9 {change]} it to the afterncon.

Mo, sorry. T _ (meet) some friends for
a drink.

Yes, [ have, |
Yes, it's my birthday and [
party. Do you want to come?

(buy) a car,
(have)a

e Don'tworry. [ _ (ask) zsomeone slse

50

We = == - (adwvertise) in the national
NEewSspapers.




4 Work with a partner. Take turns to ask the questions and to respond, using
the prompts in ftalics with going fo, présent continuous, or will,
1 A Shall we go for coffee?
B Sorry. [ fmeet the manager at 11
2 A Can you bring me to work tomorrow?
B OK. f / pick you up at & o'clock,
3 A What's going to happen about your job?
E [/ ook foranew one.
4 A Can we talk about this next week?
B Yes. [/ give you a call.
A Are you happy where you live?
B MNo. I/ look for a new flat.
6 A Can we have lunch together?
B Sorry. I / go to the gym.
7 A What are you doing tonight?
B 7/ play tennis with a friend.
8 A Have you thought about your holiday yet?
E Yes We / book a cruise.
9 A Can | have a glass of water?
B Yes. !/ goand get you one.

[47]

»» For more information and exercises, go to Practice file 8 on page 117

5 Work with a partner. Ask and answer the questions in 4 with your own ideas.
=—=—=—c = © E = s Mm sl T e e s e i s

Practically speaking | How to make arrangements

1 Work with a partner. Look at the phrases from a conversation in A below,
Is the conversation formal or informal?

A B

1 T'dlike to meet you. : _ for lunch next week?
2 When are you available? When ¥,

3 Does ... suit you? Tuesday QK 7

4 TI'm afraid I'm not available on Tuesday. Sorry, Ircan't on Tuesday.

5 Shallwesay...7 il Thursday at 12.30 instead?

6 That suits me. _ good

2 390 Listen to Fenola Young using the language from 1 to talk to a supplier
on the phone. Why and when are they meeting?

3 40t Listen to Fenola now using more informal language to talk to a
colleague, Sven. Why and when are they meeting?

d 40> Listen again and complete column B in 1 with the equivalent informal
phrases. Check your answers with the audio seript on page 153.

5 Work with a partner and role-play the following situations.
1 A supplier calling a new customer to arrange a presentation.
2 A colleague calling another colleague to arrange a tennis match,

8 nun
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Key expressions

Making suggestions
Why den't we (do} .7
Maybe we should {do) ...
We could (do)....

How / what about (doing} ...7

Shall we (do) ...7
| suggest we (dol ...

Accepting suggestions

Yes, | think we should (do) ...

Fine.
OK. Let's (do). ...
That's a great idea.

Rejecting suggestions
I'm not sure about that.
| don't think that will work,

Business communication | Making and responding to
suggestions

1 Work with a partner. Talk about your company logo. Do you like it?

2 41> Listen to a meeting between four colleagues who are discussing

changing the logo of their company. What decisions do they make about
1 the company name on the logo?
2 the designer of the logo?

41 Listen again and match suggestions 1-6 with responses a—f.

1 Why don't we .7 a I'm not sure about that.

2 Maybe we should ... b CK. Lets...

3 Wecould,,, ¢ Fine.

4 How / what about ...? d [ don't think that will work.
5 lsuggest ., e That'’s a great ideal

6 Shall we ...? f Yes, I think we should ...

Look at the responses in 3. Which responses are used to accept a
suggestion and which responses are used to reject a suggestion?

Work with a partner. Look at situations 1-6 and take turns to make a
suggestion and respond, using the ideas in the box,
Example: A Shall we have lunch in that new Italian restaurant?
B Yes, that's a great idea. { fancy a pizza,

Situation Suggestion

1 You want to have lunch with a colleague. The new Italian restaurant,
2 You are launching a new product, An email to all customers.
3 Afriend is unhappy with her salary. Ask for a pay rise,

4 You need a new supplier, Search on the Internet.

9 A colleague looks unwell and tired. Leave early.

6 There are communication problems in your Aoweekly meeting.

office.
) For more exercizes, go to Practice file 8 on page 116.

Work with a partner or in small groups. Your company is going to open a
canteen and would like your suggestions. Have a meeting to discuss what
you would like, using the prompts below to help you. Present your ideas to
the class.

* location

= hours = all day starting with breakfast?
s cost— averapge price of a meal?

» fypesof food

(@ 3 Interactive Workbook
3 Phrasebank
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Company sets up online
retail service

Dixons is a leading slectrical retailer and part of the DSG International Group,
which owns stores across much of Europe, including Electro World. Dixons once
had a store in most towns and cilies across the UK and Ireland. 1n response to
the crisis in the retail industry, the company is now concentrating on its online
service_ It has seen its Internet sales grow 50% each year during the last four
years. and it now gets over one million visitors per month. The company's CEQ
has stated that the company intends to become ‘the most successful electrical
retailer on the web’.

Why are companies like Dixons setting up an online retailing service?
What do you think would make a good online retail service?

What does an online retailer look for in a delivery company?

121> Listen to a logistics expert talking about what online retailers
should consider when choosing a delivery company. Listen to the
interview and number the following characteristics in the order you

E:- _ hear them. Were your answers to 2 similar?
F' speed of delivery ___  tracking system delivery options
i first rime delivery rate price

2 Youwork for a company which wants to set up an online service. You

i need to find a suitable delivery company. Work in groups of three,
Student A, turn to File 17 on page 138 for information on Interglobal
Ltd., Student B, turn to File 42 on page 144 for information on Stable &
Sons, and Student C, turn to File 54 on page 146 for information on Nova
Solutions. Look at your information and decide on the main advantages
and disadvantages of the company.

Have a meeting to present the information about your company. Decide
which company you think is best.

a



' Learning objectives in this
unit
o Talking about sales and
}‘;}’;:;’;m Ul Working with words | Sales and advertising
and permission using 1 Read the text about Carrefour, the French supermarket group. Are these
modal verbs sentences true or false?
Interrupting and avoiding 1 Carrefour is increasingly successful in China.
interruption 2 Ali of the Carrefour stores in China sell the same products.
Controlling the discussion 3 Chinese consumers have always drunk wine with their food.
in meetings 4 Chinesé consumers can buy Carrefour products and pay later

E;se study 5 Internet shopping is now possible at Carrefour.

* Promoting to the youth
market

Starting bint A global retailer

1 ‘Everyone is in sales. Carrefour is the second largest retail company in the wotld and was the first to open a
It doesn't matter what hypermarket in China. It entered the Chinese market in 1995, It now has annual sales in the
area you work in, you country of more than €2 billion and is opening an increasing number of stores to improve its
have clients and you market share jcurrently 5%,
' need to sell.’ Do you Carrefour has attracted customers by adapting to and copying local customs. For example
Chinese consumers Lraditionally bousht live fish at markets, so Carrefour introduced live fish

7
| e at stores near the sea. However, in stores hundreds of miles from the sea, live fish would not be
2 Which of these do you practical. Frozen fish was mtroduced instead and this boosted sales of fish by 30-40%
agree with? Carrefour has tried to stay ahead of the custorner by not introducing products and ideas
“There 13 too much that are so new anid radical that
| advﬂrﬁging on TV and they don't sell, but not heing too
the Internet” late either. One way Carrefour has

done this is by introducing Chinese
consurmers to the idea of drinking
wine with 4 meal by selling a few
wines which go well with fish and

controls on what is :
e ; ; seafood. It has alsc expanded its
A T range of services, introducing

[ =SS S S i | loyalty cards as a way to offer

discounts, and providing consumer
credit. [n 2006 it launched an
advertising campaign for online
shopping. All of these have helped
promote the Carrefour name,

both in China and around the warld.

‘Advertising is necessary
i a free world.!

“There should be strict




X
2 Match verbs 1-8 to a-h to make phrases. Then look at the text to check 3 4
YOUr answers. % ‘r ‘g
1 toimprove a ... sales é '.w
2 toenter b ... new customers LN
3 to attract ¢ ... adiscount '_il;:.lll g
4 tolaunch d ... anew market EI' 1
5 toexpand e ... the company’s name !
6 to offer f ...anadvertising campaign
7 to promote g ... your range of products or services
8 toboost h _.. market share
=
3 Which verbs 1-8 in 2 mean to E
a make someone like something? d increase? : e
b start selling in? e start an activity?
¢ give publicity to? L{é‘.l
4 Which words or phrases a-h in 2 mean éﬂ

1 aseries of advertisernents using different media? ___
2 the number of iterns sold?

3 alower price?

4 your sales in comparison with your competitors?

5 Work with a partner. Complete the questions with verbs from 2. Then ask
and answer the questions.
1 When did Carrefour the Chinese market?
2 Howdid it sales of fish in China?
3 Inwhat other way did it more customers?
4 How hasit its services?
5 Whatdidit _ in 20087

6 Match pictures 1-3 to three of the forms of advertising from the list.
pressads  onlineadverts  outdoor advertising
directmailing  word-of-mouth TV advertisements

Tip | ad, advert.
advertisement,

advertising
7 Work with a partner. Word-of-mouth advertising is often described as the Advertizement is 2 countable
best form of advertising. Why do you think this is7 When is it not true? noun. We see an advertisement

for a product in the newspaper,
on TV, etc. The short forms of
the word are an advert or an ad,

»» For more exercises; go to Practice file 9 on page 118.

8 Work with a partner and answer the questions.

1 What can the companies below do to Advertising is an uncountable
a attract new customers? noun. It's the general word
b advertise their products or services? to describe the action of

» clothes shops e moebile phone companies = computer manufacturers promoling companies,

2 What does your company do Lo attract new customers? How does it pm-duc‘fs. T
advertise? Thera’s a lot of advertising on
| w3kt

| T
(@ » Interactive Workbook » Glossary He works in advertising.
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Language at work | Modal verbs

1 Read the text and answer the questions.
1 How is 540 Paulo different from before?
2 What do you think of the mayor's idea?

Sao Paulo - the city that
said ‘no’to advertising

The residents of Sdo Paule in Brazil don't have to look at advertising in the
street any more, Companies can’t advertise outdoors any Jonger. That means
anend to the cty’s 8,000 billboards

Thie law was introduced by the Mayor of 4o Paulo, Gilberto Kassab, in
fartuary 2007, He said that the city aulhorities need to fight pollution, and
Ehat the *visual pollution’ of outdoor advertising is one of 5o Paulo's biggest
problems,

Advertisers who don't respect the new law have to pay afine. In the first
nine months the city collected $8 million from companies who continued to
advertise. Shops can continue to put ads in their windows, but they aren’t
allowed to use more than 15% of their window space to promote their
products and services,

2 Look at the text in 1 again and put the verbs in bold in the table below.

It's necessary

It's not necessary don't have o
It's possible / permitted

It's not possible / permitted

3 Complete the table in 2 with are allowed to and don’t need to.

4 430 Listen to four people talking about advertising. Which speaker thinks

a some advertising laws aren't good? __
b online advertising is important?
¢ outdoor advertising isn't attractive? __
d advertising laws are necessary?

5 43> Complete the sentences with verbs from 2. Then work with a partner
and discuss your answers. Then listen and compare your answers.

1 Companies _ advertise to sell their products.

2 You _ have big billboards everywhere.

3 You have laws on advertising.

4 You stop companies advertising products which are bad
for you.

5 Inmy country, you advertise cigarettes.

6 You advertise beer and alcohol on TV, but you

_da it before 8.00 p.m.

7 When weuse the Internet, weusually . payto getthe

information we need,

& Many website owners make their profits from advertising, so we

use their websites for free.

9 There are a lot of ads online, but you __ _ lookat them.



6 Work with a partner. Look at these sales and advertising messages. Say
what they mean, using the verbs in 2.

Example: You can buy now, bui you don't have 1o pay before next year,
Buy now CARD PAYMENTS
Pay next year | ONLY

NB This ticket is non- B ALLIMAJOR - 3 |
refundable. Click here for | CREDIT CARDS NG &DFERTI_SING
cancellation insurance. & ACCEPIED PLEASE!

»» For more information and exercises, go to Practice file 9 on page 119,

7 Work with a partner. Ask and answer questions about advertising laws in

your country, using the language from the list and the prompts below.,
Canyou ...?  Arevouallowed to...7 Do you haveto .7
Doyouneedio...?  I'mnotsure, but [ think ...

= compare preducts with your competitors

= advertise credit cards and loans

= promote products directly to children

* have a health waming en certain foods

s advertize alcoholic drinks

* advertise slimming products

Practically speaking | How to interrupt and avoid interruption

1 44¢ Listen to two people talking about relocation and answer the questions.
1 What exactly are they talking about? 2 Do they agree or not?

2 44p Listen again and number these phrases in the order you hear them.
1 Can [just zay something here? 4 Can 1just finish?
2 Pleaseiet mefinish. 5 Sorry, but ...
3 Sorry. go ahead:

3 Which phrases in 2 are used when you want to
1 mterrupt someone who is speaking?
2 contnue speaking?

3 teil the other person to continue speaking?

4 Work with a partner. Choose a subject from below and prepare a few ideas
about it on your own. Then take turns to talk about it and interrupt each
other.

& suUpermarkets
= producing in low-cost countries

» adveriising to children

e T

buimas | 6 yun
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Key expressions

Introducing the subject
We're here today to talk
about ...

We nead to discuss ...

Saying you didn't hear
Sorry, | didr't catch that
What was that you said?

Saying you didn't understand
Sorry, I'm not with you.
Could you be maore specific?

Keeping to the right subject
We're getting off the subject.
Can we come back to that
later?

Changing the subject

| think we've coverad (this
point).

Can we move on to (the next
point)?

Closing the meeting

| think that's everything:

Can we sum up what we've
agreed?

Business communication | Controlling the discussion in
meetings

(@ » Interactive Workbook
¥ Phrasebank

1 450 Three managers of Fitstart, a sports-shoe manufacturer, are discussing

a new sales campaign in Central Europe. Listen and complete the notes.

PONMERETISIM SALED:

= Monty spent last year Thisyear+ %

* Budget this year = Mest two years

N
* Exira money 1o be used for: * key mackets: the Crech Begublic,

2 450 The sentences in B are the follow-up sentences to A. Match 1-6 with

a-f and then listen and check your answers.

A B

1 We're here today to talk about a Can we sum up what we've
Central Europe. agreed?

2 Sorry, 1 dido’t catch that,

We're getting off the subject.

4 OF, I think we've covered

advertising. _

Sorry, I'm not with you.

6.1 think that's everything.

Could you be more specific?

What was that you said?

Can we move on to the next point?
Can we come back to that later?
We need to discuss our new
marketing campaign.

L]

%]
bie B 1 T = TR o R =

3 Work with a partner. Put the phrases from 2 into these categories.

introduce the subject

say you didn't hear something
say you didn't understand something
keep to the right subject __

change to a new subject

close the meeting

R s W b =

Work with a partner. You are in a meeting. Take turns to say the sentences
and to think of different responses, using the phrases in 2.

Example: Sorry, Ididn't catch that. What do you want to discuss?

We need to discuss sales figures,

We need a few more people in the department.

Can we talk about the Christmas party now?

The figures were 17.9% for May, 19.3% for June, and 18.8% for July,

Does anybody have anything else to say on advertising?

It's 12.30 now. Any other business?

= T4 I -~ P T

¥} For more exercises, go to Practice file 9 on page 118,

Work in small groups. You work for a small regional chain of six
supermarkets. You want to boost sales. Have a meeting to discuss how vou
are going to do this, using the ideas below.

= expand all stores  # introduce new products  « have an advertising campaign

(@ » Interactive Warkbook 3 Email and 3 Exercises and Tests



Companies target young people

Young people aged 14-24 spend hetween 21 and 31 hours online each wesk, The majority
of them communicate with friends every time they go online, The average young person
has 78 contacts in his or her ‘digital community” (mohile phone, instant messaging, etc.),
Interestingly, TV is one of the most common subjects of online conversations and watching
TV is still the mast popular pastime for young people.

These are statistics from the largestever global study on the youth market, undertaken
By MTV and Nickelodeon: It is, theréfore, no surprise that companies are having now to use
all available new media to try and reach youth andiences

To promote two new brands of sports shoe, Adidas created a dynamic onling soccer
game; 13 million games were plaved in the sixwesk campaign. Levi’s advertised on Hotmail
during the 9.00-12.00 am. and 6.00-9.00 p.m. time slots, when its target audience were
usually writing emails. In addition, before the launch of the ‘Chicken Little' movie, users of
MSHM [nstant Messenger cotild download dancing chickens to send to their friends.

Why are some companies advertising their products
online?

2 Do the results of the study surprise you?

2 Which other forms of advertising can companies use to
target young people?

In six weeks' time your bank is launching a new credit card
for a target audience aged 16—-21: the ‘Cool Cash Card’, or the
*3C". You have to decide how you are going to promote the
card in the six weeks preceding the launch.

I Work in small groups. Student A, turn to File 18 on page
139. Student B, turn to File 43 on page 144, Student C,
turn to File 55 on page 146.

2 Have a meeting to discuss the best ways to promote the
‘3C". Your total promotional budget is €500,000.
1 Choose the best ideas within your budget,
2 Decide the best time to launch each promotion or
advertisement.

LT R
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' Learning objectives in this
2 unit
» Talking about new green
initiatives Working with words | Green initiatives
Talking about innovative
practices using the 1 Rea_::[ the text about GreenCitizen and find out what service it offers
businesses.

passive
Asking for clarification

Giving a formal GreenCitizen: the solution

presentation

Case study
s Making a company
carbon neutral

Starting point

| 1 Has your company
introduced any new:
green ideas recently?
If s0, what?

2 ‘We all need to do more
about the environment.’
Do you agree?

The disposal of old computers has always been a problem lor companies. Mow with the

; mitroduction of fines in many countries for companies that do not respect the environment,

policy you have heard the problem is even greater, One company in the USA, GreenCitizen, has come up with a new
of? Why? initiative to deal with the equipment in an affordable and responsibls way.
| GreenCitizen provides a convenient service for husinesses by picking up the machines from
the workplace and taking them away for recycling. GreenCitizen uses only registered recycling
campanies, which process the components so that they can be used again, Soon it hopes to
create a system which tracks all the units it deals with. )
GreenCitizen's original service is good value for money for companies who need Lo update
their computer systems and at the same time maintain an environmentally friendly image,

3 What is the best green

2 Work with a partner and answer the questions.
1 Why do companies have to take care when they dispose of their old
equipment?
2 In what ways is GreenCitizen a responsible recycler?
3 What are the advantages to a company of using GreenCitizen?

&0



3 Work with a partner. Match a word or phrase in bold from the text to a &
quote from a customer,

1 "The cost of the service was easily within our budget,
2 ‘Tiwas so easy and quick”’
3 ‘Itz a new and interesting service. _ i
4 “We got an excellent service for relatively little money. e, 3
5 "The process enables people to re-use old components.’ P
6 °It helps to protect the planet from damage’ o
7 ... getting rid of the items we no longer need’ i
8 "This new plan is an excellent idea/ 5
4 Work with a partner. Take turns to explain and guess the words and E
phrases in bold from the text. -
5 460 Listen to four people talking about green initiatives in their companies. E
Match the speakers 1-4 to pictures a—d.
)
=
=
@
w
6 460> Listen again and complete the table.
Speaker Green initiative Advantages
1 1
2
2 1
2
3 1
2
4 1
2
7 Match adjectives 1-4 from the listening in 6 to meanings a—d. Which
initiatives were the adjectives deseribing?
| 1 Wsunusual. a lt works.
2 It's ugeful b People like it.
3 It's popular c It's different.
4 Ti's effective. d It’s good and helpful
¥ For more exercises, go to Practice file 10 on page 120, L S —
_ _ wndl < _ Tip | green
8 Work with a partner. Discuss the initiatives in 5. What do you think of them? We can use the word green
9 Work with a partner and answer the questions. to describe things that help
1 What does your company do to help the environment? protect the environment.
2 What other measures could your company take? My company hasn't got a vety
3 What do you do at home to help the environment? What more could you do? clear green policy.
Sales of green products have
(@ » Interactive Workbook 3 Glossary increased in recent years.
61
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Tip | by

When we say who has done
something in.a passive
senfence, we use the
preposition by
The machines are rmade by
Quanta,
The X0 laptop was developed
by Nicfiolas Negroponte,

Language at work | The passive

1 Read the text about the ‘Give 1 Get 1’ (G1G1) initiative and answer the
guestions.

1 What problem did the OLPC have?
2 What makes the XO laptop suitable for underdeveloped countries?
3 How did the G1G1 initiative help the OLPC?

Give a LaptOp and Get One

An affordable $100 laptop for poor countries seemed a good idea until the cost of
producing each computer rose to $188. The big question then became how to pay for
the distribution of the laptops.

The X0 laptop is aimed at children in underdeveloped countries. It uses very little
power and it can be charged by solar panels. The screen is designed Lo be used
oulside in the sun and there are no moveable parts. The computers are produced by
Quanta Computer in Taiwan,

How did the One Laptap Per Child {OLPC) organization solve the problem of price?
They came up with the ‘Give 1 Get 1" (G1G1) initiative. The laptops were sold in the USA
al a price of $399 for two for a period of two weeks. One was given to the customer
and the other was sent to a child in Afghanistan, Cambodia, Haiti, or Rwanda. OLPC
are currently studying sales figures to judge the success of the iniliative.

2 Complete these sentences from the text with the correct passive verh.
1 The X0 laptop at children in underdeveloped countries.

2 The compulers by Quanta Computer in Taiwan.
3 Thelaptops in the USA at a price of $399 lor two.
4 One _ tothe customer.

3 Complete the rules about the passive using the sentences in 2 to help.

1 Use the passive when it is not important to say who has done something. We
are more interested in what has happened to the subject.

2 Formthe passive withthewverb ____ and the past participle of another
verb.

3 For the present passive use
Example: is aimed and are produced

4 For the past passive use wasor + the past participle.
Example: was given and were sold

or are + the past participle.

¥ For more information and exercises, go to Practice file 10 on page 121



4 47 Listen to Tony Chan, who works for an advertising agency, and Blanca
Reynoso, who works for a small pharmaceutical company, discussing
what is outsourced in their companies. Tick (') the services which are
outsourced for each company.

Advertising agency Pharmaceutical
company

Cutsourced? Reason Outsourced? Reason

Cleaning (clean)
Maintenance (do)

IT {provide)

Human Resources
(employ)

Training (carry out)
Food + catering (cook)

471> Listen again for the reasons why the services are or are not
outsourced and complete the table.

Work with a partner. Student A, talk about outsourcing in the advertising
agency. Student B, talk about outsourcing in the pharmaceutical company.
Use the passive form of the verbs in brackets in the table.

Example: The advertising agency is cleaned by a private cleaning service
because ...

Work with a partner and answer the questions.
1 What services are outsourced in your company? Why?
2 What other services do you think could be outsourced?

e e e e e S S ————— ]
Practically speaking | How to ask for clarification

1 48 Listen to a conversation between an office manager, Guido Tito, and

a head of department, Teresa Bordoni, about cutting carbon emissions.
Underline the correct alternative.

1 Guido is referring to Teresa’s department / the whole company.

2 The company has to cut its carbon emissions by the end of this year / next year,
3 Guido wants to tell people they can / can't open the windows.

4 Teresa agrees / disagrees that they should turn the heating off for part of the day.

48> Listen again and complete 1-4 asking for and giving clarification.

L _ in my department, or in the whole company?

2 by the end of this year?

3 = we should tell people they can't open the windows?
4 part of the day?

Work with a partner. Ask for clarification using an expression from 2.
the 21st / 31st October?

all our customers / just our VIP customers?

we should cancel all our orders with that supplier?
15/ 507

BN oWs b [ e

the staff on the first floor / all the staff?

seapl MaN | OT Hun
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Key expressions

Starting a talk

I’ here today to tell you
about ...

First of all, we're going o ...
Moving on to another subject

Let's move on o ...
My next paint is about ...

Referring backwards and
forwards

As | said before, ...

I'll talk about that later.

Finishing the talk
That brings me to the end of
my falk.

Thanks very much for listening.

@ » Interactive Workbook »
Phrasebank

Business communication | Giving a formal presentation
1

2

Work with a partner. Discuss the advantages for companies who have
green policies.

481> Carbon Reductions is a company which works with other companies
to help reduce carbon emissions. Listen to one of their representatives,
Christoffer Jonsson, giving a talk. Complete his notes. How many of the
advantages did you talk about in 17

AUNANTALES OF ADCPTING GREEN FOLIZIES
| Inerease compary 2 lmprove reputation as an

2 Mtiract miee . & e prepared for new

490> Work with a partner. Match 1-8 to a-h to make complete sentences
from the listening. Then listen again and check your answers.

1 I'm here today Lo tell a ... about your reputation as an employer.

2 I'll talk about ___ b ... for listening.

3 First of all, we're going ¢ ... you'll make bigger profits if you start
o SAVING ENeTEy.

4 Letsmoveonto d ... tothe end of my talk.

5 My nextpointis e ... the new regulations later,

6 Asl said before, f ... you about the advantages of going green,

7 That brings me ___ E ... the question of your company image.

8 Thanks very much h ... look at the benefits of a clear green policy.

Put phrases 1-8 from 3 into these categories. Then work with a partner to
remember the phrases in each category.

1 Startingthetalk

2 Moving on to another subject ___,

3 Referring backwards and forwards

4 Finishing the talk

Work with a partner. You work in the Accounts Department of your
company. Your company has decided to switch to 100% ebilling. Take
turns to present this idea to your department, using the notes below and
the phrases in 3.

Subject L
» switching completely to ebilling

Advantages

* customers can view bill at any time ol' d.ny or night
« fasterand cheaper than post

= helps environment - saves on prapar-r-plmhc bngs

for collecting waste paper

Disadvantages
* some customers may not have access to Internet
= some customers are worrled about sacurlt;r i

Conclusion

¥»» For more exercises, go to Practice file 10 on page 120.

6 Work with a partner. Give a formal presentation to your partner. Student A,

turn to File 19 on page 139. Student B, turn to File 44 on page 144,

(@ » Interactive Workbook 3 Email and 3 Exercises and Tests



Reducing a company’s
carbon footprint

Now that people are more aware of global invest in green measures like hybrid cars; solar
warrming, businesses need to show what they are power installation, or the use of public transport,
doing to reduce their impact on the environment, up toa maximum of 5,000 Swiss francs.

The following are examples of measures

Chess
companies have taken. ; : :
Chess. a telecom service company, set up a ‘green
Commerzbank team’ to organize ‘green days” which focus on
Commierzbank, Germany’s second largest bank, a particular environmental theme. On that day,
commissioned a building for its head office in employees have to make a special effort to take
Frankfurt which included winter gardens in its measures to help the planet in the area sugzested
design. The gardens allow natural light to enter by the theme. If they take part, they receive & little
all of the cffices in the building, making it a much reward. In addition, to save paper, a new website
more pleasant and ecological place to work in. encourages customers to order on the Internet,
Swiss Re and all billing is now dore online,
Swiss Re, the world's largest reinsurance company,
| intraduced the ‘COvou2 reduce and gain’ scheme carbon footpring = the measure of the impact & company's
to refund its employees half of the money they activities have on the environment.

Do you agree that people are responsible for global warming?

=

£ Which human activities are thought to be the main causes of
greenhouse gases?

3 What can businesses and employees do to reduce their carbon
footprint?

Your company would like to improve its ‘green’ image and reduce its
carbon footprint. It has appointed three ‘green teams’ to come up with
suggestions. Each green team has a different ‘green’ issue. Group A, :
— turn to File 20 on page 139. Group B, turn to File 45 on page 144. Group “*:
C, turn to File 56 on page 146. Read the information and disenss in your ¥
group what your company can do. Make notes on what you decide. ..5;-:._:;‘““_ o

0

2 Prepare a presentation about your issue, using your notes. Then work in
a different pair or group and give your presentation.

3 Discuss all the ideas in your group and decide which ones would work
best in your company.
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% Learning objectives in this
_-_.l-'_"-. | unit

» Talking about corporate
entertainment

» Talking about future
possibilities using the first
conditional

» Talking about food and
drink

e Making and responding
to invitations and offers

Case study
* Organizing a successful
corporate event

Starting point

1 ‘Corporate
entertainment is only
about making money.’
Do you agree?

2 What sort of
entertainment do
companies offer?

66

B

Working with words | Corporate entertainment

1 Read the text and find seven examples of corporate events.

Corporate entertainment

Why is it impossible to get tickets for most major sports and cultural events? Because
so many of the tickets are bought by firms to entertain their clients and other VIPs,
It is called corporate entertainment, but why do companies do it?

Corporate entertainment is a marketing tool. Companies use it ta improve
relationships with their customers,
suppliers, or staff. 1 work for a law
firm,’ says Virginia Allen. ‘Every year,
| invite my best clients to a concert
sponsored by the firm, | hope to
reinforce their positive feeling
towards us. So the main purpose of
corparate entertainment is to make
customers feel good. Invite them to
a special event and vou will ensure
their loyalty for the corning year.

The venue for corporate events
varies from country to country. In
the USA guests might play golf with
a professional player. In France they
could go on a winetasting cruise. In
Japan they might watch some sumao
wrestling. Other events depend on
the budget of the host company,
but possibilities include parachute
jumping, paintballing, or a night at
the opera. The list is endless.

2 Work with a partner and answer these questions.
1 Which events is it often difficult to get tickets for? Why?
2 Why do companies spend money on corporate entertainment?
3 What should a host company consider first when it plans an event?



3 Complete the table with the words in bold from the text.

Information Details
HSBEC bank
Leading VIPs from banking world
To reinforee relationship with clients
Wimbledon Lawn Tennis Club

Wimbledon Men's Singles Final @
ES0.000
4 500 Listen to two people talking about corporate events they have E
attended. Complete the table. =
[
1 2 HIR
Hast comp: =
LT m
Guests F—é
Purpose o
Venue I,
=
Events =
0]
5 50& Match verbs 1-6 to nouns a—f. Then listen again and check your
ANSWers.
1 hold a clients
2 reinforce b aninvitation
3 arrange € avenue
4 entertain d a relationship
5 boaok € atrip
6 accept f anevent

6 Work with a partner. Which phrase in 5 has a similar meaning to
a make a connection stronger? d organize a journey to a place and back?
b say ves to a request? e find a place?
¢ ook after guests? f organize something special for your clients?

7 Work with a partner. Take turns to explain and guess the phrases in 5.
Example: A When you organize something special for vour clients.
B Hold an event.

¥ For more exercises, go to Practice file 11 on page 122

8 Work in small groups. You work for a corporate entertainment company. T T T e
Plan a corporate event for your company or one of your companies, using

the ideas below. Tip | customer and
= budget = guests » time client
. f.“"ﬂuf' e . activitigs - af:mfnnmdal 10n A customer buys a product
= food and drink = entertainment e transport from a company.
9 Work with a partner. Have you ever been to a corporate event? Tell your The shop gives layally cards to
pariner about it. If not, what would your ideal event be? Its regular customers. ;
A client receives a service from
@ B Interactive Workbook » Glossary a company or professional
person.

My lawyer has many
Impaortant clients.




Language at work | First conditional

1

2

Work with a partner. Decide what you need to consider when choosing a

restaurant to entertain a guest.

51p Listen to Luigi, Francesca, and Jacquie discussing where to take some
visitors for dinner and complete the table.

Restaurant Benito’s La Galette

Type of food Continental :

Price range €35-40 per head '€

Entertainment Singer every night - S

Opening times : -11.30 p.m. T.20-10.30 pm.

510 Underline the correct answer from the words in italics. Then listen and

check your answers.

1 Ifit will be / s nice, well be able / are able to it outside.

2 Ifwe choose/ 1l choose La Galette, it costs / 'l cost us about €300,

3 Butifwe go / 1 goto La Galette on Thursday, there is / ¥ be live jazz.
4 Butit won't be / isn't full if we get / Il get there for just after seven.
Look at the sentences in 3. Then complete the rules about the first
conditional,

1 Use the first conditional when something will probably happen in the

2 Form the first conditional with
If+_ _ will fwon't+ S
Example: [f we go to La Galette, it will be an expensive evening.

3 When you change the order of the sentence, don't use the

Example: It will be an expensive evening if we go to La Galette.

Work with a partner. Look at the situations below. Take turns to ask
questions and respond using the first conditional,
Example: A What will your customers think if you cut your prices?
B I think they'll be very happy.

Situation Question Response
1 ¥ou cut your prices. What / customers  Be happy.
think?
2 Your flight to Paris is cancelled. How / get there? Rent a car.
3 Your company closes a How / staff react?  Be very worried.
department,

4 Your company changes location. What / benefitsbe? Be easier to park.
5 You change your job, What / happen? Earn maore money,

> For more information and exercises, go to Practice file 11 on page 123




6 Work with a partner. Ask and answer questions using the prompts.
Example: A What will your boss do if your company makes a loss this year?
B I'm not sure, but he'll probably ask us to work overtime.
1 boss - company makes a loss this year
2 you - don’t get a pay rise soon
3 your company — makes a large profit next year
4 you / at the weeckend — sunny

Practically speaking | How to talk about food and drink

=
1 52P Listen to two colleagues discussing what to eat. Tick () their choices =
on the waiter's notepad. ~*
=t
ek
STARTERS MAIN COURSES WINES F_I'I.
Parma ham Spaghetti carbonara Red =
Mixed calad Seafpod pizza Rogé %
Tomato soup Vegetable lazagne White o
=
L]

2 52 Listen again and match questions 1-3 to responses a—c.

1 Whatdo yourecommend? __ a [ think I'll have the lasagne.

2 What are the pizzas like? b You must try the Parma ham.

3 What are you having? ¢ They're not bad, but | recommend
the pasta.

3 52 Work with a partner. Underline the stress in the phrases in 2. Then
listen and check your answers. Take turns to practise the questions and

responses.

4 Work with a partner. Have a similar conversation using the menu below.

| THE LEMON TREE

i| STARTERS
g o o I
| Garlic musfirooms |

|| Seafood salad |
|| Chicken sou yi |

|| MAIN COURSES |

Steak; !|' T R

|| .. Salmon || Tlp | the

|| Chieese and onion pie [ We use the word the in food

|| Viikis |! expressions when we are

| [ K talking about specific food, for
| Red | example, food on the menu.

| o Il & The cheese is galicious,

| White !l' What's the salmon like?




Key expressions
Inviting

Would you like to .7
Offering

Would you like .7

Would you like me ta .7
Shall | 2.7

Accepting

Yes, please. That's very kind
of you,

Yes, please. That would be
nice.

Declining

Thanks for the invitation, but ...

No, thanks. 1'd rather {da} ...

(@ » Interactive Warkbeook
3 Phrasebank

Business communication | Invitations and offers

1 531> Listen to four conversations and match each one with a place a—d.

a outside a hote]

b by a hot drinks machine ___
€ ina company Reception

d in a manager’s office

53> Complete invitations and offers 1-4 and responses a~d from the
conversations. Then match each invitation or offer to a response. Listen
again and check your answers.

L _ join us?
R ___gef you a glass of water?
;e - a coffea?

4 _ hook a ticket for you?
a Yes, please. That's very of you,

b No, thanks. I'd have tea.

¢ Yes, please. That would be

d Thanksforthe ___ but...

FPut the phrases in 2 into these categories.

a Inviting

b Offering .

c Accepting

d Declining

Work with a partner. Look at these situations and take turns to make and
respond to invitations and offers, using the phrases in 2.

Your visitor is looking tired.

Your visitor doesn't have enough copies of a document she needs for her talk,
it’s the opening night of Madame Butterfly. You know your visitor loves opera.
The meeting is over and your visitor's hotel is on the other side of town,

It's lunchtime and your visitor hasn't eaten since breakfast at 8.00.

Your visitor wants to set up a PowerPoint presentation, but they need help.
There's a Picasso exhibition at the art gallery and vour visitor has a free
afternoon.

=1 O N da W b =

) For more exercises, go to Practice file 11 on page 122.

Work with a partner. You are going to visit each other’s companies. Think
of six ideas to look after and entertain your partner. Then take turns to be
the host and invite and offer, and to be the visitor and accept or decline.

(@ » Interactive Workbook 3 Email and 3 Exercises and Tests



A hospitality disaster

When SFO, aleading bank, organized an event to entertain clients at a UEFA
Champions League football match last year, things did not go as well as
expected. First of all, the corporate hospitality company didn't offer guests
coffes and biscuits when they arrived, and there were no free newspapers.
Secondly, SFO was extremely dissatisfied with the meal arrangements,
complaining that the starters were too small, the pasta was cold, and the
dessert arrived too late. On top of this, SFO found the service very slow and was
unthappy that guests were not provided with cigars or cigarettes. Finally, the free
beer that SFQ had arranged to be served throughout the match was warm and
rar out early.

SFO paid €900 for each of the 71 clients and 28 bankers who attended, but
says that the event has raused the company a considerable financial loss. SFQ is
currently suing the corporate hospitality company for nearly £135,000.

Why was the SFO corporate event not a success?
How could SFO have avoided these mistakes?

What other problems can cause a corporate event to fail?

You are on the committee to arrange SFO's next corporate event,

Work in small groups. Group A turn to File 21 on page 139, Group B turn
to File 46 on page 144, Group C turn to File 29 on page 141, and Group D
; turn to File 58 on page 146.

Discuss the possible problems that could occur during your event and
how you could avoid them,

Work in a different group. Have a meeting. Present your event including
your ideas for dealing with possible problems. Then decide which event
would be best for SF0’s next corporate event.

N
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e q Learning objectives in this
g | unit

» Talking about

performance Working with words | Evaluating performance
e Talking about present

and past performance 1 Work with a partner. Read statements 1-5 and discuss whether you think

using the present perfect they are true or false. Then read the text and check your answers,
e Saying large numbers and 1 Everybody loves a company that makes money.

approximate numbers 2 It’s not encugh for a company to have good sales results,
* Describing trends Companies have to show that they look after their employees,
Employees would work harder and for a lower salary if they were with a
Activity socially responsible company.

* The performance game 5 Only a small minority of employees think they work for a socially responsible

Starting point O
P Company performance in a
e socially responsible world

important () to the

least important (5).

_ how much maoney the
company makes

_ how green the

=8

T

Every investor loves a company when it achieves its sales targets, manages its
costs, and performs well on the stock market and, therefore, makes money.
However, a company nowadays also needs to think about its reputation with
the public and its own staff. In other words, it has to be socially responsible. For
example, it is expected Lo improve its environmental performance. In addition,

company is
; n judged these days i i its wark 2
o ieplage it is ofte Judhf{? L‘:ZbLde}.."b o thlz_:tt.iluers:jty of its workforce: the number of
: : omen, people fr ic :
— how it treats its staif i b eI
: 0 disabled people in all positions, including senior
— how safe it is to work i :
ere management. This has become an important
factor in recruitment, Finally, & company needs
2 How can you measure to have a good safety record, both in terms of its
the performance of workers and the products it produces.
a a government? In a recent survey, 40% of workers said they
b an employee? would work longer hours and 48% would work
[ for less pay with a socially responsible company.

Interestingly. 46% of employees believed they
already work for a socially responsible comparny,
Without doubt, profits are no longer the only way
to meastire a company’s success. Employess and
customers expect a lol more.
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2 Complete the sentences with words and phrases in bold from the text in 1.

1 If a company is open to both sexes and all races, it believes in the

A company which protects people and nature is

If your company has good results, its shares usually
If people like or respect the company, it has a good _
It the company doesn't spend too much, it 5 its

tn b L b

If there aren’t many accidents, the company has a good
7 Ifthe company sells what it plans, it its

k=]

8 If a company doesn't pollute too much, it has a good

Work with a partner. Which of the performance factors in 2 are important
in your place of work, and why?

541- Listen to five people talking about their employers. Which aspects of
the company’s performance is each person evaluating?

1
2
3
4
5

541> Complete the sentences with these adjectives. Then listen again and
check your answers.

poor  excellen
1 It'swvery
2 Last year was
dramatically.
3 We've had a really _
4 If'sheenavery
work for.
5 1 suppose [ could say we've had a year.

satisfactory disappointing
— I really thought | had a big future here.
. because the number of serious injuries went down

f'ﬂ{?{.i'll'i"ﬂgf.ﬂg

year, much better than we expected.
performance - [ don't like to tell people who |

6 Which adjective in 5 means

1 good enough?
2 positive for the future?
3 not as good as we wanted?

4 wvery good?

5 bad?

) For more exercises, go to Practice file 12 on page 124,

Choose three of the following topics and evaluate their performance in the
last year. Then work with a partner and explain your answers.

Example: My company’s performance has been disappointing. We lost an
impartant customer in June.

* YOUT COmpany

+ your department

*  yOur government

® YVOUT COUNtIy's economy

= the stock market

= a sports personality or sports team that you like

(D B Interactive Workbook 3 Glossary

Tip | disappointed /
encouraged or
disappointing /
encouraging
A thing is dissppoimting or
encouraging, but a person is
disappointed or encouraged.
The company’s performance
is disappointing.
The emplovees are
disappointed by the
company's performance.
The results were encouraging.
The CECQ was encouraged by
the rasulfs.
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Tip | How long? and
When?

Use How fong? with the
present perfect and the past
simpie tenses.

Use When? with the past
simple tense, but not the

present perfect fense.

Language at work | Present perfect (2) with for and since

1

2

550 Listen to Lionel Chang and Raul Aguilar talking at a sales conference.
Where do they work? When did they arrive there?

550 Look at these sentences from the conversation. Listen again and
underline the correct answer from the words in italics. Which verbs are in
the past simple, and which are in the present perfect?

1 We opened / have opened our first sales office in 2004,

2 We had / have had disappointing results for the first two years.

3 Since 2006, our market share went / has gone up to nearly 5%.

4 1was/ 've beenin Dubai for three years now.

5 My wife and children moved / have moved here last year.

Complete the rules about the past simple and present perfect, using the
sentences in 2 to help.
1 Usethe 3 when an action starts and finishes in the past.
Example:
2 Usethe when an action starts in the past, but includes the
present,
Example: . N
3 Use 0 with the present perfect and past simple to describe
the length of time of the action.
Example: — = =
4 Llse —with the present perfect to describe the start of the
action.
Example:
Work with a partner. Make sentences in the present perfect and past
simple using the prompts in the table,
Licnel's company  have a sales office in Dubai
Its market share  live in Dubai for ...
Raul start working in Dubai
Raul’s tamily work going up sines ..
arrive more encouraging results  in ..,

o Read about the history of Dubai’s economy and answer the questions.

1 What is Dubai trying to do? 2 Has it been successtul? How do you know?

19708 Dubai earms 64% of its GDP from oil.

Early 19905  Government realizes that oil revenues are not enough for
the economy. It begins to invest in services: touristn, trade,
transportation, and financial services. The aim is to build the first
ron-oil economy in the Gulf region,

2000-2005  The economy grows by an average of 13.4% a year.

2005 Dubai achieves GDP target of 530 bn, five years earlier than
expected.

2007 Government launches ‘Dubai Strategic Plan'. New GDP target is
$108 bn by 2015 with more and more investment in services.

Today Only 3% of GDP comes from oil

GDF {Gross Domestic Product) - the totslvalue of all goads and services produced in a country



6 Work with a partner. Make questions about Dubai using the prompts
below. Then take turns to ask and answer the gquestions.

Example: A When did the government decide to build a non-oil economy?

B In the early 1990s.

When / government / decide / build / non-oil economy?

How long / Dubai / invest / services?

When / the economy / begin / grow very guickly?

How long /it grow £ 13.4% a year?

How long / GDP / be / over $30 billion?

How long / 'Dubai Strategic Flan' / be / in operation?

o B B - 1 R %

¥ For more information and exercises, go to Practice file 12 on page 125.

T Work with a partner. What do you have in common? Take turns to ask and
answer questions with How long? and When? using the ideas below.

= work for your present company s lknow your English teacher
» work for your last company e live in your last house / flat
* do your present job » learn English at school

» need English for your job
e T P R R e
Practically speaking | How to say numbers

1 560 Work with a partner. How do you say these numbers? Listen and
check your answers. When do we use a full stop or a comma? When do we
say ‘nought’ and ‘oh'?

1.39% 0033 102 F467 906570

2 5Tp Listen to the stock market report for 21 May. Which markets are in the
report? Has each market gone up or down?

3 57p Listen again and complete the table.

21 May 5.55 p.m. GMT World Stock Markets Summary
Index Value Change Yo

Nikkei 13,688.28 + 377.91 it %
FTSE 100 5.932.20 + + 0.65%

DAY 6.904.85 +.547 + o
Dow Jones 12.357.41 - - [.56%,

MNasdag - 10,19 - 0.44%

4 Work with a partner. What were the stock market values for 21 May?
Example: The Nildeei was 15,688.28. It was up 37791

5 Itis often easier to use an approximation when we are saying numbers,
Look at these approximations and match them with a figure in the report.
i neary 380 37781 4 justover b
2 roughly 6,000 5 around 40
3 justunder 70

6 Work with a partner. Say these numbers, using the approximations in 5.
iT8% §B99 7088 49% €141.05
Example: Nearly 18%

Tip | nearly, around,
and roughly

Neary means slightly less or
just under.

About and roughly can mean
slightly more or slightly less.

In written English we often use
approximately to mean about ar
roughily
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Key expressions

Describing changes

o rose increased [/ grew:

... fell / decreased / declined /
dropped.

... has remained stable.

Giving figures _

s rosiz by 10%, from $20m to
$22m.

The price remained stable at
E£17.50.

(2 » Interactive Workbook
3 Phrasebank

Business communication | Describing trends

1 5801 A consultant is presenting the graph below about car production in

four countries. Listen and label the graph with the names of the countries
from the list.

Japan  USA  Germany  China

Production of Passenger Cars
(millions of vehicles)

'95 97 89 ‘01 03 ‘05 ‘07 '09 ‘11

2 Look at the verbs in the table. Decide if they describe an upward

movement [1], a downward movement [], or no change [¢3]7

AL, or €37 M b or €37
rise grow
decrease fall
remain stable decline
drop increase

Work with a partner. Take turns to ask and answer questions about the
graph in 1, using the verhs in 2.
Example: A Did production rise in China at the end of the nineties?
B Yes, itdid
A Has producrion increased in the USA since 19977
B No, it hasn't. It's declined.

58> Look at these sentences from the audio. Decide which country they

are describing, using the graph in 1. Then listen and check your answers.

1 Car production grew from five to five point five million at the end of the
nineties.

2 Sinece 1899, it has remained stable at just under six million vehicles per year.

3 In fact, new car production has fallen by two million since 1997,

Look at how from, to, at, and by are used in 4. Then complete the
description of a company’s sales below, using each word once.
Char sales went up 500 units, __2,500 in October _
3,000 in November. They staved 3.000 units in December,

») For more exercises, go to Practice file 12 on page 124.
Work with a partner. Compare the sales of two car producers. Student A,
turn to File 22 on page 139, Student B, turn to File 47 on page 144.

Find or draw a graph deseribing the recent performance of your company
or department, or your country (inflation, unemployment, etc.). Then
present it to your partner.

@ » Interactive Workbook 3 Email and 3 Exercises and Tests



1 Work in groups. You are starting a new company which manufactures plastic tables and
benches from recycled plastic. Your furniture looks like wood, but is stronger and lasts

longer. 1t's also more expensive. Your main customers will be local councils, who will buy
your products for parks, schools, and other public areas.

Your objective is to achieve the highest level of performanece. This means excellent sales

and profits, but also a good reputation for socially responsible action.

Discuss the questions below and agree on the best answer. After each question, go to the
number of your choice in File 24 on page 140.

Where are you going to locate your

factory?

a In‘an old industrial town with high
unemployment? Go to 6

b In a pleasant middie-class tovim wath
a reputation for ‘green’ policies?
Goto 16

Sales have been very disappointing

in Year 1, and you need to reduce

your salary costs. What will you do?

a Ask your production workers togo
part-time? Go to 13 e

b Lay off five malé productionwerkers
because they earn more than the
wormen? Go to 18

In Year 3, your business has grown
so guickly that your factory is now
too small. What will you do?

a Extend your existing factory —this
will give you 20% more capagity?
Goto s

b COutsoarce part of your production
tora low-cost country? Go to 11

What will your recruitment policy

be?

a Eqgual numbers of men and women?
Goto 3

b Just advertise and take the Besg?
Go ta 10

Your results in Year 2 are more

encouraging, but the price

of recycled plastic is rising

dramatically. What will you da?

a Increase the prices of your products?
Goto 8

b Use cheaper recycled plastie from:
Azia? Go to 15

You want to promote your image to
the public as a socially responsible
company. What will you do?

a Include new pages on your website
about your emplovment and
environmental policies? Go to 4

b Visit schools in towns which have
bought your products to peach
children about recycling? Go to 8

What will be your key advertising

message to promote your products?

a Helps to presgrve the environment?
GoatoV

b High quality and durable? Goto 2

Two people are injured when a

bench collapses. You discover that

thiz is due to a defect in the screws

you bought from a supplier in Year 1,

What will you do?

a Replace all the 200 benches yowsald
in Year 1 with new ones? Go to 14

b Replace any damaged benghes
which are returned? Go t0/17

It's Year 5, and you have two offers
to buy shares in your company. Who
will you sell them to?
a A company which manufachires and
recycles plastic packaging® o ta 1
b A multinational oil company
which-wants to improve itsimage
by imvesting in environmentalby
friendly companies? Go to 12

2 How did you score?

2127 points

¥ou have combined
successiul sales policies
with a great sense of
social respongibslity. This
will help you to achieve
even better growth in the
next few years:

120 points

mistakes,

You've made some

good and bad decisions:
To optimize your
performance in the
futwre, you should look
back and learn from your

0-10 points

Your sales performance
has been disappointing
and your public image
iz very poor. It's
probably time to make
some changes in your
management team!

"
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» Talking about global
issues

Wiking predietibis Working with words | Global issues

Responding to ideas 1 Read the text and find out when the global oil crisis is predicted to start,
Predicting future trends

e Countdown to crisis

» Modernizing a company il is running out and the race is on to find an alternative source of energy. Over
the last 40 years oil has been used worldwide to give us food, warmth, chemicals,
Stﬁrtlﬂg point medicine, clothing and, most of all, mobility. But now Jeroen van der Veer, CEO of the
: oil multinational Royal Dutch Shell, has named the year that our needs will exceed the
1 What global issues . = R T
e e L supply of ail. He predicts global demand for oil will rise dramatically in the next few
years due Lo population growth and the rapid economic development of countries,

moment?
such as China and India. He forecasts that, because of this, the world supply of oil will
2 Which issues are you na longer be able to meet that demand as early as 2015,
most worried about? Despite the urgency of this problem and the millions invested in renewable energy
Why? Are there any you

using sources, such as wind, waves, and sunlight, world governments are far from
finding a solution. This means that if we don't take the oil shortage seriously, the
3 Which ones affect energy crisis will happen sooner than we think.
your company, your
working life, and you
personally?

are not worried about?

2 Work with a partner and answer these questions.
1 'What is oil used for, apart from cars?
2 What reaszons does Jeroen van der Veer give for the rise in the demand for o
3 What measures are governments taking to prevent the energy crisis?

T
=3



Match the phrases in bold in the text to definitions 1-7 below.

energy whose source will always exist
the need for something in the world
an improvement in financial conditions

a time when energy will cause problems
an increase in the number of people
a situation where there is not enough oil

the amount available in the world

=l O A & W b o=

Work with a partner. Take turns to say the first word of the phrasesin 3
and for your partner to say the second word.

Example: A plobal
B demand

590> Listen to Judy Collins, an economic analyst, discussing the effects of
the oil crisis on the economy. Number the effects she mentions in the order
you hear them.

a Meetings will be by video conference.

b Fewer peaple will own cars.

¢ More employees will work from home.

d Oil prices will rise. __

e Conszumer goods will became more expensive.

590 Listen again and complete each sentence with a verb.

1 Economists _ that a 5% reduction will cause the price of oil to rise.

2 All plastic goods will become more expensive as the oil starts to 2

3 Experts —that only a few people will be able to run cars in the future,

4 Recent advances in technology will _working conditions for many
employees,

5 Thesitwationwill _ until a substitute for oil is found,

Work with a partner. Replace the words and phrases in bold with a verb
from 6. Then take turns to ask and answer the questions.

1 How much do you think a mobile phone will cost in ten years’ time?

2 Do you think your working conditions will get worse because of the oil crisis?
3 What do you do at work when the ink for your printer comes to an end?

4 How could your company make its image better?

5 What do you predict your company will be like in 20157

¥} For more exercises, po to Practice file 13 on page 126

Choose the three global issues from the list that concern you most. Write
a sentence about each issue. Then work with a partner and compare your
sentences.

poverty  theenergy crisis  population growih

climate change  sex equality  racism

Work with a partner. Look at your list of issues in 8. What action could you
take? What action would you like governments to take?

@ ¥ Interactive Workbook ¥ Glossary
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Language at work | Future predictions

1 Work with a partner. Discuss what trends you think there will be in the
workplace in the future. Then read the text and compare VOUur answers.

Adapting to future trends
in the workplace

Companies who adapt to changing

trends in the workplace are more likely Lo
survive than those whao resist a change.

So what trends should companies be
looking at and how can they adapt?

Business pressures
Competition between businesses will

be much stronger in the future and the
winner will be the first to get its products
onto the market, Managers may have to
consider restructuring their companies.

Age of employees

In the future employees might not retire

at the age of 65 because of a possible

pensions crisis. Employers will have to
adapt the workplace to meet the needs

of an older workforce.

Worl—life balance

Employees will expect more flexibility
from their companies so that they can
spend more time with their families.
Managers will have to design new
timetables in order to keep their staff.

Technological changes

Advances in technology will mean that
employees won't need their own desk
any rmore. In the future, employers will
need to redesign work areas so they
can be used for meetings and leisure
activities.

2 Choose the correct answer from the words in italics. Then read the text

again and check your answers.

1 Managers may / may not have to consider restructuring their companies.
2 In the future employees might / might not retire at the age of 5.
3 Employees will / won't expect more flexibility from their companies.

4 Employees will / won't need their own desk any more.

b === e
. 3 Complete the rules about making future predictions.
TIP | short forms of 1 Use _ + infinitive when we are sure something will happen.
witl Example:
The Shﬂﬂ_ form of will IS L 2 Use or + infinitive when we think
and the short form of will not that perhaps something will happen.
is won't. We usually use short Example:
forms in spoken English and 3 Use v ___+ infinitive when we think
informal Wﬂt“"E-l that perhaps something will not happen.
I'm sure 'l enjoy working Example: —
#w‘r::ﬁ :;T::‘iam bt e 4 :;Spﬂn_ _+ infinitive when we are sure something will not
R finish the report Example:



4 600 Listen to a representative from the Work Association give a talk on the
typical workplace in the year 2020. Tick (v') the correct column in the table.

In 2020 ... will may /' may/ won't
might might
not
The warking population / be older W

There / be many management positions
Colleagues / see each other often

Mozt people / work from home

There / be alot of offices in office buildings
Office buildings / contain a gym
Employees / stay with the same company
Employers / offer better conditions
Employees / take career breaks

5 Work with a partner. Compare your answers by making sentences about
the typical workplace in 2020, using will, may, might. and won't.

¥¥ For more information and exercises, go to Practice file 13 on page 127,

6 Work with a partner. Make predictions about your jobs using the ideas
below. Which of your ideas were similar?
= hours = technology = office
s salary * bencfits s pensions

Practically speaking | How to respond to ideas

1 Work with a partner. Put the responses in order from the most positive (1)
to the most negative (5).
a That'’s a good idea, d [ think that's a great idea.
b I'm not happy about that at all. e I'm not sure about that,
¢ That might work.

2 610 Listen to manager Luis de Sousa discussing how to reduce staff
turnover with his colleague Gina Ronaldo. Match the responses in 1 to
suggestions 1-5 below.

1 have a team-building weekend

2 hold a weekly department meeting

3 offer specialized courses

4 give gveryone a pay rise

5 introduce a bonus system for employees who stay

3 Work with a partner. Your company is having problems with staff turnover.
Look at these ideas and take turns to make a suggestion and to respond.
= improve the office environment = affer flexitime
» recruit the right staff s stop all overtime

Spuail aimng | €T un
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S v
Key expressions

Asking for predictions
Is ... likely to .7

Are o likely to0, .7

Do you think .. will .7

Making predictions

.. will prabably / definitely ..
... probably [ definitely worn't ...
.- 15 likely /! unlikely to ...

Expressing hope
| hope-2will fwen't ...
Hopeiully, .. will / wan't ...

(@ » Interactive Workbook
¥ Phrasebank

Business communication | Predicting

1 Work with a partner and answer the questions.

1 What 5 teleworking?
2 What are the advantages and disadvantages of teleworking?

620 Listen to three people asking their manager about their company’s
new teleworking scheme. Compare your list of advantages from 1 with the
ideas the manager mentions.

620 Listen again and put sentences a~h in the order you hear them.

a __ lhope employees will feel more motivated,

b ___ Hopefully, productivity won't decrease because of the new scheme.
i The new scheme will definitely save the company a lot of money,

d __ Do you think people will do more work from home?

e ___ It probably won't be easy for some people to start with,

f So s our office building likely to close?

g — Just how much are we likely to save?

h The office is unlikely to close completely.

Complete the table with the words in bold from the sentences in 3.

Asking for predictions  Making predictions Expressing hope
1 Arve . likely to .7 1 ... will definitely ... 1

2 2 2

3 3

Work with a partner. You are taking part in the teleworking scheme in 2.
Take turns to talk about the changes in your life, using the language in 4
and these ideas.

* pget bored? s have more free time?

* miss your colleagues? s save money?

« getup early? * enjoy working at home?
» work more? s oo gul more?

») For more exercises, go to Practice file 13 on page 126.

Work with a partner. You have received an instruction from the Head
Office of your company to stop all business trips abroad and make use of
videoconferencing instead. Have a meeting to predict the effects of this
measure on your company, using the ideas below.

= reduce costs?

e buy new equipment?

= where to put equipment?

= technical problems?

¢ clients have video equipment?
= clients like idea?

(2 » Interactive Workbook 3 Email and » Exercises and Tests



BMW transforms its Cowley plant

Whet BMW took over the Rover site at Cowley, Oxford, the plant’s low
productivity was a major concern. The outdated factory machinery meant that
the manufacturing process was extremely expensive. Many of the car parts
were imported from abroad, which was both impractical and expensive. The
workforce at Cowley had spent many years fighting to keep their jobs, and so
relations with management were poar. Finally, one of Rover's main brands, the
Mini, could no longer meet the needs of the customer regarding satety, noise,
and environmental concerns. For the Cowley car plant to continue production,
radical change was necessary.

What problems did BMW face when it took over the Cowley car plant?

What changes do you think BMW made to transform Cowley into a
successful plant?

4 Turn to File 25 on page 140 to compare your answers with the changes
BMW actually made.

Textiles Inc. used to be a successful textile manufacturer, but it is now
losing out to competitors.

Work with a partner. Turn to File 26 on page 140 to find out more
about the problems at Textiles Ine. You are consultants for a company
which has been employed to try and solve these problems. Discuss
the problems and decide what the company needs to do to become
successful again.

2 Work with another pair and have a meeting to present your possible
solutions.

Choose the six best ideas to present to the management of Textiles Inc.

]




* Talking about managing
time

» Speculating and
discussing consequences
using conditional
sentences

e Talking about time

e Negotiating conditions

Case study
s Negotiating new
schedules

Starting point

1 ‘There is never enough
time in the day.’ Do you
agree with this?

2 Are these sentences
always, sometimes, or
never true for you?

T organize my working
time well!

‘1 have a lot of
interruptions at work’
‘When [ have important
work to do, | finish it on
tirne.

3 How do you feel about
people who are always
late or early?

()
b
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Working with words | Managing time

)

> "1\

1 Look at questions 1-3 and answer them. Then work with a partner and

discuss your answers,

1 What percentage of workers read email while speaking on the phone?

a athird b more than half

c moare than three quarters

2 ‘Multitasking’ means doing more than one job at the same time, e.g. writing
an email and answering the phone. Does it allow you to work more quickly?

a Yezs b No ¢ Sometimes

3 What's the warst thing about people who multitask?

a They don't really listen,
¢ They think they're the best,

b They make lots of mistalkes.

2 Read the text and compare your answers.

Multitasking: time-waster or time-saver?

On the other end of the phone, you hear
the sound of fingers on a keyboard.
During a Monday department meeting. a
colleague has his head down, planning
his schedule for the week. At home, your
husband or wife is answering emails
while helping the children with their
homeworls.

We have all learnt to multitask because
we feel we don't have enough time to
get everything done, 45% of workers
teel they are asked to work on too many
tasks at once, according to a study by
the Families and Work [nstitute. Another
survey by ComPsych, a provider of
employee assistance programmes,
reports that 54% of workers spend time
reading email while on the phone and
11% make to-do lists during meetings.

We all have to meet deadlines, bul
is multitasking really the solution for
finishing everything on time? Not really,
if you believe the scientists: We think we
save time by doing two tasks al once,
but studies show that the brain is less
efficient when performing similar tasks,
such as reading and listening. And each
time we switch to another task, we have
to allow time for our brains to adapt to
the new situation.

Perhaps the worst thing about people
who rmultitask is the feeling that they
are only giving you half an ear. So next
time you ask a caller to repeat something
because you are reading your emails and
rot listening to him or her, just remember
one thing: you're wasting time_both
yours and the caller's,




3 Work with a partner. Look at these sentences about managing time.
Choose the correct answer from the words in ffalics, using the words and
phrases in bold in the text to help you.

1 If you waste / save time on something, you don't use your time well.

2 Before you plar / meet your schedule, you need to know the deadline.

3 When preparing a presentation, you should affow / spend time to practise it
4 Ifthere's on / enough time to do everything, you'll meet your deadiine / task.

4 Make similar sentences with these expressions.
1 save time
2 spend time
3 ontime

5 Work with a partner. Give advice on how to run a successful meeting,
using the vocabulary in 3.

6 Read this advice on how to run a successful meeting and complete the
sentences with a suitable word or phrase. How do these ideas compare
with yours in 57
1 your meeting in advance, 50 you know exactly what

subjects you want to cover.
2 Don't wait until the meeting starts to tell participants the agenda,
time by sending it to them in advance.
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3 Start your meeting i

time getting everybody’s opinions on the different
subjects.

5 For each subject, decide who will take the necessary action and what the

is.

6 Don't_ time talking abour subjects that aren'’t on the
agenda. But a few minutes at the end to discuss these
points briefly,

7 Ifyou don't have to discuss all the important subjects,

agree on a date for a new meeting.

»» For more exercises, go to Practice file 14 on page 128,

7 Work with a partner. Discuss what problems you have with time
management, using the ideas below to help you. What could you do to
solve the problems?

* meeting deadlines

= getting to work on time

+ planning your schedule for each day

= multitasking

+ being interrupted by the phone or email

(@ » Interactive Workbook 3 Glossary
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Tip | enough

We use enough before nouns,
but after adjectives.
We don't have enough time.
The mesting wasn't fong

enough.




Language at work | Second conditional

1 630 Silvia has just returned to Argentina after working on a project in
New York for three months. Listen and answer the questions.

1 Did she enjoy her time in the USA?

2 Would she like to work there?

630 Listen again and underline the words in ifalics you hear.
1 il / I'd go crazy it | fived / livein the USA,

2 What would / will you do il they offer / offered you a job there?
3 1Ifitis / was only for a year or two, | would / might say ‘yes'

4 Ifthey want / wanted me for longer, | wowldn't / won't accepl it

3 Look at these two conditional sentences and complete the rules.
If they gave me a promotion, | wouldn't leave, (second conditional)
If they give me a promation, [ won't leave, (first conditional)
1 The 15 used to talk about something which is probable and
its result {they will probably give her a promotion),

2 The is used to talk about something which is less probable
and its result {they probably won't give her a promotion).

3 We form the second conditional with {f+ L would+

4 Look at the sentences in 2 again. What do we use instead of would when we
are unsure of the result?

5 Complete the questions in the second conditional with the correct form of
the verbs in brackets.

1 1If — (you/ have) the chance to work in another country,
which country __{you / choose)?
2How  {you/ feel)if_ (vour boss / ask)
you to work at weekends?
3 E_ (you / can) study full-time for a year, what subject
| _{interest) you most?
| 41F (there / be) an extra hour in your working day, how
{you / spend) it?
5. {you / be)happlerif (mobile phones /
not exist)?
6 Ifyou - {not / have) a clock or watch to see the time at
work, (it / be) a problem for you?

6 Work with a partner. Ask and answer the questions in 5.

Example; A [f you had the chance to work in another country, which country
would you chooge?

B [Idon't know, but { might choose China, What about you?
A [think I'd go to Vietnam.

3 For more information and exercises, go to Practice file 14 on page 129,




T Read the text. Then work with a partner and answer the questions.

1

Do you think people in your country live on ‘event time' or ‘clock time'?

2 Would you like to live in a country with a different time culture to yours?

The idea of time

The social psychologist Robert Levine, who has
spent years studying people’s ideas about time,
says that cultures can be divided into those which
live on ‘event time’, where events are allowed
todictate people’s schedules, and those which
live on ‘clock time', where people’s schedules
dictate events, People who live on ‘clock time” are
more punctual than those who do not, and their
countries tend to be more successful economically
—if perhaps less fun at night — than those which
live on ‘event time”

8 Work with a partner. Do you live on ‘event time’ or ‘clock time'? Student A,

turn to File 27 on page 141. Student B, turn to File 48 on page 145. Then
turn to File 57 on page 146 for the answers.

Practically speaking | How to use time expressions

1 840 Listen to two conversations about deadlines. In each conversation,
what do they have to do?

2 640 Listen again and match 1-7 to a—g.

[z B L I - T T e

7

by a away

within b as possible

before ¢ have time

ass00n d Monday

right e the end of next week
on foaweek

when you g Friday

3 Look again at the phrases in 2. Which two phrases do not give a specific
deadline? Today is Wednesday. Put the other phrases in the right order,
from the most to the least urgent.

4 Work with a partner. Take turns to ask for the things in 1-6, using the
words in brackets.

L= T4 Y S S S

Example: Can you give me an answer within two days?

Today is 13th April. You want an answer by 15th April. {within)

It's 9.00 a.m. You want to receive the report today, (by)

You want confirmation of the meeting before Friday evening. (end)

It’s 3rd December. You want the budget figures within four weeks. (before)
It's Friday. You want to see the new preduct now! (right)

Today is Tuesday. You want to have a meeting the day after tomorraw. {on)

87
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Key expressions

Describing the problem
There’s / We have a problem
with ...

Basically, ...

Negotiating conditions
What if we did x?

Would you agree to do Y?
Could you do Y7

Would it be OK if ...7

Responding

Yes, that would be possible.
| think we could do that.
Sorry, that wouldn't be
acceptable.

Describing advantages
That would allow us /your o .

@, » Interactive Workbook
¥ Phrasebank

Business communication | Negotiating conditions

1 650 Hans-Peter Berg works for a machine tool manufacturer. He receives

a phone call from one of his foreign suppliers, Luca Peretti. Listen and
complete the information.
Problem:

First solution:
Disadvantage of first solution:
Second solution: e — —

Who will pay?

650 Match 1-10 with a—j to make complete sentences from the listening.
Then listen again and check your answers.

1 We have a problem a ... be possible.
2 Basically, b ... pay the extra cost?
3 Woulditbe OK _ e ... with delivery,
4 Yes, that would d ... we've got a lorry drivers’ strike.
5 Whatif __ e ... get the parts to the factory on time.
6 Could you f ... beacceptable.
7 Ithinkwe g ... we transported them by train to the border?
8 That would allowus to _ h ... send alorry to pick them up?
9 Would you agree to i ...if we sent them by train?
10 Sorry. that wouldn't j ...could do that.

3 Which phrases in 2 are used to

1 introduce the problem?

propose solutions? Faziss

describe the consequences of a solution?
ask if someone can do something for you?
agree to a solution?

reject a solution?

h LN b L Ra

Work with a partner. Student A is a supplier of computer processors.

Student B is a computer manufacturer. Have a phone conversation, using

the notes below.

A Describe problem: processor ardered (Version 2.1) not in stock. Propose
solution: send version 2.2,

B Accept solution. Ask if A can send it by end of this week.

A Reject proposal. Give reason: final tests on Version 2.2. No stock until next week.

B Propose solution: delivery by Friday of next week il same price as Version 2.1
{330),

A Reject proposal. Propose unit price of $40 for Version 2.2 (normally $50).

B Accept or reject proposal.

3» For more exercises, go to Practice file 14 on page 128,

Work with a partner. Have a phone conversation to negotiate new
conditions for an order which has been placed. Student A, turn to File 28
on page 141 Student B, turn to File 49 on page 145.

(@ » Interactive Workbook ¥ Email and 3 Exercises and Tests
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The world’s tallest (unfinished) building

The Ryugyong Hotel in Morth Korea has

105 floors, making it the largest building

in the country and one of the tallest in the

warld. However, more than 20 years after

construction began. it was still unfinished.
Started in 1987, the Ryugyong’s 3.000

rooms and seven revolving restaurants were

scheduled to open in June 1982 far the World

Why is the hotel still not finished today?

Festival of Youth and Students, but problems

with building methods and materials delayed it

Building work stopped in 1992, In recent
years, the North Korean government has tried
to invite foreign investment of US$300 million
to improve and finish the hotel. However, the
final cost could be maore if it has to be rebuilt
due to structural problems.

Why is it so difficult to meet deadlines in the construction industry?

Why are projects like these often much maore expensive than planned?

Phoenix Office Design constructs and designs office buildings. Phoenix
constructs the outside of the building, but subcontracts all the interior
work to Metropolis Construction. Today is Monday 24 Septemhber. Phoenix
is having problems with the building of the roof and the site needs to be
closed for at least a month before work can start again.

Look at the Gantt chart showing the project schedule for today.

PHOENIX OFFICE DESIGN Ciie_nt: Odensa, Delivery deadline: 31 December

| *FPhoeniy " Metropolis

External walls®

. .Hﬂﬂf P

July Agust September | October | November Decemhﬂ-r

Internal walls*

Plumbing®

Electricity! [ [

Floors* [ |

Decoration® |

Work with a partner. Use the Gantt chart above to plan a new
construction schedule. Turn to File 30 on page 141 for more information.

Work with a different partner. Student A, turn to File 23 on page 139.
Student B, turn to File 50 on page 145. Then negotiate the conditions of
the new schedule, including the extra costs.
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15 } Training

Learning objectives in this

unit

* Talking about personal
taeean bl Working with words | Personal development and training
Giving advice using
modal verbs 1 Read the text. Would you like a business coach?

Saying thank you and

o | The benefits of business coaching
Showing understanding ) _

and suggesting solutions In recent years business coaching has '3

grown, with companies such as Unilever
Case study and KPMG taking part. It can cost up to
e Introducing personal £3,000 a-day. However, the results are so
development impressive that some companies want all
programmes their exscutives to enrol to improve their
performance.
Starting pﬂil"lt What do business coaches do? Basically,
they let you talk about the problems you
1 What skills do you are having in your professional life and
need for your present help you set new goals. They then meet
job? Did your company or speak with vou regularly to see if you need to develop vour skills.
offer you any special are achieving those goals. For example, The coaching experience can be an
training? they can find ways for you Lo get better ideal opportunity to take a step back
sales results; to motivate your team to and evaluate your lifestyle. The result is

2 What new skills would work better, or to improve your promotion  often a better work-life balance, Jeremy

you like to ]e_arﬂ for prospects in your company. Coaches donot  Lang, former Chief Executive of Chilprufe,

your professional actually make decisions for you, but give  the underwear manufacturer, said, 'l am

and / or personal you feedback on your ideas, They can also  working 50% more on my business and 50%

development? help you identify what training you might less in my busingss. 1am 100% happier”
I = ST

Z Read the text again and answer the questions.
1 What’s the maximum you might pay for a day’s coaching?
2 What are some companies asking their top managers to do?
3 Do business coaches usually
a help you organize your working time betler?
b listen to your problems?
¢ make written recommendations on what action to take?
d help you get better results?
e recommend jobs for you in other companies?
4 What does Jeremy Lang mean when he says ‘T am working 50% more on my
E business and 50% less in my business’?

B
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3 Match words and phrases in bold in the text to meanings 1-8 below.,

1 think about your life in a calm way

give somebody the desire to do something
learn how to do things better

do your job better
decide on your objectives
reaching your objectives

increase the possibilities of a better job in your company
tell someone what you think of their performance

o TR T TR FR W % I

4 Complete these sentences with a form of the words and phrases from 3.
Then work with a partner. Take turns to ask and answer the guestions.

1 What things you ta do your job well?

2 When was your last annual appraisal? Did you any for
this year? What are you domng to try and thern?

3 How often does your boss you on your performance?

4 Do you think training is the best way to your
What other ways are there to move up in the company?

5 When is the best time to a from your job?

6 What new would youliketo _ in your professional life?

7 Have you done any training courses recently to your at

work? How have these courses helped you?

5 Match a company training course from the list to 1-5 below,
Project management  Managing stress  Motivating employees
Communication skills  Time management

PERSONAL DEVELOPMENT AT WORK
Five training courses to help yiou achieve your personal and professional goals:

to achieve a work=life balance and take a step back.

to bea better listener and run effective mesatings.

to speed read and deal with emalis

(%, T e P SR
|
|

¥} For more exercises, go to Practice file 15 on page 130.

6 660 Listen to Scott Wesley, a sales director, speaking with different
colleagues. Match conversations 1-3 to situations a—c.
a At the coffee machine
b At an annual appraizal
¢ Alameeting

T 66 Work with a partner. Listen again and answer the questions.
1 Why aren't Scott’s colleagues happy with what he says?
2 What courses in 5 would you recommend for him?

8 Which of the courses in 5 would be useful for you? Why?

9 Work with a partner. Take turns to describe what skills you need and to
recommend a course.

(@ » Interactive Workhook ¥ Glossary
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Tipl have to and must
Have fo describies things that
our employers, the government,
ete. ask us to do.
{ have fo work 39 hours a
Wesk,
We have to pay tax three
fimes & year
Must describes things that are
urgent or personally important
for us.
You must pay our tax bill this
week,
I must try to work harder.

Language at work | Modal verbs for giving advice

1 Read the advice on how to conduct an appraisal with an employee. Ignore

the gaps in the sentences for now. Do you agree or disagree with the
different points? Then work with a partner and compare your answers.

Advice for managers

1 You_ use your own office for the interview,

2 You _ do most of the talking,

3 You start with one or two questions aboul the employee's
personal life.
You ___ give negative feedback first.
Yau discuss if the employee achieved last year's goals.
You offer solutions when goals haven't been achieved.

670 Listen to a Human Resources manager giving a presentation to
department managers on annual appraisals. Compare her advice with
your opinions in 1.

670> Listen again. Complete the advice in 1 with the modal verbs which the
HR manager uses. Choose from this list.

must  mustnt showld  showldnt  could

Complete the sentences with a modal verb from 3.

1 Ifit’s really important to do something, vou do it,
2 Ifit’s a good idea to do it, you _ doit

3 Ifit's possible, you do it

4 Ifit's not a good idea, vou doit

5 Ifit's a very bad idea, you do it

Look at the advice for improving your promotion prospects. Are the points
a important? b agoodidea? ¢ possible?

nota goodidea? e avery bad idea?

Work longer hours than your colleagues.

Apply for every management position advertised in the company.
Tell colleagues which jobs you are applying for.

Get to know your boss personally.

Tell your boss you are thinking of leaving. ___

Help work colleagues with their problems as much as possible.

Ask for training courses at least once a year.

Always send copies of your work to your boss. ___

speak loudly on the phone so your boss can hear your conversations.

L= = B = T - T R =

Work with a partner. Discuss your answers, using a modal verb from 3.
Example: You shouldn't work longer hours than your colleapues because .

il 000



7 Work with a partner. Read about Marek and Klaudia. Decide what
problems they have at work and what advice you could give them.

Marek Podolski: 45-year-old project manager

for a software company. Works 60-70 hours Klaudia Wojcik: 28-year-old sales rep for an
aweek and is very stressed. Has too many insurance company. In the job for five VEars.
projects to manage at the same time, all with  Excellent sales results. CEQ promised her quick
impossible deadlines. His team refuse to do promotion when she arrived, but her boss says
extra hours and his boss refuses to recruit she’s 100 young to be a manager. Applied three
another team member. His wife complains months ago for the position of Sales Manager,
that she and the children never see him. but didn't get the job. Her boss was on the

interview panel, but the CEO wasn't.

¥} For more information and exercises, go to Practice file 15 on page 131.

8 68p Listen to two experts talking about the problems in 7 and compare
their ideas with yours.

9 Work with a partner. Take turns to explain the problems below and to give
advice.
= improve your personal performance
= develop your skills
¢ get the most lrom your annual appraisal
= oct a better work—life balance to have more free time

e e e
Practically speaking | How to say thank you and respond

1 What would you say in these situations?
a An ex-colleague invited you to a restaurant and has just paid the bill,
b It's your annual appraisal with your boss. The meeting has been useful
¢ A colleague has spent two hours showing you a computer program.
d A supplier you work with has just sent you a birthday message.

2 690> Listen to four conversations. Match each one to a situation in 1.

3 69p Listen again to the conversations and complete the sentences in A.
Then match the two parts of the responses in B,

A B

It was very nice of you to YouTre  atall
Thanks Mo welcome
Thanks for - That's  problem.
Thank you for 5 Mot OF.

4 Which of the sentences and responses in 3 are more informal?

&

Work with a partner. Say thank you and respond in the situations in 1.

6 Work with a partner. Have similar conversations for these situations.
1 Someone has helped you carry a heavy box to your office.
2 You've spent the weekend on your boss's yacht.
3 A colleague has helped you write a report.

Tip | nice
Mice has many different
meanings in English.
It was nice of you fo invite
me. (nice = kind)
Did you have a nice fime in
Beying? (nice = enjoyable)
My colleagties are vary nice.
{nice = frisndly)
That brachure jooks nice.
{nice = attractive)

=
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Key expressions

Showing that you are listening
| see,
Right,

Expressing sympathy
| understand totally,
| know how you feel.
It's not 2asy for you.

Reassuring

I'im sure there's a solution.
It's: not your fault.

Dion't worry.

Suggesting possible solutions
Perhiaps you could do ...

Have you thought of doing .7
Why don't yau do .7

Responding to suggestions
Yes, (that's a) good idea.
That might be possible.
Mo, | can’t do that.

{© » Interactive Workbook
¥ Phrazebank

Business communication | Showing understanding and
suggesting solutions

1 Work with a partner. Answer the questions.

1 Why do people sometimes have to work late?
2 Do you ever work late? If so, how often and why?

70 Marisa is talking to her colleague Glen. Listen and answer the
guestions.

Why does Marisa's boss Tom want her to work late today?

Why can't she do it?

Why can't she work late tomorrow?

Why is it taking her so long to finish her work?

Why doesn't the company want to give her training?

When does her work have to be finished?

What does Tom say about deadlines?

=] h W s W e

70t Listen again and number these phrases in the order you hear them.
1 Right 5 [zes

2 It’s not easy for you. 6 lunderstand totally,

3 I'm sure there’s a solution. 7 1 know how you feel. ___

4 Don't worry. 8 It's not your fault,

Work with a partner. You are both having some problems at work at the
moment. Take turns to explain your problems and show understanding.
Student A, turn to File 34 on page 142, Student B, turn to File 51 on page
145,

710 Work with a partner. Discuss what you think Marisa should do. Then
listen to Glen talking about Marisa's problem.

1 What solutions does he suggest?

2 Which idea does Marisa accept?

71l Listen again and complete the suggestions and responses.

Suggestions Responses
1 _ a Mol — ot
g0 to your son's schoaol ., -
2 S ———— b That
coming in at the weekend?
3 = c Yes,
tell Tom that you can work on
Saturday?

¥} For more exercises, go to Practice file 15 on page 130.
Work with a partner. Take turns to explain some problems, suggest
solutions, and respond. Student A, turn to File 32 on page 142, Student B,
turn to File 05 on page 135.

(@ ¥ Interactive Workbook 3 Email and 3 Exercises and Tests



Helping employees to
succeed and grow

L5I Corparation, a leading provider of innovative silicon, systems, and software

technologies, believes that personal development benefits both employees

and the company. It knows that lack of skills and low morale can reduce

performance, quality of work, and efficiency, For this reason. it offers a wide

range of programmes which give staff the opportunity to

= have quick access to the technical information they need, with an online
database of mentors who can be contacted to give help and advice on specific
subjects

= continue or complete their higher education with assisted programmes at
accredited universities

= identify and develop the skills necessary to improve their job prospects in the
company with online tools to create a personal job and skills analysis

* be recognized for exceptionally good performance with special award
Programmes.

How can a lack of skills cause problems for a company?
= . What do you think of the programmes that LSI has?

Do you have any personal development programmes in your company?

You work for Lektra, an international firm of engineering consultants.
The HR Department is concerned that many employees are dissatisfied
with their personal development in the company.

Listen to some of the employees’ comments. What aspects of
personal development does the company need to work on?

Work with a partner or in small groups. Discuss what programmes
and ideas could be introduced to improve personal development in the
company.

Fresent your ideas to the rest of the class. Choose the three best ideas
to suggest to management.

buuiel) | gT Hun




Your career

Learning objectives in this

unit

e Talking about ambitions
and careers Working with words | Careers
Revising grammar and
tenses 1 Read the text and find out which jobs Greg Mortensen does or has done.

Saying goodbye

Giving a personal How to move a mountain —

presentation

e the story of Greg Mortensen

« Ambition!

it's been over fifteen years since Greg
Mortensen attempted to climb K2, the
world's second highest mountain, At

Starting point

1 What are the most the time, Greg was working as a trauma
| popular careers in your nurse in the USA, but his adventure in the
| country? Himalayas set him on a new career path.

During the climb, 50-yearold Greg

2 Which careers have the : ;
became ill and lost the rest of his group.

longest training? -
He walked to a local village and while
3 Are there too many recovering there, he realized that the
| graduates in any one children in the village did not have a

career area? praper school. He made the decision to

4 ‘A change is as good as return to the USA and concentrate on would buy a pencil for a child in South
arest. Do you agree raising money so that a school could be Asia Tozether the class collected maore
with this idea? built in the village. When he got home, than 62,000 pennies. Mext, a Seattle IT

_——— his life changed direction dramatically. specialist saw an article about Greg's
He gave up his house, lived inthe back of  experience on K2 and sent him a cheque

his car, and wrote hundreds of letters to for 512,000,

celebrities asking for money. However, at Since then Greg has spent six months
first he had little success. of every year in the area, building aver

Greg's luck changed when a student a0 schools. In 2006 he completed a best
in his mother's class in a school in selling bool, Three Clips of Tea, about his
Wiscansin found out that one penny adventures.

2 Read the text again. Then work with a partner and answer these questions.
1 When and where did Greg Mortensen's life change?
2 What were his fundraising methods?
3 How does Greg spend his time now?

96
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3 Match the words or phrases in bold in the text in 1 to these definitions.

1 stopped having or doing
finished
a planned series of jobs or professions
took a different way

decided (to do something)

give all your attention to something
passed {time)

3w o Wb

Work with a partner. Look at the quotations from people talking about
their careers. Take turns to use a word or phrase in brackets in the correct
form to report what each person said.
Example: A I'chase to go to Oxford and not Cambridge University,
B He made the decision to go to Oxford and not Cambridpe.
1 ‘I chose to go to Oxford and not Cambridge University. (make the decision)
2 'l finished my studies in 1989 (complete)
3 'Itrained in an architect’s studio for two years.” (spend)
4 ‘T'm going to study medicine, go abroad for some work experience, do my
exams, and qualify as a family doctor.” (career path)
5 “lleft my job in the cily and moved to the country.” (give up)
6 “I was studying maths, but | hated it, so I tried drama and became an actor
instead.” (change direction)
7 Al I want to dois paint.” (concentrate on)

731> Listen to four people talking about career changes they have made.
Which speakers are happy with the change?

T3I> Listen again and complete the sentences with one word each.
1 Dealing with the publicis one of Speaker 1's ____

2 Time management iz her greatest ;

3 Speaker 2 joined the army at 16 because he had no plan.
4 Speaker 3 studied human resources because she wanted a

5 Tohold an exhibition of his own pictures was Speaker 4s ——,

Match the words and phrases from 6 to meanings 1-5.
1 A new and difficult thing that needs effort,
2 A fault in your character,

3 The good gualities that you have.

4 The direction you want to go in your working life,
5 Something that you really want to do.

¥» For more exercises, go to Practice file 16 on page 132,

Work with a partner. Take turns to talk about your career path, using the
ideas below to help you. What do you have in common?

e your strengths and weaknesses

* your career plan

= challenges in your work

= your ambitions

{D 3 Interactive Workbook 3 Glossary

Tip | qualification,
degree, and diploma
A gualification is an exam you
have passed or a course you
have completed.
Jack left school with no
formal gualifications.
A degree is the gualification
you receive when you have
successidlly completed a
course at university.
My brother is doing a
chemistry degree;
A diploma is & shorter and
more practical course, often at
a college.
Chioe’s studying for 2 diploma
in hotel management.
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Language at work | Revision of grammar and tenses

1 Read the text. Why do many people decide to change their career path?

Career changes that make a difference

An American university has recently carried out a survey into why people decide to
change direction in their career. The results show that 1% of the people interviewed
would prefer to do something more useful with their lives. Most of them think that
they would have more job satisfaction if they could give something back to the
COmrnunity:,

A typical example of this is Jeflf Short, whose original aim when he set up his own
company was to make money. However, after 18 years running the company, he
realized that something was missing in his life. After his company was sold, he joined
a leaching programme online and now gives classes in industrial technology at his
local high school.

MNowadays there is an increasing number of educational programmes that give
people the opportunity to make a difference. Many of them are parttime so that
you only have to give up your current job once you become qualified. ‘If you go
back to studying, you'll find a job that makes you happy, says the head of one of
the programmes. ‘Those people who have doubts about their current job should
get in touch immediately with their local university to find out what's an offer; she
recommends,

2 Read the text again and find one example of 1-7 below.
1 the comparative form of an adjective __ maore usefu/
2 anuncountable noun
3 ‘a modal verb used to talk about obligation

the past passive form of a verb
a first conditional sentence
a second conditional sentence
a modal verb used to give advice

=1 O

3 74> Listen to part of a business documentary about successful people who
give some of their money to good causes and answer the guestions.
1 What does Ulises de la Cruz do?
2 Where does he come from?

3 What has he spent his money on?




4 74> Work with a partner. Look at the information about Ulises de la Cruz

and choose the correct verb form in italics. Then listen again and check
YOUur answers.

1 Several times a week he'’s sending / sends money back to his hometown,
Ulises grew up / s grown up in a very poor village in the Chota valley.
Since then he serup / s set up a medical centre.

At the moment he builds / s building a sports and community centre,

He'll open / s opening it at the end of the season if it’s finished.

Next he's going to build / s building 40 new homes for the villagers.

o ok L b

3} For more information and exercises, go to Practice file 16 on page 133.

Student A, turn to File 33 on page 142. Student B, turn to File 52 on page
145. Take turns to read out a sentence. Your partner must decide if it is
right or wrong. If the sentence is wrong, your partner must correct it. Give
your partner one point for every correct answer.

Work with a partner. Imagine a friend of yours is looking for a job and
there is a vacancy in your partner’s company which would be perfect for
your friend. Tell your partner about your friend and recommend him / her
for the job, using the ideas below to help you.

e how you know him / her

= your friend’s current job-and why he / she wants to leave

e his / her education and qualifications

= his / her previous jobs

s his / her strengths and weaknesses

= his / her ambitions

= hig / her plans for the furure

P =aE = = e . e "
Practically speaking | How to say goodbye

1 75> Work with a partner. Match ways of saying goodbye 1-4 to responses

a—d. Then listen and check your answers.
1 Bye then. See you on Monday a 3

2. It was nice meeting you. b Bye Have a good weekend

3 Bye Sue, I'moff. ¢ Thanks and goodbye, Dylan.

4 Goodbye. Have a good trip. d And you tog. See you nexi iime.

Bye. Brian. See you tomorTow

750 Listen again and decide if the conversations are formal or more
informal.

Work with a partner. Practise saying goodbye to each other in the
following situations.

1 To your Managing Director at the airport.

2 Ta your office on a Friday evening,

3 To someone you have met for the first time after a conference,

4 To the colleague who sits next to you,

1991ed INoA | 9T uun
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Key expressions

Talking about the past
Iy / his / her previous
refe ...

From 2002 to 2005 ...
Last year ...

Talking about recent
‘EXperences

Up to now ...

Over the last year ...
Fecently ...

Talking about the present
At the moment ...
Ire my £ his  her current rale .

Talking about the future
In the futare ...
Over the next year ...

(2 » Interactive Workbook
¥ Phrasebank

Business communication | Giving a personal presentation

17

6l Listen to two people, Thorsten Richter and Amy Chang, giving a

presentation about themselves at the beginning of their talk at a company

C

27
1

th s W bo

[=3]

8
9
10

onference. Who gives the most information about themselves?

61> Listen again. Which speaker says the following?
Last year T was promoted to this position. [
[ studied economics and business,
Recently [ have worked on several successful cases,
In my previous role [ ran the Creative Department in Bonn.

Up to now I've managed to find solutions for all the companies [ have worked
with,

Over the last year I've met with all the country managers.

In my current role as consultant to your company, I'm looking to improve
your sales figures.

At the moment we're working together with a consultant,

Ower the next year I'll spend two weeks in each department.

In the future we may have to target a different market,

3 Complete the table with the time phrases in 2.

Talking about Talking Talking about Talking about

the past about recent the present the future
exXperiences

Last year

4 Work with a partner. You have been asked to introduce a speaker at a

c
5

onference. Student A, turn to File 35 on page 142. Student B, turn to File
3 on page 146. Take turns to give your presentation,

¥ For more exercises, go to Practice file 16 on page 132,

5 Give a presentation about yourself to a partner. Include:

your education

your previous employment
your recent experiences
your present role

your plans for your future.

(@ » Interactive Workbook 3 Email and 3 Exercises and Tests



Work with a partner. You need two coins and two copies of the Student’s
Book. Use the board in one book to play the game. The object of the
game is to reach the final square first and become the M.D.

Start on the FIRST DAY square. Student A, toss your coin. If it lands on
heads, move one square. Ifit lands on tails, move two squares. Follow
the instructions written on the square you have landed on.

Student B, toss your coin, and so on.

Refer to the second Student s Book, if necessary, to remind yourselves of
the language you need to use.

FIRST DAY

Discuss your progress
on the new company
catalogue,

Chosen photos «
Written text 13

Sent to printers X

You are SACKED
for losing a client.
GO BACK TO START

Explain the trends and
changes in one area of
YOUT COmMpany 10 wour
partner. Choose from:
size; employees: sales;
markets.

Your company is going
o outsource the IT
Department. Make
predictions about what
will happen,

Introduece vourself

to a partner and tall
them something about
yourself,

Delegate three jobs 1o
VOUr partner.

Check in at a company
Reception.

Tedl your partner

the number of
employees in your
COTMpany

2 the percentage of
WiOmen

the poputation of
VOUT Country.

Lt

You go on holiday.
MISS & TURN

Ask politely what your
colleague’s phone
number is,

You are off sick.
MISS-A TURN

Make a lunch
arrangement with your
partner for next wesk,

Invite your partner o
go to the theatre with
you this weekend.

Thank your partner tor
showing you around
their company and say
godbys,

Call a client to confinm

& delivery. He / she isn't

in the office,

Welcome a visitor to
VOUF Company.

Suggest how to deal
with the number of
days off taken by staff
in your department,
Respond toyour
pariner’s suggestions.

You are having a3
business lunch.
Recommend some food
io a3 partner.

You-are at-an interview
for the post of

Managing Director, Give

a presentation about
yoursell,

Spell your first name,
surname, and the name
of your company.

Your laptop is stolen.
MIS5 A TURN

Give a short formal
presentation about your
COmMpany.

You are SACKED
for missing a meeting.
GO BACK TO START

1a91e2 Jnm| 9T Jun




1 | Practice file

Working with words

Business communication

1 Match 1-6to a-f. 1 Rachel Steadman meets Gideon Lack at an

1 Duranrual salss are d international car show. Complete the conversation
2 We're based below with sentences a—j.
3 We make a Nice tor meet you too,
4 Wesell b Can [ introduce you to her?
3 We specialize ¢ And what do you do?
6 Weprovide d What's your name again?
- & What about you?
a ... phone services. .
y o : f Thisis Rachel
b ... in many different countries. ;
. 2 £ S0 why are you at an international car show?
¢ ...in phones for children under twelve, h Cand 5
o B e Bere o S o
d —E3-millien: i 5
i i Nice to meet yvou,
e ... mobile phones, C Whatd i e
! hat does the company do?
f ...inthe north of Tkaly. ! e

Rachel Excuse me. Can [ sit here?

2 Choose the correct word in italics to complete Gideon Yes, of course,
the text. Rachel Thanksvery much. '_f ['m Rachel Steadman.

My company 'produces / predeets specialized software Gideon *__I'm Gideon Lack.

for the film industry. Our 2head / bosed oifice is near San Rachel *___ Gideon, Where are you fram?

Francisen, but we also *specialize / operate in Europe and the Gideon 1'm from Switzerland originally. But [ live in the

Far East where we Have two “services © subsidiaries There ate Czech Republic now. ‘7 Where are you based?

450 *employs / employees in the comparny, We sell / sales Rachel In Toronto

aur ‘produce / goods to companies like Dreamworks which Gideon And who do you work for?

“provide s make animated movies. Our technalogy is very Rachel Bos. Perhaps vou don’t know it

naw, 50 we don't have many “compelitors / companios. Gideon Mo, [ don't, ®

Rachel [t's an advertising agency. I'm here with Honda.

3 Complete the sentences using a suitable word from 2 It's one of our clients. ©

in the correct form.
1 We have annual __sales of $25 million,
2 Mot many

100,000 employvees,

in the world have more than
3 Totalgazis one of the of Total Group,

4 We only sell these in Europe and Morth

Gideon I'm a teacher of Greek literature.

Rachel That's unusual. ©__

Gideon I'm here with my wife. She works for BMW.
Ah, there she is now, ®

Rachel Yes, of course. That would be nice.

Gideon Sorry, '

America, Rachel Rachel. Rache! Steadman
5 Where exactly is your company 7 Gideon Ursula. " She works for an advertising agency
HE&M in good-quality clothes at low prices. in Canada

A ot of pizza restaurants ~ home delivery
SErVIices.
8 The TATA Group

9 We offer a wide range of consulting

__on all six continents.

10 ‘What exactly does your company *



Language at work | Present simple

Present simple

Form
Positive: Add -5 or -e5 after the verb with ke / she / it
I/ you S we / they specialize in Latin American miuisic.
e/ She / fr specializes in high-tech products.
Negative: Use the auxiliary do / does + not + verh,
It doesn’t produce software,
We don’t produce mobile phones.
Questions
1 Use doand deoes, but don't change the form of the main verb
I -5},
Does it have a subsidiary in Ching?
Do you have many competitars?
2 With question words (who, what, where, how, etc ), use do and
doesafter the question word.
Where do pou work?
What does fie do?
3 To give a short answer to questions in the present simple,
use the subject + does / do or doesn't / don't,

Do you work for o multinational company?
Yes fdo, / No, Tdon't

Does your company aperate in South America?
Yes, it does. / No, it doesn't

Exceptions

1. The verb beis irregular.
fam

You / We / They are
He f5he £ Tris

2 In guestions with be. do not use do and does.
Is he Spanish?
Where are the subsidiaries?

3 In negative sentences with be, add ot or ot
L'm not from Ching,
They arven’tin the company roday.

Use

1 T talk about facts or things which are generally true.
The company provides insurance services.

2 To talk about regular actions.
We have sales meetings every month.

3 Do not use the present simple to talk about actions in
progress at this moment. Use the present continuous for this
(see page 105).

1 Complete the sentences with a verb from the list.
start starts work works s are

specialize  specializes have hes

1 The company fag  three subsidiaries in the Far East,

2. Zhe. in Manchester today.

3 We in the advertising of children's toys.

4 The meeting always at 2.30 p.m,

5 She for an engineering company.

6 They usually work at about 7.00 a.m,

T I_ one office in Paris and another in Buenos
Alres.
He's a lawyer. He in company law.
Most of our competitors in Burope.

01 in sales.

2 Choose the correct words or phrases in italics, then
match the questions to answers 1-10in 1.

What do / #ees you specialize in? 3.

Who do / does your wife work for?

Have you / Do you have an office in Paris?

Where be / isshe?

What do / does you do?

Whao do be / are your competitors?

Where has / does the company have subsidiaries?

= 1~ ERL o Y RS = " S v -

When do they start 7 starts work? ___

What time deo / does the meeting start?

j What is / doeshe do?

3 Complete the missing words. The last letter of each
word is given.

1 A = your Head Office in London?

B Mo, our company _ &1t Brit

2 'msorry, but we _'t have a sales office in the
Middle East.

3 What sort of products s your campany seli?

AHe _  ‘tworkin Munich any more.

B Really. 5o why _% he have a flat there?

2 They

business trip.

't in the company today. Theyre ona

6 | T know how many emplovees they have

SaIURdLUO) T 9] @2130eId
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' Practice file

Working with words

Business communication

1 Match the jobs or organizations in the list to the 1 Seth Guterson wants to speak to Yolanda Cascarino,

people talking in 1-7.

A CUStomer a supplier a subcontractor

a consultant aeolleague anemployment agency
& training organization

1 If you want to leave early, I can finish that for you

a colleague

2 There are three new management courses starting next
month. =

3 We now have those chairs you ordered. U'll send them
today,

4 [ have two more CVs which look interesting for that sales
job _

2 I'm afraid we can't accept any more work from you this
month. =

6 I'minterested in your products, Can you send me some
muore information?

7 I'll email you a report on Monday, and then we can talk
abourt it,

Match 1-5 to a—e to make complete sentences.
1 My jobinvolves d

2 I deal

3 My job consists

4

I'minvolved

5 I'mtaking

a ... oftaking orders from customers,
b ... in training new staff

€ ...partin an interesting new project.
d werking very-long hours:

e ... witha lot of customer problems.

Choose the correct word in italics.

1 He's invelves / involved in two or three big research
projects.
T'want to deal / take part with my email before [ leave,
Her job consists / involves travelling all round the world.
He can't fnvolve / take partin this morning's meeting —
he’s too busy.

5 His work consists / involves of finding new customers in
Eastern Europe,

but she isn’t there. Complete his phone conversation
with the receptionist using the words in the list.
halp epeak calling afraid give
take back Dioes ask This
Seth Could 1'_speak  to Yolanda Cazcarinoe, please?
Receptionist Who's ? . please?
Seth is Seth Guierson,
Receptionist I'm*
moment. Can [

Yolanda's in a meeting at the
& message?

Seth Yes, sure, Canyou ™ her to call me

Receptionist OK. 5o that's Seth Guterson, _ she
have your number?

Seth Yes. she does.

Receptionist GK, Seth. [l _her the mezsage.

Seth Thanks for your® . Goodbye.

A few hours later, Seth is still waiting for Yolanda to
call. He phones her again. Put the words in ftafics in
the correct order to complete the conversation.

{ there [ Is

Yolanda Seeh /is / speaking / that / Yes,

seth Yes, it is. Hi, Yolanda.

Yolanda Hi, Seth

customer [ about / you / Sfapanese / phaning f Are [ that
; .

Seth Yes. | am: | have his contact details.

'm / F'm / to / that / sending / calling / them / you / tell /
oW — —

Yolanda Grear, Seth.

caliing fvery f Thanks / for / much

Seth You're welcome.
or / tomarraw / vou [ later [ o f mayhe [/ Soeak




Language at work | Present continuous

Present continuous
Form

Positive: Use am / i/ are + -ing form
He's preparing his presentation,
Negative: Use am / 5 / are + not + -ing form.
They're not working roday.
Questions
1 To make questions with the present continuous, put am /s /
are before the subject
Are you staying in this hotel?
Where is she working?

2 To give a short answer to yer / no questions in the present
L:unﬁnuuus. use the subject + am /s / are,
Are you working on this now?
Yes Fam. / No, I'm not.

Use

1 To describe actions in progress al the moment of speaking,
Hi. Uy calling you from my car.
2 To deseribe actions in progress around the present time, but
not always at the moment of speaking.
He's doing a very interesting course this month.

3 To describe current trends:
The company Is doing well in South-Fest Asia

[y —— . — o, e — )|
Language tip
Lise the present simple to talk about regular or repeated
actions {see page 103).
Do say: She calls me arce or twice 3 month
Don't say: Shes-ealling me twice 3 month.

1 Complete the sentences with the present continuous
form of the verbs in brackets.
1 ({we / develop) Wearedeveloping  a new range of
products for South America.

2 (he / stay) at

the Intercontinental Hotel?
3 (you / not / listen)

to me. What did [ say?

4 (I / leave)
NoW. See you tormorrow,

3 Why (those German engineers £ visit)
the company?

2 Match guestions 1-6 with answers a-f,
What is she doing? _2_

Whal does she do?

Are you working this week?

Do you work at weekends?

Why do you legve the office so late?

L= T B -

Why are you leaving the office so late?

She’s a teacher.

Yes, but only four days.

A AEaste s in T sress-Stadies

My boss always asks to see me af about 7.00 p.m.

We had a very long meeting,

™o ol

Mo, never

3 Read this email and choose the correct form of the
verb In italics

Hello,

1 Yweite | am wiiting to ask if you “have | are having a sales
office or sales rep in Argenting. I “work [ am working Tor a
small computer producer hers and we “fook | are looking for
a new supplier of sound cands. We usually *buy [ are buying
from & supplier in the USA, but their products “become [ are
Becoming too expensive for gs.

We have over 30 shops in Argentina and we “open | are
opening another five this year.

We also regularly Sget | are getling business by mail order via
our website.

We *fry [ -are trying to find a new supplier before the end of
this month, so please contact me as soon as possible,

Best regards
Elena Suarez &

.'1:
f—
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3| Practice file

Working with words

1 The people in sentences 1-10 all have problems.
Match problems 1-10 to the departments a—j that they
call for help.

1 5% of the products we made today were defective. o

My phone doesn't work.

I need 4 new assistant in my department.

[ want to do a course to improve my English.

L4 < 4L B

| don't know if we have enough cash in the bank 1o pay
this supplier. __

[ want custormers to know about this new product.
Lwant to buy some new furniture for my office.

A customer has just called to say he isn't happy.

w e o~ O

[ want to know il we can transport an order to a
customer before Friday,

[
=

I need a new program which waorks more quickly.

Customer Services
Logistics
Technical Support
Quality-Costral
Training

Finance

Human Resources

=i - B B - ~ PRSS S = S -

Marketing
IT
j Purchasing

Z Choose the correct answer from the phrases in italics.

1 The company is divided into / dividesinte [/ isdivide
between three business units.

2 She's charged of / in charge of / charge for the Logistics
Department.

3 The Sales Manager is reported to / reportsto / reports af
the Sales and Marketing Director.

4 The IT Manager is responsible for / of / to developing
new software solutions.

5 We have a lot of contact to / on / with the Finance
Department.

Business communication

1 Look at the three diagrams. Which diagram

1
z
3
4
3
G
7

is-apie chart? &

isagraph?

15 3 table?

shows rises in sales?

shows rises and falls in sales?

shows the breakdown of sales by region?

doesn't give any figures 7

a Export zales
.-"'-----.-
b Export sales
’A mericas {17%)
Asia “ Africa (10%)
(52%)
Eurape (21%)

c Total sales by quarter

Q1 $24.5m
gz $22.3m
Q3 $251m
Q4 2382 m

2 Put the words in italics in the right order to complete
the sentences from a presentation.

1

Here's a diagram of our company structure. that / clear /
s Istharolegr 7

Here are our sales figures. QX / see / evervbody /
that / Can ?

see Syou S As f ean -
—_— cwe hiad a good year.

thimg / The / here [ is / Important

the number of new cuatomers.
at f ook f Have f table / a f this
I It shows our
sales figures for the first guarter of the year.
breakdown fof / table / the / This / shows ! sales
. Can you
see that?



Language at work | Asking questions

Questions
Form :
1 The normal order of words in a question is: 5
question word or phrase + auxiliary + subject + verb.
Where do you work?
How marny days is he staying? 3
2 The creder of words is the same even when the subject
consists of several wards. 4
Whar time are the CEQ and the Production Manager
arriving? 5
3 In guestions with a yes / no answer, the order of words is:
auxiliary + subject + verh. [
Does ke work in production?
Are you opening o new affice? -

4 The auxiliary and verb form are different for each tensze;
Present simple: do / does + verb 8
Where does he live?

Present continuous: am / is /S are + -ing

Why are you calling? 22
_ b
Past simple: oid + verb .
Wihat time did you arrive? 10 a |
For more information on the past simple, see page 108 L
Exceptions 2 A manager of Wrigley's, famous for its chewing gum,
1 When the verb be'is the main verb, there is no auxiliary. The is answering questions sbout the company. Look at
order of words in & guestion is: his answers and decide what guestions the journalist
question word(s) + verb + subject. asked: Use the words in ftalics to help you and add any
When is the meeting? other words you need.
Where was he yesterday? e TATh y T
1 your s Where [ sell [ produces [ you
2 When the guestion word {or words) is the subject of the Q Where do you sell your produ 7

sentence, there 15 no auxiliary, The order of words s
guestion word{s) + verb.

Who works here?

How many people are coming?

1=

(32}

B

1 Choose the correct question froma orb,

Where does your boss work?
Where works your boss?

What do yvou make products here?
What products do you make here?
Why is changing vour logo?

Why is your logo changing?

Do you have a canteen here?

Have you a canteen here?

1 How often the company does launch new products?

fat]

o

How often does the company launch new products?
Who does the Sales Manager report to?

gET TEPOTts to?

any new factories?

actories?

7
A About 15,000,
chewing gum / much / Americans ¢ How / eat
Q ?
A About 180 servings of gum per year.

SI01ISIA € @)1 @311081d
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Practice fi

Working with words

1 Complete the text by finishing the words.

Masai Barefoot Technology

The Swiss engineer, Karl Muller. had the *orfpingl idea for METs
when he noticed that walking in Korea with no shoes helped his
back pain. Back in Switzerland he started experimenting with
shoes that copied barefoot walking, He did same 2

. Afterten years, he completed the *d of
his first shoe, the Schritt Masai {Masai Step), but he did many mare
B _t  before itwent on the market, When
he was satisfied he “b the g with the name
of an East African tribe. the Masai, who are well known for running
barefoot through the bush, He ™/ the shoes in 2000 and
sald 20.000 pairs that vear, Since then, Karl Muller has sold over a
million pairs of MBTs in 20 different countries in the waorld.

Z Complete the clues to the crossword, Then use your
answers to complete the crossword.
Clues across
4 Our carpooling system is much cheaper for the staff, 1
more economical,
6 Cur new caris much easier to park. It's very
[or driving in the centre,

7 'The new reception area looks more modern, 1t's quite

8 They tock a long time planning the new model. It's very

Clues down

1 The new office furniture is exactly what we needed. It's
VETY

2 The operating system on my computer is easy to use. It's
wery

Jacl's new PDA fits in hiz pocker. It's guite

I really like cur new uniforms. They're really

1

ra

ek

5
456 TG R B iR S A

o

Business communication

1 A catering company has done some research into

buying a new marquee. Put the sentences in the

report about the research in the right order.

a _I The purpose of our research was to find a new
margquee to replace our old onés. We wanted

b ____ Finally, we interviewed the customer and our
employees. We asked

c our technicians what they thoughr of the marguee,
We found

d ___ that the T-system was easier to pack and transport
than our old ones.

e __ iothe Sales Director who agreed to let us have one
on trial

f Why did we choose the T-system Marguee? Because
of its spacious design

g — Then, we took the marquee to our next venue and
put it up.

h ___ First, we contacted Bond Fabrications which

produces marguees. We spoke
i te find out how easy the marguee would be to
transport

A restaurant has done some research into buying new
uniforms for its staff. Complete the report about the
research using the phrases below,

Finally Weifc We wanted
Then Why ¢ We spoke to
First Thepinpose We asked customers and staff

I'm here to report on our research into companies that make staff
uniforms.

' The purpose of our research was o find a company that
creates original designs atr a reasonable price,

e to find the best
Company to design our next set of uniforins.

e _ new uniforms?
Because custormers have complained about the appearance of or

senving staff. © S
made a list of all the possible companies we could find,
5 . wiee chose the top

three companies, !
the Saies Deparoment of each of the companies and asked them
tosend us a sample design,

. three members
of staff wora the samples in the restaurant for 3 week.

L. _ for their opinion
of the uniforms. ? S ——— _
the most popular uniform with customers was the one designed
by Business Style because of its bright colours and medern design,
The stalf also preferred this uniform because itwas comfortable
and easy o wash.




Language at work | Past simple

Past simple
Form

Positive: Add -ed to the infinitive of regular verbs.
We started work at 7.08 vesterday.

Add -d to the infinitive or regular verbs ending in -e.
. She lived in Switzerland
Change the -y to - and add -ed to regular verbs ending in
CONSOnant + -

He wried to find a new job.
Double the final consonant of short regular verbs ending in
vowel + consonant,

[ stopped the car,
Many verbs are irregular. Irregular verb forms do net end in
-,
For irregular verb forms see page 134,
Negative: Put didnt before the infinitive of both regular and
irregular verbs.

I didn't want to be late for the meeting.

They didn't see the manager.
Questions
1 Put did before the subject and the infinitive of both regular

and irregular verbs,
When did they arrive?

Where did you go?
2 To give a short answer to yes / no guestions in the past
simple, use the subject + did / didn ¥
Did he email you yesterday? Yes, he did. ¢ No, he didn't

Use

Use the past simple to describe a finished action in the past,
They sent the parcel on Monday, but it didn't arrive until
Friday.

Words and phrases we often use with the past simple are:

yesterday, lost week, fast vear, in 2003, five pears aoo,

e P e )
Language tip
The vert be does not use the auxiliary verb oid to form
the negative or questions.
The manager wasn't in the office yesterday.
Were the products well-designed?

1 Complete the text with the past simple form of the

verbs in brackets.

Last week I ' way  (be) very busy. On Monday morning our
biggest customer ° (visit) our factory
| (meet) her at the airport at 7.00 in
the morning and * (take) her to the
plant. In the afternoon we * {have)a
meeting which * {not finish) late, and m
she 7 (want) to see a show afterwards,
On Tuesday 1" {Av) to Berlin for a
conference. In the afterncon 1* frnake)
(not go) very
[go) to Stuttgart

a presentation which

well. The nextdayI'___

to meet a supplier. On Thursday we ©

{interview) candidates for the new sales jobs, bul we ~
— {(notfind) anybody suitable. In

the evening [ '* (play) squash in the

company tournament, but, unfortunately, 11

(not win}. On Friday I 1% (reply) to

all oy emails and 7 (write}a

proposal for an Austrian company. [n the afternoon [
it {attend) a planning meeting which
{end} very late in the evening,

(not get) home until midnight!

n

&

Complete the guestions.
1 What _time. did they arrive 7

They arrived at 9 o'clock

2 Where _ __F
We had lunch in the staff canteen.

3 Whao at the
conference?

[ saw our colleagues from the Buenos Aires office.
4 Why = the
meeting?

S1anpold maN ¢ 91 8d13oeld

The manager left the meeting because he had an urgent
phone call.

5 Which hotel ar?
They stayed al the Hilton

6 When the
COMpany?

She joined the company last year.
7 Howlong —
with the vigitors?

1 spent all day with them

8 How many emails &

We sent about a hundred



5 | Practice file

Working with words

Business communication

1 Name these company benefits by matching a word 1 Choose the correct response.

from A to a word from B.

A B
maternity membership
fiexible childcare
paid scheme
private phone
aym hours
COMpAany holiday
mobile leave
pension Car
anmual healthcare
subsidized bonus

1 I get five weeks a year. ___ pald holiday

2 1don't pay any medical bills. __

3 Buse it during the week for work, but I can alsouse it at
the weekend for family trips. -

4 | don't think about it now, but it will be very useful when
I'm 63,

5 My daughter hasn't started school, 50 it’s great to have
help with this.

6 It's a new club, so all the equipment is really up-to-date,

7 We get an cxtra two days’ pay if our results are 5%
higher than the last year, S —

8 Idoall my hours from Monday to Thursday. Then [ have
Friday free.

8 Tt's a really important benefit for women who want 2
family. ===

10 I can even watch TV on the new one they've given me!

2 Complete the text from a company’s jobs website with
a suitable word.

How do I *_aonly  for the job?

Go to the 'Documents” page lclick herel and print a
copy of the * form.? _ in the form,
and attach an updated version of your * . This
should include a description of your work experience,
educational qualifications, and the names of three

z . together with their contact details. Send
both documents to the address at the top of this page.

What happens next?
If you are shortlisted for this . we will contact
you by phone before 31 March to arrange an 7 :
Unsuccessful ® will be informed by letter, also
by 31 March.

1 Where are we with the Lufthansa contract?
a Welemddusioh
b They haven't signed yet.
¢ Yeg weare-thera,
2 lcan't contact the IT Manager - his line's always busy,
a ['m very busy at the moment
b Can vou call him?
c OK, leave it with me.
3 Have you prepared the job description yet?
a1 did it last week.
b | can deal with that.
¢ You're very short of time.
4 Can you deal with that customer in Lagos for me?
a Have you done it?
b I'll leave it with you,
¢ I've already spoken to him.

It’s Friday, and we haven't even finished the first part of

1851

the presentation.
a Yes, time's running out.
b We'vealready doneit.

¢ Where are we?

Stella Wu and Antonio Brocci are discussing the
introduction of a new flexitime system in their
company. Complete these sentences from their
conversation with the words in the list.

short already  aboumt

Where cnaf with

Lieave [EETES! vt

1 The clock-in machine hasn? _ arrived yet.

2 Canyou deal that issue?

3 it with me.

4 T've been very of time this week

6] are we with the new flexitime system?

6 T've talked to the Human Resources Manager
7 Time's running _

8 What _ the clock-in system?

9 Haveyoutalkedtothestaff 7



Language at work | Present perfect (1)

1 A customer service manager is talking about the

Present perfect

Form
Positive: hgve / hay + past participle form,
I have (I've) finished rmy work,
He has (He's) written three letrers today.,
Negative: have / has + not + past participle.
They haven't done the work this week,
The post hase’t arrived yet.
Questions
1 FPut hove / hos belore the subject.
Howve you seen the new Production Mangger?
Where kas she heen today?
2 Togive a short answer to pes / no questions in the present
perfect, use the subject + has / have or hase’t / haven't
Have you seen that repart pet?

Yes, Fhave. /£ No, I haven't.
Has the HR Manager seen the CVs?
Yes, she has, / No, she hasn’t,

Use

1 To talk about past actions where the time inchides the
present.
I've made three presentations today / thisweek / this month.
2 To describe progress in a list of things to do, we use already
and frot) . per?
Herve you visited that customier yet?
No, I haven't had time {yet]. But I've already made an
appointment with fin,
3 Toask someone about general experiences in his / her life,
We USe-ever
Hove you ever seer the Taj Mahal?

No, mever.

4 Use the present perfect to talk about actions which started im

the past and are continuing now. For more information, see
page 125
Ive worked here for three years fand { siill work here now),
& For past actions where the time doesn't include the present,
use the past simple.
I'haven’t seen him today, but [ saw him yesterday.

D R e e Wt e P g |
Language tip
For regular werbs, the past participle form is always the
same as the past simple: verb + -(ejd
For irregutar verbs, the past participle and past simple
forms are sometimes the same. For a list of irregular
verhs, ses page 134,

situation in his department. Complete the text with
the present perfect form of the verbs in brackets.
This month ' hasntbeen  (be) a very good one for me,
Three more members of my team *

(tell) me that they are leaving the company. Two of them
3 {mot / find} another job yet, but
they say that the pressure of work: ?

(become) too much for them. Its true that there

: (be) a big increase in their work
this year because two other customer service assistants
5 (already / leave) the department
and we’ (not / recruit) anybody to
replace them. 1" {ask) my hoss
several times if we can employ some new people for the
team, but each time he _ (say) that
we need to reduce our salary costs. But [ know we

e (lose) some business because we

(nol £ have) enough people to deal

with customer calls.
The situation can’t continue like this.
i (not F made) a final decision on this

yet, but I'm thinking of leaving the company myself.

Choose the correct answer from the words in ifalics

to complete questions 1-8. Then match them with

responses a—h.

1 Did you read / Heveyouread that article about
e-recruitment last week?

2 Did vou see / Have yoirseen the new Dali exhibition yet?

3 Have you ever / Did you yet applied for a job online?

months?

8 Haove you learnt / Did you learn a lot In vour last job?

Mo, never. ___

(=

Mo, | haven't. Qur results haven't been very good.

Just one or two this morning,

=P

Yes. [ did. [ did several jobs when [ was a student.

e Mo, | didn't. | didn’t have much responsibility, so it was
very boring,

[ Yes, it was very well-written. _J

g Just one person wasn't there.

h Mo, I haven'l had time.

JuswAoidwy | g 91l ad13deid
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6 | Practice file

Working with words

Business communication

1 Match the verbs 1-6 to nouns a—f. 1 Choose the correct answer in italics in sentences 1-6.

-

112
Ak

Then match the sentences to responses a—f,

1 conduct @ a apersonalized service
2 encourage b repeat business 1 Whar / Heaw do you think about that propozal?
3 offer ¢ customer loyalty 2 Are / Doyouagree that we should contact them now?
4 deal with d complaints 3 1think yow're / you have right.
5 pet e surveys 4 ldon't feel we showld / showldn't do anything now.
6 meet f the needs of customers 5 I'mnot/ Tdon't agree with you,
6 What/ How do you feel about closing the factory?
Complete the text about the Customer Service
Department of a telecommunications company with a a Good, I'm glad you agree with me.
suitable form of a phrase from 1. b Idon'tagreewithitatall
Developments in the telecommunications industry happen ¢ Yes ldo
5o fast, that we are always ' conducting survepys 1o find d [agree with you It'stoo eardy.
out exactly what our customers want. e [tseems like a pood idea,
Wet — inthe 215t century f Why not?

by offering quick and easy connections to Internet users.
We have a call centre which is open 24 hours a day to

. and we charge nothing
for the call, Wet = - by
giving free local calls to customers who have been with

us for more than two years.

We? - - —_ by suggesting
ways of reducing their phone bill to individual customers
and this means we®
from them.

Decide if the word in italics in each sentence is right
(+) or wrong (X). Change the words which are wrong.

1 It was possible to contact the manager, so | sent him an
email. & impossible

2 We're very happy with our courier service because the
drivers are so reliable, =

3 The person on the phone was very helpfi!, 50 | made a
complaint.

4 We ended our cleaning contract because we were
satisfied with the service,

3 The bank gave us & special rate becausze we are fopal
customers.

The participants in the meeting below are discussing
ideas for improving phone skills. Sabina Dusek
doesn’t agree with the others. Complete the dialogue
with phrases from the list.
I don't think
do you think

I think you're nght
persomally, 1 feel
do you feel
Hilrind-stafshenid

I don't agree al all

[ agree

Albert If a customer has a complaint,
! think staff should say sorry immediately.
sabina ['m sorry, but
e =—— . If they say
sorey, that means it's our fault,

Janek Oh, N ___so,
We're just saying thal we are sorry they have a problem,
Customers like to hear that.

Albert * _ with
you, Janek. In a survey we did recently, many aof our
customers said that the person they spoke o didn't
understand the difficulties they were having.

Janek What ”
about this, Tomas?

Tomas Well, © =—— ==
there’s something even more important here: Too many
staff are relling customers that there's nothing they can
do, They say the problem is the customer’s fault. That's
just not acceptable,

Albert Yes. —— ——
How *

all this, Sabina? Don't you agree?

ahout

Sabina Mo, I'mafraid [ don't. ! think that seme customers
try to make us pay for their mistakes But [ agree that it’s
important to be polite and listen carefully first

B



Language at work | Comparisons

Comparative and superlative forms

Form
1 Add -er or -est to one-syllable and some two-syllable
adjectives.
chedp cheaper the cheapest
quiet qguieter the quigtest
If an adjective ends in -y, change the -y to an - and add -eFor
-,
gasy -easier rhesasiest
2 Double a consonant after a vowel at the end of short
adjectives,
hot  hotter  the hottest
big bigger the bingest
3 Somie adjectives are irregular
good better: the best
bad  worse  the worst
4 Add more and most to two- or more syllable adjectives.
Expensive  more expensive  the most expensive
5 Add than after the comparative to compare two things /
people,
The Sales Manager iz more popular than the Financial
Manager.
Note: in the superlative form, you can also use my, our, their,
etc.instead of the.

Use

1 Use the comparative to compare two things.
Fridays are better than Mondays.

2 Use the superlative 1o compare onie thing to many other

things,

Saturdays are the best.

3 To say something is the same, use o5+ adjective + a5
My office is as big as yours.

4 To say something is different use not as + adjective + as.
Fhis machine isn't as complicated as the old one.

1 Complete these sentences using the comparative or

superlative form of the adjective in brackets.

1 Our Managing Director 15 VOLIEer [young)
than the Financial Director.

2 Qur company was (profitable) last
year than this year.

3 We have seven factories: the

({larze) one is in Mexico.

4 Hotels in London are _ (expensive)
than in Faris,
5 [ think our new brochure is {good)
than our competitor's brochure,
6 Our _ (famous) product is the V3520,
1995 was {bad) year for our =
COMpany ever.
B Germany is (big) country in the
ELL
- . = - 1
A company is looking for a new office building. Read o
the information about the three possibilities. Tick () :-‘l
the sentences which are true and correct the false —
sentences. o
—_
Building o
Master Edison Soria fap)
Tower Bauilding Palace
; £
Built 2000 2009 1989 =
(¥
Size 00m* 300m? 1.000m° E
Cost 25,000 8,000 25,000 3
€/month €/month €./ month o
Distance  Skm 20km Okm Fﬂ
from city =
centre o
e
1 The Master Tower is more modern than the Edison
Building

The Master Tower is not as modern a5 [/ is less modern than
the Edison Building.

2 The Soria Palace is larger than the Master Tower.

3 The Edison Building is the most expensive

4 The Soria Palace is move difficulr to get to.from the city
centre thas the Master Tower,

a3 The Master Tower isn't as modern as the Soria Palace,

6 The Edison Building is the largest of the three buildings.

T The Soria Palace is more cxpensive than the Master
Tower,

8 The Edison Building is further from the city centre than

the Soria Palace. —
(113




/ | Practice file

Working with words

1 Complete the sentences.
1 Our__fiielt  lands in Helsinki at 19.30.

2 Thope we will make our __ to Mew York in
Frankfurt.

3 What time does the trainto theairport 7
Would all passengers for Flight LH 128 go to
167

5 Wehavea for a double room for two nights.

6 Exercise in the hotel include a pool, a spa,
and & gym.

7 Howwmanypiecesofhand _ canlake on the
planeg?

B Passengers with small children usually the

plane first,
8 We were late because our plane was ____foram
hour in Stockholm.

10 You can put valuablesinthe _ in your room.

2 Match 1-9 to a—i to make phrases. Then complete the
seéntences with the phrases.

1 single hed a building
2 shurtle _ b bed

3 departure c trip

4 key d bus

5 terminal e desk

6 double f room
T one-way g lounge
8 business h card

g check-in 1 ticket

1 My hotel room was so small that there was only space
fora_ single bad

2 We did some shoppinginthe
before we went to our zate,

3 She gouldn't get into her hotel room because she didn’t
have her

4 There'sa_ between terminals every
five minutes:

3 Jack's wife accompanied him to Paris, so the company
booked a

6 The taxi dropped us off outside the

7 Hebought a to Kome because he
didn't know when to come back

8 The manager of the office is away on a
this weelk.

9 They told us at the that cur flight
was cancelled

Business communication

1 Match 1-8 to responses a—h_

Did you have a good journey? e

Is this your first time in Tokyo?

Did you see the palace?

Do you often go away on business?
Where do you usually go on holiday?
Are you interested in water sports?
What kind of music do you like?

R =] @ B ok W B e

What did you think of the Dali museum?

Yes, | am. [ love windsurfing and jet-skiing,

Oh, anything really. And | love going to concerts:
I thought it was great

Mo, unfortunately [ didn't get the chance,
¥es—itwas-fine-thanks—Justo-short- delay-in-Paris:
No, | came a few limes when | was a student,

lusually go to Greece with my family.

el theom o Quof oo

Yes. | have two or three trips a month,

Z Complete the conversation with a word from the list
been Did go kind often 'see think tdp
A Didyouhaveagood' frip 7
B Itwas a bt tiring actually, We were delayed for two
hours at Heathrow.
A You must be fed up then. Have you ? to
Marrakech before?
Ma, this is my first visit,
Do you L travel abroad on business?
Mo, hardly ever. | prefer going abroad on holiday.
Really? Wheredaoyouusually® 7

e+ TR O - I -

We o somewhere different eviery year. Last year we
went to Thailand.

A [Fid you the Reclining Buddha?

B Yes, [ did. Bangkok was really interesting.

A youvisit the islands, too?

B Yes. We went to the island from the film “The Beach’.

A What did you ” of it?

B [t was a bit disappointing really. There were too many
tourists.

A What®  alfilms do yvou like?

B [ prefer action films really. And you?
A Me too. And thrillers.




Language at work | Countable and uncountable nouns

MNouns

Form
1 Mouns are either countable or uncountable. Countable nouns
have a single and plural form. Uncountable nouns have one
form,
Countable nouns: room (rooms), bus (buses), city (cities)
Uncountable nouns: money, information, lugsage
2 Most plural ¢ountable nouns end in -5 but some are irregular.
person —» people. Woman —» women child = children
3 Use o or an with singular countable nouns.
g reservation an appoiniment

Use some with phural countable nouns and uncountable nouns.

some facilfties  some fnformation
4 Singular countable nouns use a singular verb form.

Is there a shuttle bus to Terminal 37
My flight is delayed.

Flural countable nouns use a plural verb form.
Are there many people af the check-in desk?
The tickets aren’t very expensive,

Unecountable nouns use a singular verb form.
Is there time for us to foak i the Duty Free shop?
Our luggage is already on the plane.

Many / much

Use
1 Use many only with plural countable nouns,
How many gates are there im Terminal 17
Not many.
2 Use much only with uncountable nouns,
How much money did you spend?
Not much.
3 Much and many are mostly used in questions or negative
statements.
How many employees are there in your company?
How much hand luppape have you got?
There aren’t many people at the gote,

There isn't much time between our connecting flights.

P e e ————
Language tip
Many nouns that are countable in & lot of other anguages
are uncountable in English.
Say: information
Dion't say: safrfarriefiors, sforrmations
Other axamples: advice, equipmeant, accormodation

1 Write the words from the list in the correct place in
the table.

R Aight hotel information  luggage
money  reservation suitcase  travel work
Countable Uncountable

bl

2 Choose the correct answer from the words in ifalics.

1T need o take much £ ey luggage as 1'm only

g lor one mgnt

3 There &5 / are a lot of traffic today
{ much people are waiting for the shuttle bus?

news when we arrived ar our

destination

. .
My work is./ gre very near my house

T How much / many
B The information th
Wrong.

3 A passengeris checking in for a flight. Complete the
conversation with a suitable word.

A Good morning. Can 1 have your passport, please?

B Hello. Yes, of course. Here you are

A Thankyou. How '_many  suitcases have you got?

B .Just this one. Can [ have a window seat, please?

A I'm afraid there - any window seats, bt | can
give you ! aisle seat.

B OK. That's fine.

A How® hand luggage are you carrying?

B I'vegot® taptop and a coat

A That’s fine, Now, here’s your boarding pass.

B How much time ® there before the plane takes
off?

A Boarding will start in about an hour.

B OK, thank you. Just one more question. [ need

money, _there any cash machines
in the departure lounge?
A Yes, there are. They 're just past the security check. Have

a good flight.

e

18ARIL L ®]1) @2130Bid 1‘ :
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Working with words Business communication

1 Choose the two possible correct answers from the 1 Put these words in the right order to make suggestions.

words in itafics. 1 we / team-building / a / Why / organize / don't / event

1 lasked the company to give me o guote / a delivery date / Wity dii 't we organize o team-building event 9

CHE-SIHREEY.

2 The customer asked me for a refund / an order / some
prices,

3 Jack called our supplier to make some information /
an enguiry / a complaint,

4 We locked on the website to track the shipment /
delivary / refund,

5 They were late paying their last &ilf / goads / inveice.
Eve confirmed the arder / price / complaint by email.
Do you ever purchase defiveries / goods / products on the
Internat?

Different customers are phoning suppliers in 1-8.
Choose the correct answer from the words in ftalics.

1 Helle, I'm calling to ask ghout the goods we gueted /
purchased [rom your store last Monday. Can you tell me
when you will pay / deffver them?

2 We'd like to place / order a hundred PDAS for customers,

but we need them urgently. Could you check / track that
you have enough in stock?

3 I'd like 1o ask for / make an enquiry about an order |
recently made. I'm trying to process / track the shiprent
on your website. but it isn't working.

4 Can you confirm / enguire the price of the products we
ardered [rom you? The price vou quoted / delivered is
different from the price on the invoice.

3 Geod morning. I'm calling to do / make a complaint
about your latest delivery. I'd like to ask for / make a
refund because most of the products are broken.

6 Hello, I'm phoning to cancel / eaguire my order, We've
l[ound another supplier who can ship / track the goods 1o
Us lomoTrow.

7 Can | place / purchase an order for ten BlackBerrys,
please? I'd also Tike to know if | can confirm / change the
order if' | decide 1 want something different,

8 How long does it take to quate / process an order? Also,
how do vou canfirm / cheek the order — by email?

2 about / we / order / think / Maybe / cancelling / the /
should
2

3 email / Head / sending / to / How / an / about / Office
7

4 this / tomorrow / we / about / talk / again / Shall

7

3 in /local /£ newspaper / We / the / could / advertise

& with / discuss / we / manager / this / 1 / the / suggest

2 Complete the responses with a word from the list. Then
match responses a—f to suggestions 1-6 in 1,

Fing greal Let’s sure think work
a Thatsa Lreof ideal Why don't we go paintballing? L

b I'mnot
trackit first.

about that. Perhaps we should try to

¢ OK. _ ask him what he thinks in our meeting
LOmOrrow.

d Yes; vou should call them right now and ask
for a quote,

e [ don't think that will . It's an internal problem,
really.

r_  TI'lecall you atter lunch.

3 Three colleagues are discussing a recruitment

problem. Put the dialogue in the right order 1-8,

a 1 We've got too many orders right now, | think we need
to take on a new person,

b Yes | agree. Why don't you make the phone call and
we'll write the advert?

c Good idea. That way we'll get local people. [ suggest
wie call thern right now,

d ___ Agencies are usually expensive. We could put an ad
in the local paper. It comes oul on Fridays.

e ___ I'm not sure about that. Most people who visit the
website are interested in buying our products. not
working for us.

f ___ 'What about placing an advert on our website? That way
people who are interested in the company will see it

g Well, we could contact a recruitment agency instead
and get them to find some candidates.

h 4 Fine



Language at work | will / going to / present continuous

will
Form
Positive: will +verb
Il meet you ot the reception desk in your hotel.
Negative: won't (will not) + verb
T'won't disturb you.
Questions: will + subject + verb
Will vou call me later?

Use
T make decisions at the moment of speaking.
A Camyou let me have o number to cantact you on?

B Just ¢ moment. I'll give you my business card.

going to
Form
Positive; Subject +am / i / are + going to + verb
I'm going to look for g new job after the holidays.
Negative: Subject +am / is/ are + not + going fo + verb
He isn't going to work late tonight.
Questions: om / is / are + subject + going to + verb
Are they going to fook for a new head of department?
Use

To talkabout a plan that we have already decided on,
We're poing to move (o the new office in the spring,

Present continuous
Form
see page 105

Use

To talk about a future arrangement someone has made,
The arrangement usually has a iixed lime or place,
A What are you doing formorrow affer work?

B I'm taking my daughter to the dentist.

fe————— s e = SN A
Language tip
As well a3 the present continuous, we can offen Use
going fo for a fulure arrangament,
The Managing Director's wisiting the office tomorrow.
The Managing Direclor's going to wisit the office
fomarrow.

1 Choose the correct answer,

1

k=]

There's no message. Frrealling / Pl call back later this
afterncon.

It's her fiftieth birthday so she’s going to have [ she'll havea
party.

You can call at any time because we aren’t going £ waon't
Fo out.

I'm going to wash / It wash my car tonight. It's really
dirty

He can't meet us tomorrow because kel visie / he's visiting
a client.

6 Don't worry about the taxi. It won't be / isn’t being late.

I can't stand my job any longer, so fm poing fo ook £ I
fook for a new one

She's playing / she'll play tennis tonight, so she can't go o
the dinner.

Complete the mini conversations. Use will, going fo, or

the present continuous form of the verbs in brackets.

1

A [ can't hear you very well.

B I'm sorry. | W speak (speak) up a little
A How are you getting on with that project?

B We

(not finish) it on time.

A When are you going to lalk to your boss about your
timetable?

Bl {meet)
her tomaorrow afternoon,

A When do we have to pay the inveice by?

B I'm not sure. |

{ask) one
of my colleagues,

A What are you doing tomorrow at 1 o'clock?

Bl {have)
lunch with a customer.

A Can you tell me when my order will arrive?
B Just a moment. [
- [check) with
the driver.
A How did vou get on at yvour job interview?
B Really badly. |
—_— —— _ {not geat)
the job.

SIapIQ g @)1y adnodeid
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Practice file

Working with words

Business communication

1 Complete these sentences with words from the list. 1 Match 1-10 with a—j to make ten sentences you can

You may need to change the form of the words.

offer gnter share
promats expand launch
improve discount bt

arrract
1 Nobody knows our brand in this country. We need o
_promote_ i,
2 [fyou have a loyalty card, we can you a 5%
discount.
3 We anly have a small share of the European market and
weneedto it
4 We are
The new bright colours for our product have
younger customers.

the new product in Asia next week,

[4]

6 The very good summer helped to Our ice
cream sales,

7T It will be difficult to _
because we have no experience.

8 We have

clothes for children.

____ the Chinese market

our product range by introducing

8 1l you have your student card, we can give you a
of 10%;
10 We need to increase our
market.

—of the Buropean

2 Match the type of advertising to descriptions 1-6.
press ads anling adverts

ol per s

TV advertizements

cutdoor advertising
word-of-mouth
1 Treceived this brochure in the post this morning,
direct mail
2 Look at that billboard, They're advertising those running
shoes again!

3 llove that ad! Theyve shown it three times this evening!

4 Let's go to that new Japanese restaurant. Rudi said it was
very good. = -

5 They put cur ad on page 10. There are so many other ads
there, it’s difficult to secit. —

6 How much do we have to pay to put an ad on that
website?

use in a meeting.

1 We're here today o a ... cafch that

2 I'mpot b ... you said?

3 Ididn't ¢ .. with you.

4 What was that ___ d —to-discuss—

5 Couldyoube e ... tothe next point?
6 We're getting off f ... morespecific?

7 We've covered £ ... what we've agreed?
8 We can come back h ... the subject.

9 Canwemave on i ...everything ..,
10 Can we sum up . j ... tothat later.

2 Mike Thomson has called a meeting. One of the

items on the agenda is the problem of wasting time

in meetings. Complete the conversation with the

sentences from 1.

Mike OK, can we start? "_We're here today to discuss how to
make our meetings more effective. John, can you tell us
about what you're doing in your depariment?

John Well, we've introduced the concept of the five-minute
meeting. Andit's working very well

Pilar I'msorry, *

Did you say a five-minute meeting?

John Yes, but il sumetimes goes on for half an hour.

Hachirou Sorry, but 1 =
[5 it & five-minute meeting or a half an hour one?

John Well, the important thing is that it's short

Mike John?
How does the meeting work exactly?

John We meet every day aller lunch and you inform
everyone of where you are with your work and ...

Pilar Sorry, * = — =

John I said we meet every day after lunch for an update,
Sabine Why after lunch? Everyone's falling asleep then
Mike 1 think".

Let’s just talk about the idea itselll The time of

day isn't important, If we have time,

(15 minutes later)
Mike OF, I think

. —_— on the
subject of the five-minute meeting.
B - on the
agenda: how to inform staff of decisions made in
meetings?
(20 minutes later)

Mike 3o, very quickly,
i —— ——— today?

Sabine and Pilar are going to ..



Language at work | Modal verbs

Modal verbs
Use

1 To describe an action which is necessary, or a legal
obligation, use hove (o or need o,
You have to wear a seat belt when you are-driving
We need ta completé our tox form before Sth April
2 To describe an action which isn't necessary, use don't /
doest’t fave to or don't / doesn'’t need to.
We don't have to work of weekends in our company,
The report doesn’t fiave to be finished today.
3 For an action which is possible or permitted by law, use can
ar be allowed o,
Youwcanleave early today because we're not very busy.

Companics are allowed to advertise aleohol after 10.00 p.ni.

4 If the action isn't permitted. use can’t or am nol £ fsnt f aren't

alfowed to.
Sorry, but vou can’t smoke here,

Cyelisty aren’t allowed to use motorways,

Form

1 Toask a question with kave to or reed o, Use do or does,
Do [ have to write this report mow?
Daes the company need to hove quality certification?

2 To ask a question with be allowed to, use am /5 / are,
Are cigaretie companies allowed to advertize?
Am [ allowed to park fierc?

3 Questions with can begin with the word can.
Can foreigners vote in national elections?

Can I use my phone for personal calls?

1 Are these sentences true or false for your country?
Correct them where necessary.,

1 You're notallowed to drive a car if you don't havea

licence.

2 Cardrivers have to wear a seat belt,

3 Car passengers don't need to wear a seat belt.

4 Youcan't smoke in restaurants and pubs.

5 You're allowed to vote when you are 16 years old.

6 Products with lots of sugar need to carry a health
warning.

T Schoolchildren don't have to wear a uniform to school.

B8 You can retire when you are 55 years old.
9 Advertisers aren't allowed to compare their products
with their competitors

10 Shops can open seven days a week:

2 Complete the missing words in this guide for new
employees, using a suitable form of have to, need fo,
can, or be allowed to.

Working at FTC
Frequently Asked Questions (FAQs)

1 O Where canl/ am [allowed to park my car?

A In the emplovee car park behind the main building,
2 1 towearformalclothesto

work?

A Np, you don't. feans and a shirt are fine
3 Q- What hours do | have to work?

A Everyone be in the company
between 10 2. and 4 pm. But you

to choose when you start and finishowork,
e B o4 10 s,

4 0 I
when | want?

to take my paid holiday

A Yes but you have to take at least three weeks inthe
SUMMmMer.

5 Q Who doIsee if I have a problem with my contract?

A You speak to the HE Manager.
& 0 Can use the internet for personal research?
AYouw_ useit during your Junch brealk, but
You to use it during office
hours.

7 0 Am [ allowed touse my office phone for private cafls?
A You can make {ocal calls to landlines and you
to pay for these, You

use the office phone for long-distance calis

or calls tomobiles.

bunies 6 a1y ad1deid
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Working with words

1 Complete the sentences by finishing the words.

1 The new uniforms seem to be p_opedar
likes them.

— EVETYONE

2 Customer service has dealt with any problems in an
e way

3 OQur competitor has started producing environmentally
f__  telephones,

4 Our HR Manager wears very strange clothes — they're
quite

5 Most customers found the new tracking system very
u =—

6 The manager has introduced & new i_
energy in the office,

[ 8ave

T We have a special container in our office forr
ink cartridges,

8 Our new supplier is very ¢ Their warchouse
is very near our factory.

9 That's the first time I've heard that idea. It's very
o

10 We got the new laptops at a good price — they were very

good v for money.

11 Cur new furniture wasn't expensive. [t was quite
a__ actually,

1Z Thed - of waste is a problem, We don't know

where to throw it away,

2 Complete the conversations with a word or phrase

from 1.

1 A Does yvour new hybrid car cause any pollution?
2 A s the rent for your office expensive?
B No, it's quite . actually.

3 A The new design of the AS982 is quite strange, isn't it?

B Yes, it is. It's quite _
4 A How much did you pay for your new office furniture?

B It was really cheap, but it's beautifully made. It was

3 A Do you reuse plastic carrier bags?
B Yes, we do. We believe in

6 A How far do vou live from your office?

B Not far atall - T can walk to work. It's very .

T A Who told you to turn off the lights at 6 o'clock?
Blt'san
costs:

from Head Office to try and reduce

B A The new ordering system seerns to be working well
B Yes, it's guite LS t?
9 A What do people think of the new canteen?

B Most people like it [ think it's very

Business communication

1 Look at these sentences taken from a presentation

about safety at work. Put the sentences in the order
they come during the presentation.

a That brings me to the end.of my talk.

b T'll talk about the annual medical checks later.

¢ — Mynameis Freya Branca and 1 wark for the Safety
Council.

d ___ Thanks very much for listening.

e ___ First of all, we're going to look at safety in the office,

f Let's move on to safety off-site.

g2 _ I'mhere today to tell you about the new regulations

being introduced next year.

h [ {Geodafternoon, everybody,

— My next point is about general health issues.

J — Aslsaid before, employees are going to have a
compulsory medical check-up

A representative from a green cleaning service
is giving a talk about his company. Complete his
presentation with phrases from the list,

CI talk

My next point

Let’s move on Helhrand weicome,

Thanks very much  as ! said befare,

That bringsme  I'm here today First of all,

I Helloy and welcame
Green Sheen. * :
to tell you about the advantages of contracting our cleaning
servipe; > ——

about the financial side of things later.
4

I'm Greorgio Belatoni from

R we're going
to look at the benefits of employing Green Sheen to clean
your offices, Well, the most important advantage is the
clean and healthy working atmosphere we create by using

only environmentally friendly products.
5

to our cleaning
professionals. We choose our staff carefully, and you'll

find our cleaners polite and [Hendly, a pleasure to have in
the building. ©
is about your company image. By employing a green
cleaning service, you will show your commitment to the

environment, increase your appeal in the market, and
attract more customers. Finally, let’s talk about the cost of
contracting Green Sheen. Our cleaning service is very good
value for money, 25 we offer a personalized price. And,
s youare likely
o get more customers by going green.
= to the end of
mytalk,® —  __Har

listening. Mow, are there any questions?



Language at work | The passive

Passive forms

Form
Verbs in sentences can either be active or passive.
The passive 1s formed with the verb be + past participie of the
main verb.
Tense Passive form
Present simple The phofocopier is serviced once a year.
Our offices are cleaned in the evening.
Past simple The meeling was held yesterday.
The new computers were installed last week
Questions
1 Tormake guestions in the passive, put s are / was /f were +
subject + past particple,
Are the pipes produced abrogd?
Where were they made before?
2 To give a short answer to questions in the passive, use the
subject + i are S owas S owere,
Were they delivered last week?

Yes, they were. / No, they weren't,

Use
1 When the person who does the action s unknown.
The flowers are changed duily.
(I don't know who changes them.)
2 When the person who does the action is unimportant.
The horel was built in the 18th century.
[Itisn't important who built it)
3 When the person who does the action is too obvious to
mention.
The baoks were delivered this morning.
It's obwious a delivery company brought the books.)
4 When we want to say who does something in a passive
sentence, we use the preposition by,
The party was organized by the social commitiee.

R T e o e Sy il T g B A & b
Language tip
Passive forms-are usually used in formal written English
miare than in spoken English,

Candidates far the job are required to speak fluent
English.

1 Correct these sentences,

1 Deliveries are make three times a week.
Deliveries are made three times a week

2 The invoice sent yesterday,

3 Ower a thousand guests was invited to the event.

4 The post collects at 10.00 am. every day.

5 The software is wrote by our own engineers,

6 The meeting was cancelling because of the strike,

Choose the correct answer from the words in ftafics.
Crutseurcing is when a company 'uses / #wsed an external
company to provide a service, The idea of outsourcing is

of suggested / was first suggested by Adam Smith
The Wealth of Nations', which Tpabiished / wos

W

15 D00k

e 1 17 76.

sgves / is soved a company maoney, résources, and encrgy,
However, direct communication between a company and its
ten fost / often loses and customers can soon

Rewrite these sentences in the passive form starting
with the words given.

2 The HR Department sent an email to all emplovees
An email |

3 Someone stole the money d

The money
4 The Heads

decision

The staff

5 We dizcuss salanes with employees individually,

=]

f Department informed the staff about the

Salaries
6 He keeps the key to the safe in his desk
The key to the safe

seap| MaN 0T 9]y @91oeid
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Working with words

Business communication

1 Put the letters in the right order to form a word and 1 Put these words in the right order to make complete

rewrite the sentence,

1 The UPREPOS of the trip was to motivate the new team.
purpoge

2. 'We held our last corporate VETEN at the America’s Cup

3 The ENEUV of the dinner was the top-class restauran
Triton in Prague,

4 Over 500 TUSEGS were invited to attend.

3 We were working to a UTDEBG of €30.000.

6 The TOSH OYPCAMN didn't provide transport, so we
had to take a taxi. .

sentences,

1 wvery / you / kind / That's / of
That's very kind of vou

2 o/ you / lunch / like / Would / join / for / us
Vi

3 up / 1/ station / pick / the / Shall / you / from
3

4 but / get /I'd / some / Thanks / rather / sleep

&N

you S hook /like £ table £ me £/ Would / to0 7 a

2
Z Complete the sentences with a suitable form of the & water / you / of / Would / a / like / glass
verb from the list. 2
accept arrange book 7 the ./ bungry / for / I'm / invitation / Thanks 7 but / not
entertain held reinforce
s any  halds : . : _ ) )
1 My company _folds _ a corporate event every June. Rewrite these sentences with the word given.
2 We invited our VIP clients to a luxury spa to i :
L_* . & eh 1 Doyouwant something to eat? (like)
our relationship. . i e 5
3 The host company _ a trip to the Taj Mahal " et ) y i '
: . 2 5hall we stop for a break? (like)
4 Our bank always its clients at Roland Garros. z 2
5 The venue we last year was too small, —— ==
. T . 3 Shall I meet you at the airport? {like
6 [ couldn' the invitation because the dinner : )
was the same day as my daughter’s graduation, !
4 Would you like me o get some tickets? (shall)
3 Complete the description of a corporate event with a 7

suitable word from 1 and 2.

The last corporate ' event | attended was a day at
a Champions League Final. The ®
known publicity agency who wanted to? ___ their
VIP clients. The * of the event was t
*___ therelationship between the company and
their clients.

was a weall-

The event was " in the hospitality area of the
Atatirk Olympic Stadiom in Istanbul, which was a

T _ | had always wanted to visit. 0f course, |

s _myy invitation as soon as it arrived!
Fortunately the company had a large ® because
the tickets were very expensive and they had invited maore
than a hundred © .Theyhadto!._ the
seats months in advance to make sure there was room for
atl of us, The football match was in the evening, so thoy

1t ___atrip to Topkapi Palace and Ayasofya in the
afternoon where we had dinner before leaving for the
stadium, Everyone had a grear day, and the event was a
complete success for the publicity agency,

wfactory now? (like)

Complete the mini conversations.

some water?

irinlk?
B ] invitation, but [ have
to call my boss
3 A Would you tike me to find out what's on at the theatre?
B Yes, please. That's . =

you.

4 AWouldyou fax you

the agenda?
B Yes, please. That's very kind of you,
5 A Shall I call you-a taxi?
B Ng, walk.

6 A Would you like tosee the new sports facifities?

B Yes, please, That -



Language at work | First conditional

First conditional

Form
There are wo parts (o a sentence in the first conditional, the
condition and the result.
Positive and negative
if + present simple (= condition), will / wonrt + verb {= result)
If they invite me to the opera, Il accept the invitation.
Ifwe book an expensive restaurant, we worn't have any money
Sortaxis.
The sentence may begin with the condition or the result. Put
a comma to separate the two parts when the condition comes
first,
If I work late tonight, PI miss the football, (with comma)
'l mizs the Jootball i T work fate tonight. (no comima)
Questions
1 The result usually comes before the condition in first
conditional guestions, The usual word order is will + subject
+ werb.
How will you get to Paris if vou miss your plane?
Will the staff go on strike if they don’t get a pay rise?
2 To give a short answer to yes / no first conditional questions,
use the subject + will / won's,
Will you go to the conference if vour boss qorees?
Yes ITwill. / No, Fwon't,

Use
To talk about events that will probably happen in the future
If the manager resigns, people will be very upset

Ifwe finish the project by Friday, we won't have fo work ot the
weekend.

L= = = e e ——
Language tip
We never use will / won't straight after i
Dan't say: IF {Fsee her tomorrow, 1 fell fer,
Say: If [ see her tomarrow, [ el her.

Don't say: If e werrt-set his alarm, ke won't get upion time.
Say; If he doesn’t set his alarm, he won't gal up on fime.

1 Choose the correct answer from the words in italics,

1 If they wen'tplan / don't plan the event carefully,
they go / I go over their budget.

2 If the venue iz / will be too small, we dont book / won't
book it

3 He don't get / won'’t get a good deal if he W wait 7 waits any
longer.

4 It we dor't hold S won't hold a corporate event this year,
we fose /T loze some of our clients,

5 The manager don't accept / won't accept the invitation if
she won't fike / doesn't [ike the venue

6 If well arrange / arrange a trip to the Guggenheim, we (&2
don't arrive / won'tareive back at the hotel in time for ! 4
dinner. =4

T TheyW cancel / cancel the outdoor activities if it rains /N t
rain at the weekend, i"

2 Rewrite the sentences using the prompts.

1 if / the weather / be / bad / we / not go / sailing
If the weather is bad, we won't po sqiling

2 if F the singer / be /ill / they / cancel / the concert

3 we /notgo /1o the show /iF /it / finish / late

4 how / they / travel / if / the airline / be / on strike
r
3 he / call / the host company / if £ he / not receive / an

mmvitaton

6 what/ you /do /if /it /£ snow / onthe day

Buluiellaiug | TT 9 ad131oeid

7 if / she / notlike / the food / she / order / something

different

3 Complete the sentences with the correct form of the

verh in brackets.

1 Ifthe guests arrive {arrive) late, they
i be _ {be) too tired to attend a meeting
2 If the budget {not be) big enough.
they (zo) somewhere different,
3 We [complain) to the organizers if
thefood ___ {runouf).

4 [f the financial crisis

(continue), we
{not hold) an event this year,
2 They {not And) the venue if we

(not give) therm a mag,
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Working with words

1 Match 1-8 to a—h.

1 achieve # A responsible
2 manage b reputation
3 perform___ ¢ the workiorce
socially d performance
safety B yourtargets
I ocosts

4
5

6 diversity of
T pood____

a

£ record
h

environmental well

2 Complete the mini conversations with phrases
from 1 and choose the correct answer from the words
in ftalics.
1 A Why do you say that my sales results are disappointing /
satisfactory?
B Because you didn't _achieve your targeis once last yvear.
2 A Did your
B Yes, our results were excellent / poor. We only had
thrie accidents all year; and none of them were
serious.
3 A Did the team N, <

B Well, much better than last week even though they
didn’t win

__improve last year?

A Well, that was ercouraging / disappointing,
4 A lt's not satisfactory / excellent for a company just to
rmake profits.
B No. it must also be
after itz stalf.

and look

3 A Why were your profits 5o encouraging / poor this year?
B Because prices are rising and it's very difficult to
6 A When you evaluated our
the pallution levels acceptable?

, were

B Well, the results were sarisfactory / disappointing. but
they could be better.
T A Has your company managed to increase the
3
B Yes, | would say that our performance here has been
encouraging / disappointing. Now more than 50% of
our workforce are women and 30% are from ethnic
minorities.
8 A This article here says that we have a
e — [for diversity: 200 of our
employees are of Hispanic or Italian origin,

B Well, that's poor / encoiraging.

Business communication

Joft drinks sales in Europe

500
|

M This year
Last year

Q1 Q2 03 04

1 Look at soft drinks sales for last year and complete

the presentation with prepositions from the list.

gf to0 by from to by fo

Last year sales started the year at 250 million euros.
They rose * 250 million in the first quarter
y 275 million eurgs in the second quarter: in the
next three months, they then jncreased* 295
miklion 500 mitlion-euros. Unfortunately they
then fall 100 million euros a final
total of 400 million euros in the last three months: of the year,

2 Look at the sales for last year and this year and
choose the correct answer from the words in ftalics.

As | said before, our sales Trose ./ deelined to 500 million
eurs in the third guarter of last year. Why did they go up so
dramatically? This was thanks to the succassiul launch of our
new sports donk “Vitality'. But-as you know, we then had that
problem with the contaminated drinks can, and our sales
“grow < dropped in the final quarter to 400 million euros.
That contamination incident continued to have a negative
effect on our reputation at the beginning of this yaar, 4s a
result, sales ‘degreased / increased by 50 million eunos in the
first quarter. They then ‘remalned stable  grow
at 350 million ewros for the next three months. Howewver,
since June our reputation has improved and our sales have
*risen / fallen every month; *increasing ./ decreasing to reach
500 mitbion euros at the end of this fourth quarter.

3 Are these sentences true for your country? Correct
the sentences which are false.

House prices have fallen dramatically this year.

The price of petrol has risen in the last three months.

The number of unemployed people dropped last year,

Average temnperatures have grown in the last 30 years.

The retirement age has increased in the last ten years

Food prices have remained stable in recent months,

Jobs in production are declining.

O = & n & k=

The number of university students has decreased slightly
in the last twenty years.



Language at work | Present perfect (2) with for and since

Present perfect (2)
Form

See page 111.

Use

1 To talk about an action that started in the past and i3
COTRUING now.
've worked for this company for ten years,
2 We use forwith a period of time.,
She's had this fob for o month £ two pears.
3 We use since with a precise date or point in time.
They've been here since 2007 / August / this morning.

i ———— =]
Language tip
1 How long .7 and for {4+ period of timel are vsad with
the prasent parfect and the past simple,

Present perfect Past simple

How long have you had How' fong did pou oo your
your present job? fast foh?

Pve Rad Jf for sixc months, I il it for five years.

2 Sometimes we use different verbs to describe the
start of the action (past simple) and the action itself
(present perfect).

Present perfect Past simple

He's worked for this He joinad this company
company since 2004, in 2004,

Pvecbeern fiere for an hour | armived here an hour ago.
He's known her since He first met her in
Januarny. January.

They've lived hare for They moved here six

six months. manths 3ga.

Name: Angela LeMero

DOB: 1 June 1975

Qualifications

15496 Degres in Business Administration from
Universily of Portland, Oregon

Work Experience

2005-prasent  Portland Bunning Compary — Manager
Day-to-day management of lwo shops
Responsible for sales growth and cost
management

2022005 Cing Step Fitness Club — Assistant Manager
Responsible for developing cuslomer
activilias

1G98-2002 Sun Sparts Clothing — Sales Assistant

1 Lookat Angela LeMero’s curriculum vitae and correct
sentences 1-7.

I've got a degree from Portland University in 1998

2 lworked as & Manager at Portland Running Company
gince 2005

3 ['ve been responsible for cost management since several
YEATS.

4 [have been an Assistant Manager at One Step Fitness
Club for three years.

5 Ar One Step Fitness Club U've developed customier
activities

6 [ have worked as 3 sales assistant for four years.

7 D'veleft One 3tep Fitness Club in 2005,

2 Complete the questions with the present perfect

or past simple using the information from Angela

LeMero's curriculum vitae.

1 Howlong / Angela / work / Portland Running Company
How long has Angela worked for Portland Ruaning Comparny 7

2 When / she £ join # One Step Fitness Club

?

3 Howlong / she / be / Assistant Manager / One Step
Fitness Club
— ?

4 Howlong / she / be / a manager

7
5 Where / she / work / 1998-2002

.
& How long / she / be / responsible for sales growth

?
7 How long 7 she / work £ Sun Sports Clothing

7

& How long / she / be / sports and ftness industry

aoueLLLIoLad | ZT o)1) @I11aeid
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Working with words

Business communication

1 Use a word from A and a word from B to complete the 1 Put these words in the right order.
Sententes. 1 find / the / Is # likely / solution / to / government / a
A B I5 the goverament likely to find a solution 7
; 2 1/ have / we / factory / close / won't / hope / to / the
nil supply
economic orishs : ;g o
: 3 staff / support / will / The / decision / definitely / the
population ETIEFEY
workd growth - }
4 you / successful / think / will / the / Do / strike / be
renewable demand .
alobal shortage . ) ] B ; . ="
5 probably / oil / start / shortage / until / The / won't /
OISy development 2015
1 People will take the _gnergy _ orisis  more seriously '
i . id / unlikely / & r vater / The /15 .
when they can no longer afford ta run their cars. 2 T'voh UDAREN Y sapply vl M B i
e i i InCréase
2 The _ — ofoil and gas is running out,
3 Where there is ___ the financial
situation of a country improves. Rewrite these sentences with the words given.
e " T F >
Wind and water are sourcesof 1 Will the manager listen to our demands? (likely)
— means that there will be nine Is the manager fikely to fisten to our demands 7
billion people living on the planet by 2050, 2 Will they find a substitute for oil? (likely)
6 More countries need more oil these days so the Arethey _ l

____ hasincreased.

7 Governments are hoping to find new oil fields to avoid an

2 Complete the text with the correct form of a verb that

means the same as the words in brackets.

Population growth and economic development are also
having a devastating effect on the world’s water supply. The
situation is ‘deteriorating (getting worse) rapidly and experts
2 (think) that two-fifths of the people in the world
already face water shortages. & Swiss bank -

{predicts) that by 2025 around 60% of the population will not
have enough water to live an.

The problem is not that water is 1 __{coming to

an end), but that there are more of us to share it. One

of the solutions lies in _(making better) the
management of water distribution. If everyone takes a more
responsible attitude to how they use this resource, disaster
may be avoided.

3 The plastics industry is likely to notice the effects first,
[probably)
The plastics industry —_

4 Petrol prices will probably rise dramatically. (likely)
Petrol prices

5 They're sure the oil supply won't last forever. (definitely)
The oil supply

6 1hope they'll invest more money in renewable energy
(hopefully)
in renewable energy.

A and B are discussing climate change. Complete
their conversation with words from the list.
Hopefully likely are
probably will Hrink
A So.dovou' think  climate change is sericus?
B Yes, I do. The poiar ice caps have already started to meli
and many coastal areas * likely ro be Aooded
in the future L Bovernments? ____ take
measures to protect the people living in cities by the sea
because if they don't, some of them will _die:
A What can we do to help?
B 'Well. the best way is to help cut carbon emissions, Global
warming is more ' to slow down if companies
and individuals reduce their carbon footprint. The next
few years will be crucial to the future of the human race.



Language at work | Future predictions

will / won't

Form
See page 117

Use

Usz will to talk about something that is certain to happen,
I ehe future more people will work from home,

Usz won't to talk about something that is certain not to happen.
Employees won't stay in the same job all their working lijfe

may / might (not)
Form
may /' might fnot) + verb
Use
1 Use may or might to talk about something that will possibly
happen.
Office buildings may look completely diffevent in the future.
Employees might have (o share a desk with their colleaiues,
2 Use may rot or might not to talk about something that possibly
wan't happen.
In the future people may not retive unill they're 70,
Warkers mighi not commute so much because of the ofl crisis

3 May and mizht both have the same meaning and are used in
the same way.

e T AR U LR
Language tip
Going tos alsa used to make predictions, but anly when
the prediction is bazed on visible evidance.
Be quiet! The speaker is going lo start. (She's going
towards the micraphone.)
Lok out the window. [t's going to rain, {Thare are a laot
of black clouds:)

1 Rewrite the sentences with will, won't, may / might, or
may not / might not.
1 Perhaps / the CEQ / visit the office this afternoon
The CEQ may visit the office this afterngon.

2 I'msure / we / finish the report today

3 Perhaps / the manager / not in her office right now

¥ Perhaps / your secretary / know when the meeting 1s

2 I'msure / T/ not / get the job [ applied for

& Perhaps / they / not give us a pay rise this year

7 T'msure / he / not go on any more business trips

2 Complete the dialogue with will, may / might, may not /

might not, or won't and the verb in brackets.

A Do you think you'll be working for the same company in
ten years time?

B I'mnotsure. 1’ maylogk for {look for)
& different job, if I'm still earning the same salary.
It depends on my promotion prospects, too. | hope |

(be)a

manager by then, and | certainly
(feel) very
satisfied with my job if I'm still in the same position. How

about you?
A 1don't think my company
(exist) in
ten years” time, We make the plastic casing for mobile
phones, but without oil, we can't manulacture the plastic.
'm not sure, but |
(lose) my

job onee there's an oil shortage.

B Why den't you try to find a new job now while you've got
the chance?

A T'm thinking about it, but [ still haven't decided. |
' = — {apply) for
a new job until U'm really sure my company is going to
close, I've seen a lot of R & D jobs on the Internet, so I'm
sure |7 _ (find)
iz difficult to change companies.

Spual] ainind | €T 8|1 @212eld
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' Practice file

Working with words

Business communication

1 Match 1-8 to a—h to make complete sentences. 1 A swimsuit buyer, Sue Taylor, is negotiating the

1 Computer shortouts usually allow you to
Thave tomeet
At weekends I don't have

My job is 60km from my home, sl ___
It’s important 1o ___

You should allow

My train never arrives

o =] M B ds Lo RS

Multitasking isn't very efficient, it just ___

.. yourzelf time to take a break each day.
.. enough fime to see friends.
- plan your work schedule carefully.

.. spend a lot of time travelling,

a
b

c

d .

e __.onbme.
[ —aawetime
£ ... wastestime,
h

... deadlines in my job

2 Complete the advertisement from Dream Holiday
Planners with words from the list,
Lirme enough  allow AVE tirme
plan R ontime  spend  schedule

Hyou' _dont  have? time to plan your
perfect holiday, contact us. Youcan'__ alot
o' by allowing us to arganize everything
for you. Send us your destination, your interests, and
your budget and we will your holiday
L JoryouWewill’___ youénough
time to visit the sights and relax. You will just

5 __your? enjoying the holiday and

not worrying aboul the small details. 5o, just send us

your requirements right away and we'll send you your
dream haoliday plan within a weel: All you have to do
is arrive at the airport '

conditions of a new contract with a supplier, Franco

Nebulo. Put their conversation into the correct order 1-10.

a I Sue We have a problem with your quotation.

b Franco [think you'll find they sell quickly. But at
that price, we would need payment within 30 days.

€ Franco Well, if you ordered 100°suits or more, we
could offer you a price of £12,

d _ Sue OK then We have a deal, I'll fax you the order
right away

e _ Franco Oh dear. What seems to be the problerm
exactly?

£ sue [ think we could order that quantity. But what
if we didn’t s=ll them all?

g — Franco Great! I'll wait to hear from you,

h sue What if we agreed to pay within 60 days? That
would allow us tosell more swimsuits before we
pay you

i Sue Basically. £15 per suit is too expensive, If we
agreed 1o work with yvou, could you reduce your
price?

] Franco Yes, [ suppose we could accept those

pPayment terms.

A restaurant ordered 50 ducks and the supplier sent

chickens by mistake. Put the words into the right

order to complete the conversation.

Restaurant We / latest / delivery / your / have fa /
with / problern

We have o problem with vour [atest delivery

Supplier dear / problem / the / exactly / Oh / What's
1 7

Restaurant ducks / Basically, / ordered / but / fifty /
sent 1/ me / chickens / you,

Supplier sorry / chickens / Would /
agree [ to f keep S you / the / I'm
2

Restaurant ['m / that / be / acceptable / wouldn't /
Mo / afraid *
Supplier ducks / be / we / Would / sent / today /
if /it / too / the / late *
7
Restaurant that / have / the / allow / No /
me / to / weekend / them / would / for

Supplier them / OK / send / I'll / today




Language at work | Second conditional

Second conditional

Form
Positive
1 If+ past simple, would / might + infinitive {without to)
If they dropped their prices, we would fwe'd) buy their
products.
2: The word if can also appear in the second part of the
semtence,
We would (We'd) send them a catalopue if we hiad their
address,
3 You can replace would with might. Tn this case mighr means
perhaps,
Ifthey affered me the job, I would docept it (I'm sure T would
accept it.)
I they offered me the job, I might accept it, {Perhaps [ would
dcceprit.)
Negative
If + past simple negative, wouwld not (wouldn ') + infinitive
ff ke didn't love city fife, he wouldn't five there,

Use
1 To talk about things which will probably not happen and the
rzsults of these things.
If there was @ new job in New York, I'd apply for it (But there
probably won't be a job available.)
2 To talk abour impaossible or hypothetical situations and their
resiils

If cil didn't exist, we wonldn't have all these poliution
probiems.

3 The second conditional is different from the first conditional,

First conditional; If I have time, £'ll call you. (It's possible
or probable that I'll have time )

Second conditional: If I had time, I'd call you. (But 1
probably won't have time.)

=S ——— —Seey e e e e = =
Language tip
Mote that the pEst simple in 2 second conditional
sentence refers to the present or the future. It doesn't
refar to the past.
if they effered me the chance to work abroad (now / next
yearl I'd accent it

1 Look at this book review and complete 1-9 with
phrases from the list.
might they do they could start
didn’t know
Fertort-yonejah
found themselves

could only read
they would give
wanld you think about
we would recommend

What would you do if you were 50 vears old and *__vyou lost vour
Jog:  Fiyen? whera
your next pay chegue was coming from,

setting up
iness? Journalist Matthew Colbert talked to twenty
i reneurs wino started their own companies after
being made redundant in their 50s. He asked them what advice
- ta peaple if they

YOUEE oW Dus:

____in the same
situation their businessas
again, '__ ___things
differently?

_:: D Liw
intervew Y
company. If yoo

one:business book this year this &5 the one

At 50 is 3 fascinating collection of
y over 50 who's thought of starting their own

2 Choose the correct word in italics to complete these
sentences.
1 1T would / will travel zround the world if [ has / kad

enough money.

2 What part of your job do / would you delegate if you

had / would have an assistant

contract?

4 If we would give / gave them more money. they worked /
might work during their holiday.

5 Wewou'd finish / finished on time if the electrician
waorked / wonld work faster

& Would / Did we receive the goods tomorrow if you sent /
wonld send them today?

7 He wouldn't / didn't work late if you wouldn't pay / didn't
pay him so well.

8 | might buy / might bought a 8at if T sarned / would earn
MOre MOoney.

89 Where do / would you po if yvou don't ger / didn't pet the
promaotion?

awll T 3y 221308Id
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5 | Practice file

Working with words

Business communication

Complete these sentences with a word or phrase

from 1.

1 IFyou always arrive late at work, this won't improve your
Promofion prospects

2 The best way to iz to discuss the

positive points about an employee first.

3 Doing training coursesisagoodwayto _ wyour

4 [ took a month’s holiday this year, It really helped me to
take a _from my job.
5 Owur boss doesn't

we don't know where we are going,

_for the team, 50

6 Oneway to __ employees is (o give them an
annual bonus for good results.

7 It can be difficult to
ambitious

vour goals if they're too

8 I'vejust done a course on time management. It has
helped me to my performance at work,

1 Match 1-8to a-h. 1 Choose the correct word in itafics.
1 give g a employees 1 A They've asked me to change the schedule again
2 promotion b skills B [ know how you think / feel It's not easy / right for you
3 improve e poals 2 A The deadline's next Thursday and we still don’t have
4 develop d astep back an answer,
5 tako e prospects B I follow / see. 5o what are you going to do about 1t7
6 sat f performance 3 Aldon't know how I'm going to finish this work on time
T achieve g feedback B Don't worry / be worry. 1'm sure there's a solution / an
8 maotivate h goals issue.

4 A 5o they're coming next weel.
B Fagree / Right, And how long are they stayving?
5 A It's difficult when you have customers complaining
every day.
B T understand really / totally, Bul it’s not your foult /
responsible.
6 A Why don't you taik / tolldng to your boss?
B No, [ can't / don't do that,
T A Have you think / thought of contact / contacting a
recruitment agency?
B Yes, that con / might be possible.
8 A Perhaps you could take / to take a short heliday.

B Yes, that's a good point / idea.

Mariana is a production manager. She's talking to
a colleague, Pete, about a problem she has. Choose
phrases from 1 to complete their conversation.
Pete You look stressed.

Mariana We haven’t gol enough staff ar the moment

: . . . . 1 Bui it ot your jeuwlt
Jan Olsen has just had his annual appraisal with his Pem_ : )”_ f_ ROy Sl _ L
‘ line manager and is talking to his colleague, Anja Mariana [ know it isn't, but we're already behind scheduls
Pete *
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Lund. Complete the conversation with a word or
phrase from the list.

set the goals  improve my promotion prospects
maotivate achieve

prpraia

develop my skifls

give them feedback

Anja How did your ' appraisal  po then?

Jan It was O, She told me T should #
my team better and *

more often,

Anja Heally? | mean, she’s not great at doing that herself,
i5 she?

Jan Iknow, but | can’t tell her that. She also said that |
needed to do more in-company training and especially
IT training to * .

Anja Yes, bur did she _which you

need to

in the next year?
Jan Yes, she did and apparently, if | manage to do this, it
will ” for next year.

Mariana Mmm, Yes, bul what solulion?
Pete * of
employing some temporary staff?

Mariana No, °
It will take too long to train them,

Pete Well, * ViR
ask some people to work overtime?

Mariana " bt
[ don't think the company will agree to pay the extrs
hours.

Pete * offer the
staff extra holiday in return for unpaid overtime

Mariana Yes, ®



Language at work | Modal verbs for giving advice

must, mustn't. should, shouldn't and could +
infinitive
Use
These modals are nsed to give advice,
1 Use must or mustn't for something that is very important or
NIECEsSary.
You look il You must see o doctor,
You musin’t tell my boss I have a new job, (IU's very important
you don't tell him)
2 Use should or showldn't for something that is orisn'ta good
idea.
You should stop smoking, (Tt would be a good idea )
You shouldn't drink alcohol at funchtime. (It's not a pood idea
to do this.)
3 Use could for something that is a possible solution, but maybe
not the best.
You could speak to your boss about the problem.

Form
Positive: There is no change in the form of modal verbs
I/ You / He / She [ We ! They must make a decision soon
Negative: Add -n% (o the modal verb. There is no don'r or
doesn'T,
You mustn't do that. {Not Youdon'tnrust.)
He shouldn't call so late in the evening, (Nol Hedoesn's
should )
Questions
1 To ask a question with should or could, use should / could +
subject + verb.
Should I accept thal new job?
Could [ ask fim o come later?
When we ask for advice, we often prefer to begin the question
with Do vou think .7
Do you think I showld accepe that job?
Do you think I could ask him to come later?
2 We do not usually make questions with show'dnt, must, or
mustri’e. Use have to instead of must.
Da Ihave to apply for promotion?

f=—=———=—=—mnr . e —
Language tip
1 Whan giving advice, we often begin the sentence with
1 think ...
[ think you must / should / could email fim.
2 Do say: | don't think you should ...
Don't say: Hbink you-shouldn' ...

1 Match problems 1-7 to the advice a—g and choose the
correct modal verb in italics.

Qur competitor’s new produoct is cheaper than ours.

Our salary costs are too high,

The new job is less interesting and it pays less,

da L3 B e

Oer restaurant is losing customers,
They've asked me to work abroad.

I'm stressed at work,

=1 O &n

I've made a big mistake in the accounts. ___

You should / showldn't ask for language lessons.
You could / mustn't change the menus.

You could / mustr't work such long hours.

You

1 think / don't think you should accept i,

mustat / must recalculate your figures.

== e A 0 O D

You showidn’t / cowld reduce your price for the first three

mnnthc
OTILNS,

howld / shouwlds't recruit any more people.

Ll

£ You

2 Aleksander is giving Natalia advice about writing a
good CV. Three of the verbs in bold are correct, but
five are incorrect. Find the five incorrect verbs and
correct them.

should _m prget your comnl
55, phone, etc.) and you “must
nclude your education. work experience Kills. You

must inctude a photograph if you want. butits
not absolucely necessary,
It’s a good idea to write quite 3 short CV, 50 you *must
write more than two pages. and den't forget, you
- stare with your most recent job first,

“should

| think you "should alsp write short sentences,
and use verbs with impact, for example, ‘achieved my goals’
‘improved my performance’, etc.

Finally, you “shouldn’t check that vou haven't
made any spelling or grammar mistakes - and most
importantly — you *could always tell the truth!

Hope this is useful

Best wishes,
Aleksander

Buiulel] | GT @}y @311e4d
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16 | Practice file

Working with words Business communication
1 Put the stages of Vladimir’s career in the right order 1 Choose the correct answer from the words in itatics.
1-9. 1 fnmy previous role / Femcwrentrole T was head of the
a _ Althis point he decided to help the runner and his Paris office
career path changed direction. 2 Recently / At the moment he's designing some new
b When he injured his knee during a race, his career software for the Planning Department.
plans changed. 3 From 2000 1o 2005 / Up to now she’s been in charge of
¢ He gave up his job to go back Lo university and Human Resources.
study physiotherapy. 4 Our sales fipures nearly doubled log? vear / over the last
d __ Hisambition was to become a professional runner. il

3 Upitonow [/ Cver the next year we'll do more tests on the
new design,

e _ He made the decision to become an economist

instead of an athlete,
6 T wasthe CEQ of a small company in my previous role /

f — He completed an economics degree and started i
over the fast year.

work in a big multinaticnal, 7 g b ble§
T : he’s heen responsible for contacting new clients
g 1 Vladimnir's greatest strength was his fitness. ; P g

recently / ai the moment,

h ___ While he was working he spent all his evenings
training other runners, Z Complete the sentences with a suitable word.
B Ome day, the best athlete on the team suffered a 1 Chvier the next year we hope to open a new office
similar knee injury to Vladimir. in Asia,
2 Completethese sentenceswithasuitable-word or 2 Inmy rale, 'm in charge of the Marketing
phirase. Department. ,
T T e R B 3 he’s been pmm-':';zed to Chief Accountant,
: - ¢ 4 She worked in South America 2002 to 2005.
;::-eﬁ — —— 5 — to now ['ve given advice to six major
: companies.
I ——— five years al university and then | conldn’t 6 the moment she’s working on her thesis.
get a job. T Inthe _ she'll be responsible for the
4 They want to _ their jobs in the city and go and restructuring of the company.
run a hatel in the country,
My istobecome an airline pilot, 3 Complete this presentation with phrases from the list.
I'm looking forward to the of learning a new at the moment  In the future Fra-pres-prroscietss ol
language. Last year Up to now Owver the next week
T Arsushidecidedtochange — and becorne a taxi
driver. Right then; before § start, Ul tell vou a bitabout myself and my
B When he failed his final exams, all his plans organization. My name’s Amjad Kazalbash and | run the Star
had to change. Schiool of Management. ' i my previous rofe | was a manager
9 I'm going to do some voluntary work when [ in & successiul electronics company. Later | decided to opena
my degree, school 1o train fuiure managers., © — =  mw
10 Anna's greatest is her personality — she gets colleagues and | have given courses in nearly a hundred different
on with everyone, companies, and all of our clients have gone away satisfied.
11 The first stage of hercareer __ wasto getalaw | mokoen five new trainers which means
degree. there are twenty highly gualified professionals working at my
12 Myonly iz my handwriting — nobody can school © ' we
read it! hope to develop even more training courses. But, for now. | hope

you'll find the sessions useful. ® | will be
supervising the course and answering any guestions you may
hawve about the material, So now, let me introduce you to yaur

trainer . ..
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Language at work | Revision of tenses

Present time

1 Use the present simple to talk about general facts or
regular actions.
He warks for a multinational company.
He doesn’t usually drive to work.
How often does e go away on business?

For form see p103.

I 2 Usethe present continuous to talk about an action
happening at the time of speaking or a temporary
project,
She’s making a phone call,
She isn't interviewing anyone this week,
Where is she going?
For form see pl05,
Past time
1 Use the past simple to talk about finished actions in
the past.

We launched the mew snack bar in 2005,
It didn’t sell well ar first.
Where did you advertise your new product?

Far form see plog.
2 Use the present perfect to talk about past actions
where the time includes the present.

He's worked for the same company for twenty years,
He hasn't had a kolfiday since 1995
Has fie ever thought abour changing his job?

For form see pl11.

Future time
1 Use will to make a decision at the moment of
speaking or to make a prediction.

Will vou call me back?
When weill oif run out?

Pl find out the price for pou,
Dont worry, Twon't forget.
For form see p117.

2 Use going to to talk about a plan that’s already
decided.
We're going to deliver your orderon Friday.
We aren’t going to pay the invoice until we're satisfied,
What time fs the delivery going to arrive?

Forfarm see pl17.

E__——1-—_ _ - -~ = .. — |
Language tip
We wsuslly Use the presenf conbinuous to tallk about
arangements in the fulire with a fixed time or place.
2T fonorrow moming.
' not travelling !0 New York next week,
A o having [unch with the manager later?

1 Complete the text about Richard Branson with a
suitable form of the verb in brackets.

London-born Richard Branson is one of Britain's most well-
known entrepreneurs. At school he 'didn 't perform (not
perform) well due to his dyslexia, butthat*____ {pot
stoph him from starting two business ventures by the time
he was 15,

In the 1970s and 1980s Branson * ifind) fame
and fartune through his record business, comprising a chain Ve
of record stores and his record label Virgin Records. Since
then he * {launch) over 300 companies under the
Virgin brand. mcluding Virgin Atlantic and Virgin Trains. In \
addition to running businessas, Branson ® imake)
several attempts in his life (o break world speed records., 'Q’
slach as the fastest Atlantic Dcean crossing. |

0On 25 September 2004, Branson * {sign)

d dedl 1o create a new space tourism company called
Virgin Galactic. In the future this company

{take) people on a flight into space Tor the madest sum ot
S200.000

One of Branson's current ventures is Virgin Fuels. a
company which & {imvest] in research into
praviding an alternative fuel for cars. Branson *
thope! 1o offer cheaper fuels tooairlines i the near
future too.

2 Complete the questions using the information in bold
to help you.

1 How gften do they hold & corporate event?

They hold a corporate event twice a year,

Pz the new
product?

1331RD INOA | 9T a1j @21398.d

We'll adwvertise the new product in the media and on
the Internet.

3 _ thisyesr's

conference?

The London office is poing to arrange this yoar's

conference.
= . our next
meeting?
We're having our next meetling next Monday.
| Re— his boss?
He's known his boss for many years.
i ———— _ forthenew
office furniture?
They paid nearly €100,000 for the new office furniture,
7 ——— e vour office?

The last person leaves my office at 9.00 p.m.
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Irregular verb list

Verb

be
become
begin
break
bring
build
burn
buy
cateh
choose
come
cost
cut
do
draw
dream
drink
drive
eat
fall
feed
feel
fight
find
Ay
forget
freeze
get
give
go
grow
have
hear
hide
hold
keep
know
lead
learn
leave
lend

Past simple

was / were
became
began
broke
brought
built

burnt / burned
bought
caught
chose
came

Cosl

cut

did

drew
dreamt / dreamed
drank
drove

ate

fell

fed

telt

fought
found

flew

forgot
froze

ot

gave

went

STEW

had

heard

hid

held

lept

knew

led

learnt / learned
left

lent

Past participle

been
become
begun
broken
brought
buiit

burnt / burned
bought
caught
chosen
come

cost

cut

done
drawn
dreamt / dreamed
drunk
driven
eaten

fallen

fed

felt

fought
found
flown
forgotten
frozen

oot

given

gone / been
orown

had

heard
hidden

held

kept

known

led

learnt / learned
left

lent

Verh

let
light
lose
make
mean
meet
pay
put
read
ride
ring
rise
run
say
see
sell
send
set
shine
show
shut
sing
sit
sleep
speak
spell
spend
stand
steal
swim
take
teach
tell
think
throw
understand
wake
wear
win

write

Past simple

let

lit
lost
made
meant
met
paid
put
read
rode
Tang
TS
Tan
said
saw
sold
Zent

shone

slept
sSpoke
spelt / spelled
spent

stood

stole
sWam
took
taught

told
thought
threw
understood
woke

wore

won

wrote

Past participle

let

it
lost
made
meant
met
paid
put
read
ridden
Tung
risen
run
said
seen
snld
sent

BEL

slept
spoken
spelt / spelled
spent
stood
stolen
swum
taken
taught

told
thought
thrown
understood
waken
WOrmn

W

written
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File 01 | Unit 1

Activity, page 11
Rules

1 ¥ouneed two counters or small coins. Player A, place your
counter.or coin on the Player A, Start square: Plaver B, place
your counter or coin on the Player B, Start square.

2 Player A, move down to the next square in one of three
directions.

¥ 3 N
On a blue square, answer the question.
Example: Blue Square: Where are you from?
FPlayer A: I'm from Korea.
On a yellow square, give a question to the answer there,
Example: Pink Square: I'm a sales manager

Player A: What do you da?
3 If you are correct, move down one square.

¥ N
If you are not correct, move left or right.
+~— >

4 Mow Player B plays.

§ Ifyou arrive ona Joker” square, you will either hear a
question from your teacher or on the audio, The first person
to answer correctly moves down to the next sguare,

¥} N

The other player moves back one square,

x t A

File 02 | Unit 2

Case study, Discussion, Exercise 2, page 17

The company used the media to warn the Ametican people not
1o use the medicine.

They recalled 31 million bottles from shops at a cost of $100
miillion.

They stopped all production of the medicine and designed
new packaging to protect this and other medicines from
contamination.

They offered a special reduction of $2.50 to people buying the
medicine:

More than 2,250 sales reps made presentations 1o doctors to
encourage them to use the product again,

File 03 | Unit 2

Case study, Task, Exercise 1, page 17
Student A

1 You are the Area Manager for the cosmetics company, Call
your Production Manager at Head Office to inform him /
her of this problem and suggest that the company stops
production of the product

2 You receive a call from a journalist. He # She wants to
know rmore about the problem moisturizer. Answer his / her
questions and say yvou'll call him / her back when you have
maore information,

File 04 | Unit 3

Business communication, Exercise 6, page 22

Student A

Look at the information in the shide below:

Internet usage by world region

Nerth e
america I 235

Latin
America - g
africa [JJ s
Middle East [ 34

Australia/
Oceania I 18

O 50 100 130 200 250 300 350 400 450 500

Millions of users

Copyright & 2007, www.internatworldétas com

File 05 | Unit 15

Business communication, Exercise 7, page 94

Student B

1 Listen to your partnér’s problems and make suggestions.

2 Now describe the problems below and respond to your
partner's suggestions. If vou reject a suggestion, give your
reasons.

a Tomorrow is your annual appraizal. You want to talk about
your promotion prospects. But every year, your boss talks
non-stop for 45 minutes and there's no time to discuss other
things.

GO-T0 S2]4 uolIBWAO)U]

b You want 10 work part-time for two years to give you time to
do an MBA (Masters in Business Administration). But until
now you've always worked 60 hours a week, and you know
that the 25-yvear-old son of the CEOQ iz very interested in
your post,

l135
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File 06 | Unit 4

Language at work, Exercise 6, page 27

Student A

Ask questions to complete the missing information about Martin
Cooper, using the gquestion words in falics, Do not include the
information highlighted in yellow in your question. Then answer
student B's questions,

Example: Where was Martin Cooper bora?

Lin 1928, Where?
, at the Illinois Institute of

Martin Cooper was bornin __
He studied
Technology, What?
In 1954 he started working for
helped develop portable products. Who?
At that time Motorola was in a race with Bell Laborataries to
fake ., What?
The first private tests of the phone were in Washington and
the first public demonstration was in New York on
. When?
Cooper made the first call by cell phone to ,
at Bell Laboratories. Who?
In 1983 a smaller version of the phone went on sale for

. How much?

where he

Cooper became the
own company called Arraycom. What?

before he set up his

File 07 | Unit 4

Business communication, Exercise 1, page 28

If you find camping uncomfortable, then you've obvicusly
never sleptin a Podpad.

Podpads are the latest in ontdoor accommodation. & portable
wooden house with beds, curtains, electricity point, and
solar panel, they make tents look positively primitive!

And that's not all.

When you arrive at the campsite, you will find your Padpad
waiting for you; transported by us, built for you.

What could be easier?
To book your Podpad now, leg onto www.podpads.com

Podpads for comfortable camping.

File 08 | Unit 4

Business communication, Exercise 5, page 28

Student A

You have researched the Energypod from Metronaps. Read the
notes and give a report on your research,

Purpose:

= Find best place for employees to have a 20-minute sleep.
Why?:

» Employees work better in the afternoon after a short sleep

+ Metranaps can be installed anywhere.

What I did:

* Decide whers to

A

s Order one from Metror aps on trial
L Organl:‘.s—.:::reru':uw_i with €

= Speak to emplo
Result:

* Easy to slesp

vess who used it and wha didn’t use it,

n, but want 1o be in another building.

File 09 | Unit 4

Case study, D:swssmn Exercise 4, page 29
1 Meridian Delta Ltd. proposed a plan to
svelop hou shops,; and offices on the land arcund the
Dome, as well 23 to relaunch the building ilself as & sports and
nment centre. They put Anschutz Entertainment Group
[AEG) In charge of running the new building. AEG then signed
a sponsorship deal with the mobile phone company 02, and the
building became known as The 02,
The 02 opened on 24 June 2007 as a major new sports and
enteriainment venue, The new building consists of a central
23,000-capacity indoor arena for live music or sports events,
surrounded by a wide boulevard known as Entertainment
Avenue. This contains a mixture of leisure attractions including
an ll-serecn cinems, exhibition space, a smaller live music
venue, restaurants, bars, and cafés, The summer launch
included a free cancert by Bon Jovi followed by sell-oul
performances by Prince and Barbra Streisand in the 02 Arena.
The 02 is now one of Lenden’s top entertainment venues and
forms part of the London experience for tourists.

in Decembe




File 10 | Unit 4

Case study, Task, Exercise 1, page 29

Options

* an aguarium

+ 3 shopping centre

e & multi-purpose indoor arena
* atheme park

* g business park
* an industrial estate
= a conference cenfre

FPossible benefits

+ provide employment

+ bring more business to city
s improve image of city

= artract visitors

s provide entertainment

Factors to consider

& O

s zize of site

= transport

s benefit to local residents of different ages

How you did the rezsearch

= email + door-to-door
= phone + in the street
e lerter

Who you talked to

= the local government / town council

= the national government

+ local residents — whal age groups. and families or single
people?

+ local business people and companies

File 11 | Unit 5

Case study, Discussion, Exercise 4, page 35

Chefam introduced an e-recruitment solution,

= All applications are monitored onling,

» All unsuccessful applications can be stored in a talent bank.
= Applicants can update their skills in this bank.

e When there is an emergency, applicants are contactad
through email,

» Money is saved because jobs are not advertised in national
NEWSDADErs,

+ Paper applications are put onto the system.

« The site is in four different languages, which helps recruitment
abroad,

= Applicants can find out about the charity on the website.

File 12 | Unit5

Case study, Task, Exercise 1, page 35

Student A
Look at the situation with the recruitment process six months

apo and the progress made.

Six months ago Progress made

Jobs were advertised in the
national press every three months.

Had one meeting Lo

discuss problems.
Hundreds of applications, Talked to a company
about an e-recruitrent
package,

Agreed what the budget is.

Many candidates were unsuitable.
Cost of advertising was very high.

Only one part-time HR. manager.

File 13 | Unit 6
Case study, Task, Exercise 1, page 41

Company 1 — Nothing quite like home

T bought some furniture from this company. When [ went into the
shop. they offered me some coffee and there was a sofa to sit on.
When | paid for the furniture, they gave me an envelope which
had two balloons inside. They asked me to blow up the balloons
on delivery day and put them outside my house. They said it
would help the driver find my house and deliver on time. Ten
days later they sent me some vouchers for that company to thank
me far helping the drver.

Company 2 — Gizgets

[ bought a gadget from this company. The first thing that
happened was that they sent me the wrong product. [ rang them
and they zent me another one immediately, but it was more
expensive and better quality. Then, unfortunately, a few days
later, I dropped it and broke it [t was my fault, bur when I phoned
the company asking for a replacemesit, they were so friendly and
offered to give me another free one, [t arrived the next day.

Company 3 - Poochworld

| bought some products for my dog from this online company. A
couple of weeks after they arrived, [ got an email from the owner
of the company asking me how my dog was getting on. [ was
also asked to send in a phote of my dog to go onto their website.
People can visit the website and vole for their favourite dog each
month. The winner receives a special bag of dog biscuits. | felr as
if the company really wanted to get to know me and my dog,

Company 4 - TV news

I 'went to this shop one day looking for a new flat-screen TV. [
couldn't decide which one to buy, but the owner of the shop said
| could take two of them home and try them. There was no time
limit and I did not have to pay for them. [ rang the shop at the
end of the first week and zaid that | wanted 1o buy one of the
TVs and so [ paid for it over the phone, [ offered to come straight
back in with the other TV. However, they told me to bring it back
when | was next in the area. When | went back to the shop, T was
given a cup of coffee and treated as if 1 was a friend.

c1-90| sa)y uonew.ojuj
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File 14 | Unit 6

Case study, Discussion, Exercise 4, page 41

The awards can be given in different categories including teams,

mdividual, and innovation, However, the WOW award is the
only calegory where the winner is nominated by the customers.
Companies which win an award can use it to promote their
businesses.

One recent winner of the WOW award was 1 Want One Of
Those (IWOOT), an online company which sells gadgets, gifts,
and toys, ideal for people who do not actually reed anything
This company received 300 nominations for the award in
seven months, Some of the comments from satisfied customers
ingluded ‘... the delivery time was so quick and hassle free’,

“... helpful and friendly’ staff, *... lovingly packaged by Kamal',

- you keep me informed of every step of my order’, with a

.. good means of tracking the parcel’.

File 15 | Unit 7
Working with words, Exercige 5, page 43

Student A

Have conversations with your partner for these situations,

1 You are checking out of a hotel, Student B is the receptiondst,
Ask

= to check out

« for your bill

= il you can book a room for next month (two nights)

= for the receptionist to call a taxi to take you to the airporl
(Terminal 4),

2 You work in the ticket office of an airline at your local airport.

Student B is a passenger. Respond to his / her questions,
Invent your answers,

File 16 | Unit 7

Language at work, Exercise 8, page 45

Student A

1 You are a receptionist at the hotel in Hong Kong where
Student B is staying. Use this information to answer his / her
questions,

Transport: You recommend the Airport Express train service,
which is quicker than a taxi and there is no problem with
the traffic,
23-minute journey o the airport. Costs HE$100. Trains
every 12 minutes. First train ag 05,50

Check-in: You recommend the flight check-in service at
Hong Kong railway station. This is for passengers using the
Airport Express service (seven check-in desks for Cathay
Pacific). Open at 5.30 a.m,

Shops at airport: Cartier, Guect, Hermeés, Muji to Go,
Omega, ele,

2 You are looking for & luxury hotel in Portugal for a future
conference. Phone the Dom Pedro Palace Hotel in Lisbon and
find out the following information.

Location: Where? How far from airport / railway station?
Free airport shuttle bus?

Facilities: NMumber of rooms? Air conditioning in rooms?
How much space for meetings? Any restaurants? Business
centre with computers £ fax machines ete.? Other facilities
or services?

Leaving and arriving: Check-in and checlk-out times?

File 17 | Unit 8

Case study, Task, Exercise 2, page 53

Student A

Look at the information below about Interglobal Lid.

Company history: Global carrier since 2000

Type of company: |nternational

Price: €6 per package. Discount starts
at 1.000 packages

Collection: Twice daily

Speed: Three working days

Delivery options: 10.30 delivery / 1530 detivery
[only weekdays)
Call and collect service

First time delivery rate:  75%

Tracking facilities: Via call centre



File 18 | Unit 9

Case study, Task, Exercise 1, page 59

Student A

These are the ideas that you have for promoting the 3C card and

their costs.

= Adveris on a search engine popular with young users. Advert
appears when you type “cool, ‘money’, or ‘cash’. £108.000

= Adverts on a (legal) music download site. When the page
opens, the image of the 3C card “floats’ across the scresn.
E7G.000

= Adverts on a popular IM (instant messaging) service between
5.00 p.m. and 11.00 p.m, €100.000

= [nterview with a young manager from your bank on a late-
night TV programme about money issues for young people,
£40. 000

File 19 | Unit 10

Business communication, Exercise 6, page 64

Student A

Y¥ou work for a green office cleaning company. Give a
presentation to Student B about your service, using the notes
below,

Advantages of using a green
cleaning company

= improves working conditions of staff - cleaning
products non-toxic ‘ =

receive personalized service — same team are
always sent

creates green image of company —
environmentally friendly products are used

helps local industries — small company

File 20 | Unit 10

Case study, Task, Exercise 1, page 65

Group A

Your issue is transport. You think that employees should be
sncouragsd to reduce their use of private cars and air travel by
20%% These are some of the measures your company could take:
= carpooling - how? when?

= usmng hybrid cars — who? iow? cost?

- ;'r—!r_r-g mcentives for usiug puhlic transport — whae'? cosi?

File 21 | Unit 11

Case study, Task, Exercise 1, page 71
Group A

Italian experience

Guests travel to ltaly to spend a cultural weekend in the beautiful
city of Verona, They spend two nights at the luxury five-star
Hotel Baglioni and go out for a traditional seafood dinner the [irst
evening. The next morning is spent following the Romeo and
Julter trail before travelling to the ancient Roman amphitheatre
to watch Verdi's opera Nabuceo in the evening.

File 22 | Unit 12

Business communication, Exercise 6, page 76

Student 4
T Describe BMW's sales. Your partner will mark them on his /
her graph.
Example: In January, sales were just over 75,000, In February,
they rose fo about .
2 Listen to your partner’s description of Mercedes' sales, and
mark them on your graph.

Mercedes and BMW global sales
150,000
EaMw W Mercedes

Mar Apr May Im Jul  Aug Sept Oet  Now

125000

100,000
75,000 I I
540,000

Jan

File 23 | Unit 14

Case study, Task, Exercise 3, page 89

Student A

¥ou are the Project Manager for Phoenix Office Design. 1f you
don't meet the deadline of 31 December, you will have to pay
your client Qdensa $1.000 for each day that construction is
delayed. Your objective is to try and limit your extra costs.

€C—vT| sell} uonew.ojuj
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File 24 | Unit 12

Activity, page 77

1 Good for your reputation, and now you have a cheap source
of recycled plastic, Score three points.

2 Animportant sales argument, Outdoor [urniture needs to
resist the weather — and vandalism! Score three points.

3 You earn a good reputalion for promoting equal opportunity
policies, Score three points,

4 Your web pages will mainly be read by potential employees
or future customers. Mol a very public way to promote your
image. Score one point.

& This works for six months, but now you're at full capacity
again and there's no mare space to expand. Score one point.

6 A good choice. Local salaries won't be too high because of the
employment situation. Score three points,

7 Reeycling is an important part of environmental prolection.
But in general, plastic isn't good for the envircnment. Score
one point

8 Your market share remains stable because your competitors
have had to increase their prices too. Score three points,

9 A good socially responsible gesture, It will alse make vou
more popular with your local council customers. Score three
proints,

10 Mot a socially responsible action, but you'll be sure to have a
good team. If you want the best, your wage bill may be high,
though, Score one point.

11 You now have many problems with delays in delivery, Also,
transport costs are rising dramatically. Is this really a low-cost
solution? Lose one point.

12 You sell at a good price, but your association with the oil
industry isn't good for your image. Lose one point.

13 The workers accept your proposal, preferring to work four
days a week than to lose their jobs. Score three points.

14 The safest way to prevent any more accidents. Your
customers are very happy with your socially responsible
gesture, and your ex-supplier agrees to pay half the cost.
Score three points.

15 After six months, your customers start complaining that the
guality of your furniture isn't the same as before. Lose ane
point.

16 The local council say they don't want another factory in their
beautiful town. Lose two points, Read the question asain and
choose another option

17 Your customers are very disappointed — this doesn't solve the
preblem. What happens if somebody gets seriously injured?
Lose two points,

18 Your good reputation is damaged when the press hear about
your sexist policies. Lose three points.

=

File 25 | Unit 13

Case study, Discussion, Exercize 3, page 83

Productivity
Invested money — more robots on production line

Introduced flexible working — 3 shifts every day, 7 dayz a week
— more production hours

Logistics

Three main suppliers relocated to near factory + 60%
components now delivered from UK = less time and money
wasted

Eelations with workforce

Warkers organized into teams of 8-15 people responsible for
solving their own problems en production line = improved
relations with management

Environmental concerns

Minis for European market transported by rail

Customer satisfaction

Customers offered personzlized car and can choose extensive
range of options even after order is placed

File 26 | Unit 13

Case study, Task, Exercise 1, page 83
Problems at Textiles Inc.

Productivity

« low productivity

« high production costs
» nefficient

Logistics
* factory in rundown area on outskirts of town
» no public transpert links

Relations with workforce

= largely female part-time employees
= high level of dissatisfaction

+ high siaff turnover

Environmental concerns
+ textiles and factory very old-fashioned
= fined recently for not conforming to environmental legislation

Customer satisfaction
* poor— textiles do not meet customers’ needs
* many goods returned



File 27 | Unit 14

Language at work, Exercise B, page 87

Student A

|
|

1 Read the questions below and answer them for yourself,

2 Ask your partner the same questions, starting with Jf .,
Example: If you wanted to call a colleague at home, what would be
the latest possible time to phone: 8.00 p.m,, 10.30 p.m., or it doesn't

' matter?

3 Compare your answers and say why they are the same or
different,

4 Check your score in File 57 on page 146,

—

Imagine you want to call a celleague at home. What's the
latest possible time you would phone?

afdlpm? bl03dpm? citdoesn't matter?

2 Imagine a customer asks you for 2 quetation by the end of the
week. When would you email it?

a Thursday? b Friday? ¢ when you find the time?
Imagine you're in a meeting which started at 5.00 a.m. It's
now L0 poam. Wonld you

a sugges! stopping for lunch?

b look at vour watch every five minutes?

c not worry about it?

4 Imagine your [riends and family advise you te slow down and
work less. Would you

a say it's not possible because there’s too much to do?
b try to follow their advice?
¢ say you're surprised — your work isn't stressful at all?

L

File 28 | Unit 14

Business communication, Exercise 5, page 88

Student A

You work for Sigma Supplies. You have asked Pixel Printing to
print your new catalogue for next year, but you now want to
change the details of the order, Phone the company, explain the
situation, and negotiate the new conditions.

Original You now want
order
No of pages 300 350
Mo of catalogues 5,000 6,000
Delivery By 15 Dec By 15 Nov
Price per catalogue £3.00 The same price

Naotes
*fou think you should pay the same price per catalogue as you
are increasing vour order,

Pixel Printing is a good quality supplier with reasonable prices.

File 29 | Unit 11

Case study, Task, Exercise 1, page 71
Group C

The French Connection

Guests are taken on a trip to the Champagne region of France to
taste the exquisite wines of the area, They stay in a private castle
where the food is prepared by famous French chefs. The first
morning is spent playing golf or enjoying the relaxing spa in the
castle. Then guests are taken on a tour of an exclusive vineyard
by a leading wine expert and they try 4 number of different
champagnes

File 30 | Unit 14

Case study, Task, Exercise 2, page 89

Who / what Time Naotes

Internal walls 3 weeks Internal walls must be finished
firat,

Flumbers Lweek Can work al same time as
electricians.

Electricity 2weeks  Internal walls must be finished
first,

Floor 2 weeks Building must be empty first
week,

Decorators 2 weeks O holiday last weekin

December.
Might work then if offered
encugh money:

File 31 | Unit 3

Business communication, Exercise 6, page 22

Student B
Look at the information in the shide below
20 Top Countries in Internet Usage
Usa
Chira
sapan [ -
L. &
I
. -
vk [
F
WO
T -

Germamy
India

Brazil

[£—1¢ | S8)1} uoijew.iojuj

5 Korea
France
Traly

Millions of users
Copyright € 2007, www.internetworkdstatzcom
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File 32 | Unit 15

Business communication, Exercise 7, page 94

Student A
1 Describe the problems below and respond to your partner's
suggestions. I you reject a suggestion, give your reasons,
a Your company has paid for you to do a one-week training
course. When you arrive at the training centre on the first

day, you discover yvou've made a mistake. In fact, the course

13 next week, which is also the first week of your summer
heliday.

b Once a year your company organizes an English test for
gmployess who want to work in the International Division,
You're really interested in a new postin the USA, and you
have a good level of English. Bul on the day of the test you
don't feel well, and you enly score 52%. To work abroad,
you need a minimum of 5%,

2 Now listen to your partner's problems and make suggestions.

File 33 | Unit 16

Language at work, Exercise 5, page 99
Student A

Sentences Points

1 This hotel is the cheaper I could find,
WRONCG: This hotel is the cheapest f could find.

2 If Iwill go to Jaime’s party, 1'll see you there.
WRONG: ff I go 10 Jaime's party, Tl see you there.
3 They gave me some good advice,

RIGHT

4 You must to finish the report today.

WRONG: You must fimisk the report today.

5 English is speaking all over the world.
WEONG. English is spoken all over the world,

6 The parcel didn't came until yesterday:
WRONG: The parcel didn't come until yesterday

T Look at John. He's wearing jeans again!
RIGHT

8 The manager has sent an email to our suppliers
yesterday.

WRONG: The manager sentl an email (o our suppliers
yesterday.

& I'll go on a business trip next week,

WRONG: I'm going on a business trip next week,

10 [ didn’t speak to my ling manager yet.

WRONG: [ haven't spoken to my line mangger yel.

File 34 | Unit 15

Business communication, Exercise 4, page 94

Student A

You work in the IT Department. These are your problems.
+ Virus in computer system

= 25 calls from users

= Only five people in 1T department

File 35 | Unit 16

Business communication, Exercise 4, page 100

Student A

Look at the information on Pacle Riccl and prepare a short
presentation about him.

Paoclo Ricei {malel  Computer Science degree — Rome

Master's degree — New York

Previous
employment

Programmer — Karpinsky Ltd.
Head Programmer - Panda Software

Recent
EXPETIENCEs

Helped develop new software for
advertising industry

Designed new program for Spot-on
Advertising Inc,

Present role Head of IT Media Strategy Group
Developing new software for planning
department

Introduce new software

Develop new program for Accounts

Flans for the future

File 36 | Unit 2

Case study, Task, Exercise 1, page 17
Student B

1 You work at Head Office as the Personal Assistant to the
Production Manager. Your boss is in a meefing at the moment
Take a message

2 Mow vou area journalist, You want more information gbous
this crisis. You call the Area Manager of the local branch.
You want to know how many people have been affected, how
badly they are affected, and what the company 15 going to de
abaout it,




File 37 | Unit 4

Language at work, Exercise 6, pape 27

Student B

Answer Student A's questions about Martin Cooper. Then
ask questions to complete the missing information, using
the question words in itafies. Do not include the information
highlighted in yellow in your gquestion,

Example: When was Martin Cooper barn?

Martin Cooper was bom in Chicago, USA in
= " —. . When?
He studied electrical engineering at
Where?
I 1954 he started working for Motorola, where he helped
develop . What?
At that time Motorola was in a race with
to make the first cell phone. Who?
The first private tests of the phone werein
and the first public demonstration was in New York on 3 April
1973, Where?
Cooper made the first call by cell phone to Joel Engel at

- Where?
Im_____ -4 smaller version of the phone went on
sale for §3,500. When?
Cooper became the Corporate Director of Research and
Development for Metorola before he set up his own company
called = . What?

File 38 | Unit 4

Business communication, Exercize 5, page 28

Student B

You have researched the Yelocab in the Yelo complex opposite
vour office building. Read the notes and give a report of your
research,

Furpose:

= Find best place for employees to have a 20-minute midday sleep.

Why?:

» Employees work better in the afternoon after a short sleep.

What I did:

= Choose ten employees to try it out,

= Rent a Yelocab for one month,

= Put it outside the main office building.

= Interview these ten employees on different days.

Result:

= ¥elocabs are very relaxing, but employees are not happy about
paying for themn themselves.

= Speak to Sales Director to negotiate a deal for all employees.

File 39 | Unit 5

Case study, Task, Exercize 1, page 35

Student B
Look at the situation with retaining staff six months ago and the
progress made,

Six months ago Progress made

MNow 20% men.

Exlended full pay for women
on maternity leave to 20

85% of employees — women
under 35,
Averapge length of stdy in

organization — 18 months: weeks.
Benefits — 20 days paid Increased holiday to 25 days
holiday & year d YEAr.

Full pav for women on
maternity leave for six weeks.

File 40 | Unit 7
Working with words, Exercise 5, page 43

Student B
Have conversations with your partner for these situations.
1 Yeu are a hotel receptionist. Student A is a-guest: Regpond to
his / her guestions. Invent your answers.
2 You are 2 passenger at an airport and you need Lo fy to Oslo
urgently. Student A works at the ticket office. Ask
« for the time of the next plane to Oslo
Example: What time does the next plane to Oslo leave?
e what time the plane lands
+ which terminal the plane lands at

+ fora one-way fcKket

File 41 | Unit7

Language at work, Exercise 8, page 45

Student B

1 You are staymg at a hotel near Hong Kong station, You have a
flight home from Chek Lap Kok Alrport tomorrow morning at
10,30 a.m. Find out the following information.

Transport: Best way to get there? Time needed to get thera?
Cost? Number of trains per hour? First train in mowming?

Check in: Where? Check-in desks for Cathay Pacific? Opening
time of check-in desks?

Shopping: Presents for family — any good shops at airport?

2 You are a receptionist at the Dom FPedro Palace Hotel in
Lishon. Student A will call you to ask for information. Use this
information to answer his / her questions,

Location: [n centre of Lishon, 7 km from Lisbon International
Airport, Low-cost minitbus to hotel,

Facilities include: 263 rooms {all air-conditioned with
Internet access), 20 meeting rooms, ltalian restaurant,
cocktail bar, sports and health facilities, shops.

Other business facilities: Business centre on 2nd foor.

Leaving and arriving: Check out before midday, check in
after 2.00 p.m.

T¥—¢E S}l uonewoju|
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File 42 | Unit 8
Case study, Task, Exercise 2, page 53
Student B

Look at the information below about Stable & Sons.

Company history: 30 years in the business

Type of company: Mational
Price: €10 per package
Discount starts at 500 packages
Collection: Daity
Speed: Four working days

Delivery options: Daily delivery {including Saturdays)

Early morning and late evening
special service
First time delivery rate:  80%

Tracking facilities: YWia email

File 43 | Unit 9

Case study, Task, Exercise 1, page 59

Student B

These are the ideas that you have for prometing the 3C card and

their costs,

=« Outdoor advertising on buses taking young people to school
and university. €80,000

+ National competition for best photo taken by a mobile phone.
Photos posted on your bank's website. 100 winners get a
3C card and $300 in cash, €80,000

+ Ten 30-second TV adverts on popular youth music chanmel,
€80.000

= Free concert tickets for the first 1,000 people to take out cash
with the card on a particular date. €80,000

File 44 | Unit 10

Busginess communication, Exercise 6, page 64

Student B

You work for a company of green consultants, Give a presentation

to Student A about your service, using the notes below.

Advantages of using a green
consultancy company -

expert advice from experienced
receive list of green contacis

kept up-to-date on any changas.-in.inw.

improves company imags - shows you are
serious about environment.

File 45 | Unit 10

Cage study, Task, Exercise 1, page 65

Group B
Your issue is resources. You think that the company could reduge
13 consumption of paper and water by 25%. These are some of
the measures your company could take:

= cutting paper wastage — how?

« more recycling — what?

« conserving and recycling water — how? where?

« reducing waste in the canteen — how?

File 46 | Unit 11

Case study, Task, Exercise 1, page 71

Group B

The Boat Race

Guests are given the pleces of a fuli-size boat which they have
to build and brand in teams using their own imagination, They
then have the opportunity to race In their boat against the other
teams to see whose boat is the fastest. At the end of the race, the
winners celebrate their victory with a bottle of champagne. The
day ends with a fantastic barbecue and buffet-style dinner with a
free bar,

File 47 | Unit 12

Business communication, Exercise 6, page 76

Student B

1 Listen to your partner’s description of BMW!'s sales, and mark
thern on your graph below.

2 Describe Mercedes” sales. Your partner will mark them on
his / her graph.
Example: In January, sales were about 65.000. In February, they

rose fo just over
Mercedes and BMW global zales

150,000
HBeMw H Mercedes

125,000

1000060
» I I I I I
BLRE I

Jan. Feb Mar Apr May Jun Jul Aug Sept Dot Nov




File 48 | Unit 14

Language at work, Exercise 8, page 87

Student B

1 Read the questions below and answer them for yourself,
2 Ask your partner the same questions, starting with If ..
Example: If some friends invited you for Sunday lunch at 1.00 p.m.,
what sime would you arrive — 100 pam., 130 poml at the lotest, or
, ary time before 3.00 pm.?

3 Compare your answers and say why they are the same or
different.

& Check your score in File 57 on page 146.

1 Imagine your boss invites you for Sunday lunch at 100 p.m
What time would you arrive?
al.00pm? b 1.30 p.m. at the latest?
cany time before 3.00 pm.?

2 Imagine you're travelling to work and your train stops
between stations because of problems on the line, What would
youdo?

a get really rritable?
b look at your watch?
¢ read a book or listen to music?

3 Imagine you have a three-day business trip that starts
tomorrow, Would you
a write a st of things to take?

b have a list in your head of what you need?
¢ have no list at all?

4 Tmagine you're in the supermarket on Saturday and you have
ten items ta pay for. All the checkouts are very busy. Would
you
a leave the items and go out without paying?

b find the shortest quene and hope it doesn'’t take too long?
c go to the nearest queas and relax —it's the weekend?

File 49 | Unit 14

Business communication, Exercise 5, page 88

Student B

You work for Fixel Printing, Sigma Sepplies have asked vou to

print their new catalogue for next year. They will phone vou to

ask for some changes. Complete the table below and decide what
| conditions you can accept or offer using the notes to help you

Original order Sigma now want

Mo of pages 300

Noof catalogues 5,000

Belivery By 15 Dec
3,00

Price per catalogue
Notes
You are very busy in November.

‘ For a print order of 5.000-6,000 catalogues, the normal price is
£l per 100 pages.

ma Supplies is a very good customer.
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Case study, Task, Exercise 3, page 89

Student B
You are the Project Manager for Metropolis Construction. You
want Phoenix Office Design to pay these costs,
1 51.000 for an additional electrician
2 3600 a day more for the decorators to work in the last week of
December.
3°%54.000 to cover the salaries of the builders who were
unemployed for three weeks in September / October when
work stopped.
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Business communication, Exercise 4, page 94

Student B
You work in the Sales Department. These are your problems,
» Compuler virus — fost important document
{customer proposal)
+ Boss threw away only paper copy by accident
o Customer needs proposal tomorrow
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Language at work, Exercise 5, page 99
Student B

Sentences

1 My colleague’s gidlriend work in logistics.
WRONG: My colleague’s girlfriend works i logistics.
2 Where you went on holiday last year?

WRONG: Where did you go on holiday fast year?

3 He works here since ten years.

WRONG: He's worked here for ten years,

4 Your rmobile phone isn't as small than mine.
WRONG: Your mobile phone Bn't as small as mine.

5 The goods were delivered this morning:
RIGHT

6 He'd get the job if he would speak German.
WRONG Hedl get the job if he spoke German.

7 How many informations are there in the book?
WRONG: How much information is there in the book?
8 We don’t can receive personal calls at work.
WRONG: We can't recerve personal calls at work

25T | SaNl uonewIoyu|

9 | may be late for the mesting tomorrow

RIGHT

10 The company will close if they won't solve the
problem.

WRONG: The company will close if they don't solve the
probilem.
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Business communication, Exercise 4, page 100

Student B

Look at the information on Aszami Takahashi and prepare a short
presentation about her

Asami Takahashi Psychology degree — Tokiyo University

female) Master's degree in Human Resources
Managemernt

Previous HE Department Sanyo 2001-2004

ermployment Assistant HR Manager Sony 2004—2007

Recent Gave courses on staff motivation
experiences Introduced procedures 1o improve
employes-management relations
Present role Head of HR
Developing plan to restructure
departments

Plans for the future  Discuss problems with heads of

department
Make changes to improve staff morale
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Case study, Task, Exercise 2, page 53
Student C

Logk at the information below about Nova Solutions,

Company history: Founded last year

Type of company: Malional
Price: €8 per package
Discount starts at 100 packages
Collection: On demand online
Speead: Two waorking days

Delivery options: Every day detivery {including
Sundays)
Matification of delivery service

by text to customer)
First time delivery rate: 90%

On website

Tracking facilities:
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Case study, Task, Exercise 1, page 59

Student C
These are the ideas that you have for promoling the 3C card and
their costs.
= Adverts at bottom of emails at times when young people use
ernail most (9.00-12.00 a.m., 6.00-9.00 p.m.). Users can click
ana link to the 3C website. €60,000

= Adverts on most popular national TV channels between
9:00 pom. and midnight, €50.000

« Direcl mailing Lo all school and university students, €50.000
» Adverts on popular social networking site used by young
people between 8.00 p.o, and midnight. £100.000
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Case study, Task, Exercise 1, page 65

Group C
Your issue is energy. You think your company should reduce its
energy consumption by 40%. These are some of the measures
your company could take:
= cutting electricity consumption — how? where?
= finding alternalive renewable sources of energy — what? cost?
+ motivating employees to save energy — how? what?
= replacing old systems and machines — which?
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Language at work, Exercise 8, page 87

Mostly ‘a’s Doing things on time is very important for you, You
need to live in a ‘clock time” culture.

Mostly “b's You would probably be happy ina ‘clock time' or
‘event time’ culture.

Mostly ‘c's You're very relaxed! An 'event time' culture would be
very good for vou,
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Case study, Task, Exercise 1, page 71

Group D

MotoGP

Guests are invited to spend a day in the hospitality area of the
MotoGP. They will enjoy a full day of delicious food and plenty
of drinks in a marquee which isin the middle of the action. All
marquees have a magnificent view of the start / finish fine 5o
that guests can see the most exciting moments of the race. The
event includes a guided visit to the pit lane where mechanics will
give a demonstration of a wheel change.
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James Which company do vou wark for?

Fiona It's called Besam, B-E-5-A-M. You
probably dan't know it

James No, [ den't. What does the company
da?

Fiona We specialize in automaltic doar
mechanisms. But we're a subsidiary of Assa
Abloy. Perhaps vou know that name?

James No, sorry, | don't

Fiona It's a Swedish group. 1t makes locks
and security systems. U'mosure you know
some of our products, Yale locks ... or
Chubb .. or Vachette, for example?

James No, I'm afraid [ don't. [s it & very big
groug, then?

Fiona Yes, it iz, There are about 30,000
employers.

James That iz big,

Fiona And annual sales of about three billion
BUrog,

James 5o are youmainty in the Buropean
market?

Fiona Mo, we pperate in 40 different
countries worldwide. There are 150
different companies in the Assa Abloy
group.

James Whoare your mdin competitors,
then?

Fiona The Eastern Company
Rand .7 Master Lock?
James Well, I think you can see now that |

know nothing about the security business.

Fiona 3o who do you worl: for?

James Microsoft,

Fiona And what does your company do?

James We make ... Ah, that's a joke, right?

02

The Nestld Company was created in 1866
by Henri Nestla. The first Mestlé product
was baby milk. The company still produces
baby products today, but this is just one ina
wide range of foed and beverage products,
TR H-mg bottled water, breaklast cereals;
and ice cream. It's a very successful
company with sales last year of more than
107 beltion Swiss francs.

Nestlé is a truly global company, Its Head
Office is in Vevey in Switzerland, but it
manufactores in 780 [actories around the
workd, and s2lls on all five continents, For

it depends on itz 276.000 emplovess.
\-:'_,_u. brelieves that it is important to imvest
S a_fr'..l:l C"r'L‘ES delfllr]E' 5 an |rnpurl¢|r=[
fits philosophy. In 200Z. 654% of its
ovess received some form of training,
= one reason why less than 5% of

{ xg o .IF_“'E'J'E EVET}" :-.rear.

nvests in people outside

T Ingersoll-

cal commumities. The company
d nutrition, and health

d gives free food. It also

ole the envircnment,

by using less water, less energy, and less
packaging, Stay tuned for more, in Nestl in
Focus, right after the break.

03
1

A Could | speak ta you for o moment?
B Yes, of course.

2

A Can you tefl me vour name’?

B Sure. It's Woody Neilson.

3

A Can | have another drink, please?

B Certainly. Same again?

4

A Could you call me again tomarrow?
B I'm afraid I'm on holiday

5

A Would you repeal that, please?

B Yes, sorry. The reference is 1256 K.
6

A Could you help me for a mament?

B Sorry, but I'mvery busy, Can it wait?

04

Gianluca Excuse me. s this seat free?

Jana Yes, it is. Go ahead.

Gianluca Thanks very much. C
myself? I'm Gianfueca Donatel

Jana MNice to meet you, | am Jana Friova,

Gianluca Niceto meet you too, Jana. Where
are you from?

Jana | am from the Czech Republic. But 1
work all over Europe

Gianluca And who do youwerk for?

Jama | don’t work for a company. 1 am seli-
emploved.

Gianluea Oh really? And what do you do?

Jana 1am ajournalist. 1 write articles for
CONSUMET MEZATINES

Gianluca So why are you al this conference?

Jana | am bere to-research an article on
Internet service providers.

Gianluca That's interesting. A friend of mine
wiarks for an Italian service provider. Can |
introchace you ta him?

Jana Yes, of course, That would be nice,

Gianluca Hoberre, Can you come here fora
rinate? This is .., Sorry, what's your name
again?

Jana Jana. Jana Frikova.

Gianluea Roberto. This is Jana, She's writing
am article on Internet service providers

05

Excuse me. 1z this seat free?

2 Thanks very much. Can [ introduece
mysell? U'm Gianluca Donatelli;

3 Nice to meel you too, Jana, Where are yvou
from?

4 And who do vou work for?

Oh really? And what do you do?

6§ Sowhy are vou at this conference?

an [ introduce

¥}

7 That's interesting. A friend of oine works
for an Italian service provider, Can 1
introduce you to him?

8 Roberto, Can you come here for a minute?
Thigis ... Sorry, what's your name again?

8 Boberto. Thisis Jana: She's writing an
article on Intermet service providers.

06

1

Gianluca What do you do?

Jana 1am ajournalist. | write articles for
consumer magazines, What about you?
What do you da?

Gianluca I'm a sales manager,

2

Gianluca Why are you at this conference?

Jana I'm here to research an article on
Internet service providers, What abour
you? What are you here for?

Gianluca We want to find new custamersin
the European market.

07

Joker question 1 This Internet services
company kas its Head Office in Mountain
View, California, If you're looking for
information on the Intemmet, go to this
company’s page first. Whats the name of
the company?

Joker question 2 This car manufaclurer
is based in the UK, but it's a subsidiary
of the German company BMW._ s well
lenown for its lusury cars, but it alsa
makes engines for the acronantic and
mzarine mdustries. What's the name of the
company?

Joker question 3 Thizs Japanese company
specializes in audio, video, and
cammunications products. [t has around
160,000 employees. One of its most well-
known productsis PlayStation. What's the
name of the company?

Joker question 4 T'his American company
has its Head Oifice in Seattle, Washington,
Its products inclode the T37, 747, 767, and
the new THT. It's the main competitor of
Airbus. What's the name of the company?

Joker question 5 This company specializes
in tyres for cars, but it's also well known o
itz calendars, It's a competitor of Michelin
and Goodyear, and it’s based in Italy.
What's the name of the company?

Joker question & This Northern European
company produeces mobile phones,
mititimedia systems, and wireless
networles, In the mobile phone market,
its main competitors are Ericsson
and Motorola. What's the name of the
company?

Joker question T This French graup .5 i
world leader in dairy products, in
yopghurts, cheese, and desserts. It's
number two in bottled water, and it als:
produces biscuits. What's the mame of the
company?

olpny
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Interviewer Where do you work?

Sang Chun [n the Techmical Support
Department

Interviewer 5o what do you do exactly?

Sang Chun Basically, my job consists of
angwering calls from customers who are
having problems with their software, But
it also invohves working with sales reps
from time to time: We visit new customers
Logether,

Interviewer [ho you develop software too?

Sang Chun We aren'tinvelved in develaping
aew programs. But when programmers are
prepanng new versions of old products,
we take part in the discussions. We speak
to customers every day, so we know the
technical issues very wall

Interviewer Sowhat sort of problems do you
hawe to salve?

Sang Chun Oh, the usual. We deal with
installation issues, password problems,
bugs, things like that.

09

1

& Technical Support. Aldan speaking.

B Hi Aidan.

A Who am [ speaking to?

B Sorry, this is Nadira. I'm trving to access
my custamer files, but the computer isn't
Accepting my password.

A Yes, I think you're the fifth or sixth person
to tell me that. There's a problem with the
SErver,

B [: somebody working cn it at the moment?

A Yes, Fam, But it's not casy, because I'm
onmy own here. Everybody else is having
lunch, Try again in half an hour

B OK, Aldan. Thanks:

2

& Excuse me, Carlos

B Yes, what's the problem? Can it wait? I'm
having a mecting in here!

A Whao are vou talking to?

B A supplier. We're discussing new prices for
this year. Why are yvou disturbing me?

A It's fust that somebody is asking to use the
ram.

B But | uze this room every Monday. [ abways
have a meeling here,

A Yes, but you know that the Sales Director
always has priarity

B Yes, [ know. Is he waiting there now?

A Yes he s

B OX, DK, I'mleaving,

10

1 The code for England s double oh doable

bile number is oh double seven,
e oh, nine, double oh, three, four,

11

i

A Could you give me your contact details?

B Sure. My name’s Geoll Eccleston. That's
E-double C-L-E-5-T-0-N

A Eccleston, With a double C7

B That's right.

A And your first name, Geoff . s that Geoff
with a G or Jeff with a J?

B With a G. G-E-D-double F.

A O, [ve got that:

2

A Can | have your narme, g7

B Yes, it's Briony Rhys. That's B-R-1-O-N-Y.._.

A B-R-I1-0-N-Y. And your surname? Rhys, did
you say?

B Yes, thats R-H-Y-3

A B-H-Y-5. 0K,

i2

1

A Ackers and Shipton. How can 1 help vou?

B Is Mrs Ackers there, please?

A Speaking. Who's calling, please?

B Thizs iz Simon llago from A0S - Ace Office
Supplies.

A What can | do for you, Mr llago?

B I'm calling about a special price on our
printers, Mrs Ackers.

A Um sorry, but | can't discoss this now. 1
have 3 mieeting in [1ve minutes

B Can I call vou back tomorrow?

A Sorry, but P oout of the office tomorrow,
But thanks for calling. Goodlye,

B Er ... You're welcome: Goodbye,

2

A BEC Consulting. Ralf Gustuvson speaking.

B Hello. Could [ speak to Leo Keliher, please?

A I'm afraid he's out of the office at the
moment.

B Could | leave a messags?

A Yes, of course, Could I have your name,
please?

B This is Natalie Kent, from NT Consulting
Could you ask Leo to call me back? 1t's
fuite urgent.

A Yes, sure. Could you tell me what its
about?

B ¥es, I'm phoning to offer him some sub-
contracting work.

A QK. I'll give Lea the message,

B 'Thanks for your help. Goodbye

Unit 3

13
1

In our department we do reports at the end
of each month which show all the money
going inte and oul of the company, [t takes
a really long time. [have a meeting today
with Anna Neves, who's responzible for our

soflware. She's coming to show me a new
program she wants Lo buy. She says it will
help us a lot with all our financial reporting.

Our company is divided inte three business
units: Home, Industrial, and Public
Services, | work in the Industrial Business
Uit I organsze all the transport from
suppliers to our factories, and from our
factories to customers.

Foday | have a visit from Ralf Ehrling.
He's the person in charge of buying for the
whole group, He wants 1o use just three
or four big international ransporters for
all thres of our business units. He thinks
it wall cost less to have a small number of
suppliers.

| have contact with a lot of training
arganizations. We have a lol of people
learning English here. We're also

because we're changing our marketing
software at the moment, | report to the HR
[hrector, She's coming here for a meeting
today. We're employing a lot of new people
this year, and she thinks they have special
training needs, We're talking aboul whal
courses we can offer them,

14

1

A Here on the first floor we have all the
administrative offices. This i3 the CEOs
office, just here an the right. He's not here
tocliy,

B Heow often does he use this afTice?

& Oh, he's here about one day a week ..

B Where does he come from? He's American,
Ent he?

A Yes, he's from New York

2

A Thes iz our HR Manaper, Carla Brookes,
Carla, this is Robert Sielickl. He's interested
in doing some marketing work for us in
Poland.

C Ah, that's good news. Mice to meet you,
Mr ...

B Sielicki. But please call me Robert. MNice to
meet yau oo, Carla

C How long are you staying here, Robert?

B Just two days —today and tomormow

C And who do you want to see while pouTre
here?

B Well, one or two people in Sales and
Marketing. But ['d also like 1o see you
later, if possible. I'm very interested in the
Lraining programmes you have here.

3

A We're now going into the new part of the
bruilding. This is where we have our new
call centre for customers from all pver the
world.

B When did it apen?




A Just two months ago. In Janoary,

B And how many calts a day da vou receive?

A [ think it's about 500 a day. Let’s ask the
Customer Service Manaper.

4

A Can 1 introduce you to Alex Fenton? Alex
is responsible for new business in Morthern
Europe. He's on the road most of the time,
talking 10 new customears,

B Hellg, &lex, S0 which countries do you
vigit?

D Sweden and Demmark mostly. But we're
also very interested in Poland,

B How much do you know about the Polish
market?

D Notvery mach. [ think we have a meeting
this afterneon to talk about it
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1

A Welcome to Freebird.
B Thanks very much; It's nice to be here

2

A Did you have a good trip?
B Yes, thanks. 1t was fine,

3

A And did you find your way here all right?

B No problem. Your secretary sent me a very
good map,

4
A That’s good. Where are vou stayving?
B At the Continental Hotel,

5

A 5o how long are you here for?
B Just three davs.

]

A Would you like something to drink before
we start?
B Yes, pleaze. A coffee would be nice,

7

A OFL Tl iz that for you. Mow, did you get
the programme | sent you?

B Yes, | did thanks.

A Good, so perhaps we can get started.

16

A Welcome to Freebird,

B Thanks very much. It's nice to be here.

A Ts this your first 1irme in Lisbon?

B Yes itis

A Did you have a good trip?

B Yes, thanks: It was fine.

A What time did you arnive last night?

B Oh, 1 was at my hotel at about eipht o'clock.

A That's good. Mot teo Iate, then. And did you
find your way here all right?

B No problem. Your secretary sent me a very
2ood map.

A That's good. How did you get here — by
car?

B Yes, [tented a car at the airport

A Where are you staying?

B At the Continental Hotel.

A And iz it comforlable epnough for you?

B Yes, thanks. It's very comfortable

A I'm pleased to hear that. 5o how long are
you here for?

B Just three days,

A And will you have time to lock around
Lizbon while you're here?

B Yes, | hope z0.

A Well, I'm sure we can arrange something.
Would you like something Lo drink belore
we start?

B Yes, please. A colfee would be nice,

A How do you like it?

B Black plesse, no sugar,

A OK, Pl fixx that for you, Now, did you ger
the programrme [ sent you?

B Yes, | did, thanks.

A And would you like to make any changes?

B Mo, everything seems fine.

A Oh, pond, 50 perhaps we can get started,
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This pie chart gives you the breakdown of
Lenovo's sales worldwide: Can evervbody
see that QK7 As you can see, 27.6% of zales
are in the Americas, bur notice that China
represents 37.53% of worldwide sales.

This graph shows the change in market
share in the Iast two ar three years. As you
can see, in 2006 Lenovo's market share
was 35.8%, After a bad start in 2007, it went
up again to 36.1% in the second half of the
year, It went down again at the end of the
vear, but rose again in 2008, However, the
important thing here is that Lenowva is seill
the market leader in China. with about a
third of all PC sales.

[his diagram summarizes the company’s
main operations. So sales are based in
Beiiing where there are slso facilities for
manufaciuring, research and development,
and after-sales. But note that the company
has operations in many different eities,
There are R & [ centres in tive different
cities, and production units in the same
number of locations. Our call centre
operates 24 hours a day, and we have more
than 3,000 technical support enginesrs 10
deal with custamer problems.

Unit 4
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A 5o, how did Fat Face start?

B Well, we had the original ides one night
in 1388, We were both waorking inca bar in
d'zki resort called RMerizel in the French
Alps. Wewere working at night so that we
could ski all day, but the late nights and
early mormings were too much. We needed
to find another way to pay for our skiing, so
we hit upon the idea of selling T-ghirts.

A | suppage you didn't think of doing any
market research at the tme.

B No, we just ordered 100 T-shirts and were
incredibly surprized at how gquickly we
managed ta sell them,

A Who designed the T-shirts then?

B We did. We decided to create our own, 50
that they would be more original. We pot
a manufscturer in the UK to print them for
us and then send them over to Menbel, We
did product trials by sesing which designs
sold the quickest.

A Sowhy the name Fat Face?

B When we decided (o open our first shap,
we obviousty needed a name. Fat Face
commes from one of our favourite sk slopes
in Wal d'lsere called ‘La Face'

A How would vou descoibe your ciothing?

E Practical and stylish at the same [ime.
People associate our brand with an active
outcdoor lifestyle. At the same time, the
designs are interesting and attractive,

A When did vou actually launch Fat Face
Lid?

B The shop opened in 1993, and sales were
quite stow to start with, but they soon got
better, cspecialiy.at the beginning of the
year 2000, Sales are now extremely good,
50 we've come a long way sinee our skiing
days in Meribel!
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Presenter Welcome to our new series
Business Foundarion where we're going
1o take a look at the inventors whio have
made our lives zo different today, People
like Sabeer Bhatia, one of the founders of
Hotmail, who launched his online email
service in 1996; Martin Cooper, who made
the first mobile phone call in 1973; Tim
Berners-Lee, who developed the Warld
Wide Web in 1591; and Otto Wichterle,
who made the lest contact lens in 1961
in what was then Czechoslovakia. Today

we've gob [T expert MNeil Harrs in the =
studio ta tell vy the story of Sabeer Bhatia. [
Meil, when did Sabeer come to the USAT e
20 o
wh
Presenter Neil, when did Sabeer come to the o
LsA? s
Neil Well, Sabeer arrived in the USA in 1958 1
when he got a place to study electrical W
engincering at CalTech, the California =
Institute of Technology. After that he went o
an to do a master's degree at Stanford |
University. P
=

Presenter What did he do then?

Neil Well, he didn't finish his dectorate at
Stanford becagse he decided to take up
a job offer with Apple. Here he met Jack
Smith, and later the two of them joined
a start-up company called Firepower
Systems Inc. At this point Sabeer and Jack
started working together on new ideas for
the Internet

Presenter So how did they get the idea for
Hotmail?

| 149
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Meil Actuwally, it was Jack Smith who thought
of it first. He was frustrated because he
couldn’t zend anemail privately at work.
He called Sabeer on his cell phone with an
idea for a private email service: Sabeer told
Jack to hang up because someone might
hear their conversation. When Sabeer got
hame, the two discussed the idea in more
detail and then Sabeer came up with a
business plan.

Presenter How did they decide on the name?

Meil They tried all kinds of names ending in
the word ‘mail’ [n the end they decided an
Hotmail because it contained the letters
HTML, the coding on all web pages,

Presenter When did Sabeer and Jack launch
Hotemaml?

Meil Well, first they had to get funding, but
they didn't want to tell too many people
atrout their idea because sormeone might
copy it. Eventually, a sponsor agreed to
invest $300,000 in the idea. Sabeer and
Jack launched Hotmail on July 4th, 1598,
Independence Day, and in less than six
months they had one million users.,

Presenter What about the offer frem
Micrasaft?

Neil Well, Microsolt soon realized how well
Hotmail was doing and in the autumn of
1997 they made their First affer for the
campany. It toak them two months to
negotate an agreement with Sabeer, who
finally sold Hotmail on December 30th for
arcund $400 million. It was agreed that
sabeer would continue as CEC of Hotmail,
but he only stayed for about a year,

Presenter Why did he leave Microscfit?

Meil MNebody knows, but he's still busy in the
world of I'T. He has great plans for his home
country — he wants to develop & similar
lecation to Silicon Valley in [ndis

Presenter Lat's hope he makes it then: Meil
Harris, thank you [or joining us.

21

A Did you have a good weekend?

B Yes, it was great! We went away for a
change.

A Did you? Where did you go?

B We went to Monte Carla.

A That'sinteresting! To see the car racing?

B s, that's right, It was really exciting!

A Was it? 've never been Lo Monaco.

B It was my first time, actually. [ realby
enjoved it and the weather was fantastic.

A Oh really? Tt rained here all weekend. [
think you went to the right place!

22

I'rer here to report on our experiment with
Podpads at the Summerhouse festival last
mionth. The purpose of our research was to
find the most comfortable place for visitors
1o stay during outdoor festrvals. We wanted
ta find out which sccommaodation would
keep pecple dry in bad weather.

Why did we choose Podpads? Because they
are much stronger than tents, The makers

also have an installation team who put

up the Podpads before the event and take
them down again atrerwards,

First, we contacted Podpads com and
crdered 50 Podpads for the Summerhouse
festival. Then on our website we offered
free accommodation to 50 visitors if they
Lok part in our research.

We spoke to cur Podpad residests alter one
night and then again after a second night
All ofthenn said they would consider hiring
a Podpad al the next festival they went to.
depending on the price.

Finally, we visited the farmers wha let us
use their land. We asked themn for thewr
opinien of the company. They commented
on the efficiency of the team who put up
the Podpads and then took them down

as soon as the festival was over. 1 think

we can say that the Podpads were a huge
suecess; We found that they were popular
with bath visitars and farmers, and, mare
importantly, they will protect the people
using them from bad weather.

Unit 5
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Anna ['m & mother with twa young children
[ took this job because it offered me flexible
hours. I get to worlke at etght in the morning,
but then | can leave at four in the afternoon
to get the children From school. [ also
have six weeks paid holiday, which is very
nseful in the summer when the schoels are
closed. | pel private healtheare for all the
family, and that saves me a lot of money. |
don't plan to have any more children, but
the maternity leave is also good here — six
months on full pay.

Mark [ travel a lot because |'m in sales, So |
Zet a company car with the job. I can use
itatweekends too, which is grear az [ get
cheap petrol, They also give me a laptop
for doing all my reports and a mobile
phome, 1 can use the phone for personal
calls too, which is useful. And the kids can
use the laptop at weekends. [ also get free
aym membership, A ot of people go to
the gy in the lunch hour and after work
But it's not much good for me, because I'm
always on the road,

Valerie What interested me first ahowt this
job was the training courses they offered
me. 've done courses in management,
teanmwork, and customer service. And the
company also offers subsidized childcare.
| had a baby last year, so that's been really
useful for me. We also have a very good
company pension scheme, but Umonly 28,
s that’s not really important now, What
interests me maore at the moment is the
annual bonus. That means more money for
Christmas presents in December . if the
company s results are good.
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A Have vou ever seen a video CV7

B Nao. 've never seen one, but | have heard of
them. In fact, I read an article about them
a few days ago. It said that people have
started making video clips as part of their
Job applicarions. And some companies
have already started offering video CW
FCTVIIES.

A Well, someone has emailed me a CV taday,
and there's a link to a video on her blog, bot
| haven't watched it yet.

B Well, shall we have a look at it now?

25

[nterviewer 5o when did you start working
in the non-profit sector?

Naomi When | left university in 1998,

Interviewer Ander ... have you ever worked
for a hig crganization?

Naomi Mo, [ haven't. But ['ve worked
for three smaller ones with operations
in Africs. So I'vealready had a lot of
experience in the fisld,

Interviewer And have you been to Afficain
the fast vear?

Naomi Yes, | have. This year U've been to
Tanzania. I spent six months working on a

uction project

Interviewer What did veu do there exactly?

Naomi Well, my job was to supervise the
building of school. It opened in June

zre you happy with the

Naomi Yes, | was. The school was ready two
months early, And that saved as $10,000 on
[j‘ll." CONSIACTHN COSS
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Paula Antonio

o, I need you to make a listof

par MOrTow § Iraining course.

Antonio OF, I'll do that right now.

Paula And please mclude all their mobile
phone nembers

Antonio I'm not sure | can do that. [ haven't

we Nave one somewhere?

ookin the green file onmy
desk. And e vou ta phone the Sales
Dhirector for me this afternoon

Antonio No probles

Paula Can you tell im that the welcome
party is at six thirty this evening?

Antonio Yes, of course. Anything else?

Paula Yes. Couid ] ask you to 2o to the party
too? | know it's late, bot | can't be there
because | have a meeling.

Antonio I'mafraid [ can't, Faula, I've gota
train to-catch at gix.
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MNatasha Ben, | wanted ro talk to you about
the SNT project.

Ben Ah yes. Where are we with recruitment
exactly?

MNatasha Well, we've already shortlisted
twenty candidates.

Ben That's pood, Can you give me their CVs?

T
1
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Natasha 1 ematled them o you last weak,
Have you looked at your emails?

Ben No, sorry Matasha. I've been very short
of timea this week.

Natasha Well, time's running out. 1 need
to call the candidates early next week Lo
arrange the interviews,

Ben Well. I'll read everything this weekend
Don't worry, Leave it with me,

Natasha And what about the inferviews at
the end of the menth? U'd like you to tell me
when you're free. 1'll need you for two or
three days.

Ben Well. I'm not sure at the moment. [ve
got one all-day mecting at SNT that weelk,
but [ haven't heard what date ver,

Natasha Look. Ben, the interviews are very
soon. Can you let me know by Monday
marning al the latest?

Ben OK, QK. I'll do it. By the way, have you
finished the job description yet?

Natasha No, [ haven't had time. I want
10 work on it this afternocn. [ also necd
to speak to the MD about salaries and
benefits. It seems that you and he don't
agres.

Ben [I'm having a meeting with him this
afternoon

Natasha 0, 5o can you deal with the
salaries issnie when vou see him?

Ben Mo problem,

Natasha Thanks, Ben, 5o that's salaries
o discuss this afternoon, CVs to read
thiz weekend, and your availability for
mierviews by Monday morning, You won't
forpet all that?

Ben Mo, lwon't

Unit 6
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1

Lastyear [ bought a book about the paintar
Diegas from a local bookshop, When 1 got
home, | found the book was in Spanish, not
lish. 1 went back to the shep, but they
t lave the English version in stock,

ey said 1t was impossible to give me a
refund. Actually, they weren't at all helpful,

i bocked 2 7axi to go to the airport to
early fight. The taxi arrived

se almost an hour late and [

¢ flight, I'm not going Lo use that
my apain because they're so

& new executive chair for our
fter just 2 week a wheel came

e end, it took nine
riy two months 1o pet
tothe same

& mew chaer We've been b

cormpany for years, However, we were
dizsatizfied with the service this time, so
we've changed to a different company.
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And the final stary on Consumer Mews
tonight is about customer service and the
internet. Broadbase Software conducted
asurvey into how online customers are
treated. It asked people to buy a product
from an online retailer and then return it
as spon 25 they received it. They were also
asked to {ry and make contact with the
retaler,

The results of the survey are generally
encouraging for consumers. They can
contact all the compenies either by email
or through a call centre, and, with 8595 of
them, customers can choose how ta return
goods. But 29% of companiss take more
than twno business days to answer emails
This means that if custamers want a
quicker response, they have to spend more
mangy by making a telephone cafl.

The results show that the returns policy

of online retailers is gerting better, but
Broadbase Software believes it i still not
absolutely satisfactory
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Ludmila So, canyou tell us something about
the results of thiz survey into the use of the
[nternet, Petr?

Petr Well, first of all, tet's look at the different
age groups. There is sl a large difference
between the number of yourng and alder
people whe access the Internet. 0% of
thase in the 16-24 age group have used the
Internet in the last three months, whereas
the percentage in the 65+ age group is only
24%

Ludmila That's not that surprising though, is
7 After all, voung people have grovn up
with the Internet.

Petr That's true. And alsoe, as you might
expect, the most popular activily is
searching for information about goods or
services; which takes up 86% of our time
cnfing, The second most popular activity

is sending and receiving emails at B5%,
Generally, men use it mare than women,
but one of the few activities thal women are
more interested in than men is looking for
health-related information, 31% used the
Internet for this as opposed to 24% of men.

Ludmila What about where we access the
Imternat? Do we spend a lot of time at work

online when we should be working?

Petr No, actually, 57% log on from home,
whereas only 44% access it from work.
52% of Internet users say that the most
important reazon why they don't use
the [nternet more is because they don't
have Lme, but only 10% worry about the
security and their privacy,

Ludmila OK. One last quesiion. Which
products have the highest sales?

Petr Films and music. 51% say that they have

bought films, music, or DVDs recently,
whereas 46% say that they have purchased
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1

Supplier Can | help you?

Customer Yes, I'm calling because you've
sent me 20 colour ink cartridges instead of
20 black ones

Supplier | see. Can you give me your order
numbier, please?

Customer Yes. it's WI92745,

Supplier Yes, I'm very sorry about that. 11
send somebody round tomorrow with the
black cartridges. Is that QK7

Customer Yes, thank vou,

2

Customer Hello. I'm calling becauze there is
a rmistake with my invaoice. It says $1,000
instead of 100

Supplier Oh right, Can you give me the
number on the invaice?

Customer [t's RFO07/24.

Supplier Yes, iU's our mistake. I'm terribly
sorry. I' send you a new invoice,

Customer Thank you,

3

Supplier Optimum Office Supplics. How can
I help you?

Customer Hello. I'm calling becauze |
ordered some paper 3 week apo and it sill
hasn't arrived

Supplier That is a problem. When was the
delivery date?

Customer  Yesterday moming,

Supplier | do apologize for that, We're having
a probiem with our delivery agents. I'l call
them to find out what has happened,

Customer Don't worry. | think Ul cancel
the erder. It's not the first time this has

happened.
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Cris Right, let's start, The reason woe're heres
today is to discuss how we can improve our
customer service. As you've seen from my
emiil, we've had far too many complaints
ifrn the last three months: Firstof all, let’s
Iook at our sales stalf. Customers say
they're rude and they don't know anything
ahout our products:. Jeanne, let’s hear your
idea.

Jeanne Well, [ think we should change the
profile of our sales stafl, | don't feel we
should employ so0 many young peaple,
because they don't knew how to deal with
CUstomers.

Eirsten | don't agree. All we need to da is
give our sales staft'a week's training before
they start,

Cris How da you feel about that, Sven?

Sven | agree with you, Kirsten. A training
course would teach our sales staff how to
deal with customers 5 well as giving them

51dLIos oipny
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some information about the company.
They wiould be hagmerin their jobs and so
they'd be more polite to custormers.

Cris [ think you'ne right, Sven. QK, solets
move on fo our refunds palicy. Customers
hawve complained that it's too strict, and
wieve lost a ot of business recently. What
do you think, Kirsten?

Kirsten Personally, Teel we should give all
custamers their money back if they're not
satisfied with their purchase.

Jeanne | don't agree at all. Think of the
expense | don't think we shauld give
refunds to customers if they can't produce
areceipl.

Kirsten Well, perhaps we should exchange
the product if there’s no receipt. Do you
agree?

Jeanne That sounds better

Swen Yes, that's much beller,

Cris Ol then , .

Unit 7
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1

This is a flight anncuncement for flights
scheduled to leave Terminal 1in the next
i

Flight BA7Z93 to Singapore at 14.45 has
bueen delayed until 16,30, Fassengers are
asked towait in the departure lounge and
watch the screens for further information,
Flight BAT293 to Singapore delayed until
16.30. Passengers should wait in the
departure lounge.

Flight L1A0472 to Boston is now boarding
at Gate J13. Flhight UAQ472 to Boston now
boarding at Gaee J13.

2

Customer (h, hello. Can you tell me whit
time [ hiave to check out, pleass?

Receptionist Yes. You have Lo leave your
riom by twelve and return your key card to
reception,

Customer Would it be possible (o leave
my suitcase here until | have to go to the
airport?

Receptionist Yes, of course. But pleasge dan't
leave anything valuable in it,

Customer Mo, of course nol. I' Lake my
valuables out of the safe and put them in
my bag. Can | pay my bill by credit card?

Receptionist Yes, of course,

3

Pazsenger Oh, good morning. [ need to get
1o Copenhagen as soon as possible,

Tieket clerle Well, Flight EX3465 departs at
13.00; Shall [ see if there are any seats free
i economy class?

Przsenger Yes, please.

Ticket clerk Yes, that's fing. Would you like a
one-way ticket or & return?

[
Ul
Fad

FPassenger Cmly one way, pleaze. | don't
know when I'm coming back

Ticket clerk O, That's £44 99, please

Passenger Can you tell me what time the
flight lands in Copenhagen?

Tecket clerk Yes It lands ar 15.45

Passenger And at which terminal?

Ticket elerk Terminal 2.

Passenger Thanks a lot.
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The twia hest train services to the airpaort
are the MNarita Express and Airport Narita
[Rapid Service) and the journey takes about
an hour, A more cxpensivie oplon 1s to take
il taxl Fares start at 14,000 yen,

There are five private shower rooms in
Terminal 2 which come with shampoo,
bath towels, and hairdryers, They can be
used by passengers arriving at or departing
from the airport. A 30-minute session costs
500 yen.

Passengers can exchange money at the
many banks in the mrport. Cash machines
are available in the Check-in area of
Bepartures, but there are none in the
departurne lounge,

FPassenpers can leave lugzage in the airport
for a mascimum of three days. The lockers
cosl 300 ven per day for a small bag and
can be found in both terminals.

A number of different companies offer
mabile phones to rent in the airport.
Passengers should po to the informaticn
desk in Bepartores to find out where their
chosen company is located,
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1

Receptionist Goad marning. Can [ help vou?

Customer Yes. | want Lo see Susana Kechel

Receptionist Can | have your name, please?

Customer Jim. Jim King.

Receptionist Do you have an appointment,
Mr King?

Customer Yes,

Receptionist QK. Which company are you
fram, Mr King?

Customer Flying High Lid,

Receptionist Thank you. Please zign here
and 'l see il Ms Kechel is available,

2

Receptionist Good morning. Can | help you?

Customer Yes. Hello. My name’s Helen
Edwards and I'm from Citibank. I have
an appointment with Susana Kechel at 11
oclock.

Receptionist O, I'll call Susana Kecheland
tell har you're here. Could vou tell me yiour
name again, please?

Customer Yes. it's Helen Edwards

Receptionist Thank you. Would you like 1o
take 8 seat while vou're waiting?

Customer Yes. Thanks.

Receptionist Susana will come and meet you
in-about hve minutes.

Customer Do [ need to sign in?

Receptionist Yes. Can you just sign here,
please?

Customer Of caurse,

Receptionist: Thank vou. And here's your
SeCUTHY pass

Customer Thank you very much,
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Dan Excuse me. Are you Jozef Dropinski?

Jozef Yes, | am. And vou must be Dan Ford.

Dan Thal's right. Plensed to meet you, Jozef,

Jozef Nice to meet you, Dan.

Dan OF, then Let's go and peta taxi

Jozef Right. I'l follow you.

Dan OF, the taxis are outside, about two
minutes’ walk from here. 5o, did vou have a
good flight, Jozef?

Jozef Hrmm, it was defayed for half an hour,
but apart from that, everything was fine.
Dan Well. I suppose half an hour isn't so bad
Da you often travel abroad on business?

Jozef Probably about ance a month, really,
Last month | was in Granada.

Dan Really! Granada's beautiful isn't it?

Jozef Yes it is. Have you been Lthere, then?

Dan Yes, | went there with my wife for a
weekend a couple of years ago. Did you see
the Alhambra?

Jozef Yes, fortunately we had time to da a bit
of sightzeeing, sa T went to hawve a look,

Dan What did you think of it?

Jozef | thought it was beauriful. And really
peaceful too. In fact, [ loved i,

Dan The architecture is amazing, sn't ii? Are
you interested in architecture, Jozef?

Jozef To be honest, [ don't really know much
abiout it, but 1 da enjoy visiting new places
when [ can, What abaut you?

Dan Yes, me too, but ["ve only got time 1o
travel during the holidays. When do you
usually take your holiday?

Jdozet | usuvally have 2 fortnight in the
summer and a week in early spring. How
about you”

Dan [abways go skiing fora week in
February,

Jozef Doyou? Where do you osually go?

Dan ToAndorra. There are some excellent
ski slopes there, Ca ?

Jozef Yes
te Slovenia in
there was plent

Dan Well, here ar
quete

LASOyear we went
5 brilliant, and

15. Let’s get in the

Unit 8
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it all starts when & potential customer
phones bs or emails us to make an enguiry
about cur products. We provide them with
the information, then quote them a price,
normally within 48 ours, if they want

a standard product. The customer then
places the order, and we begin Lo process




it, Obwicusly, we check first of all that the
product or products are in stock, and then
we conlirm the order with the customer
and give them a delivery date. If they agree
with the date, we package the goods and
ship them ta the customer. Qur custamer
cantrack the progress of their order at
any mament, in real time. using our anline
tracking service. We than deliver the
shipment ta the custemer, hopefully to the
right address, with the invoice attached.

fe then agk them to pay the invoice within
30 days. Fortunately, mast of them da.
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Supplier JPH printing. How can [ help you?

Customer Hello. Thisis Houghton
Consulting here. H-O-U-G-H-T-0-N, I'm
caliing about an order [or some business
cards. I'd like to know when we can expect
them

Supplier Could 1 have the order number
please, madam?

Customer Yes, it's 762/298,

Supplier One moment, please. Ul just check,
Right, here it 15, T6:2/298, you said?

Customer Yes, that's right. The delivery date
was Monday the 26cth of February, but the
business cards didn't arrive then,

Supplier Yes, there's a note on the order,

I'm afraid there's been a problem with
the gquantity you ordered. We're going ta
deliver the cards next Thursday morning
msiead. That's the Sth of March.

Customer Ohno, that's too late, We're
attending the company conference m
Toronto on the 5th of March and we need
the business cards 1o take with us

Supplier So, when is the latest we can deliver
the cards?

Customer On Friday the Znd of March at the
{atest.

Supplier OK. I'Nl speak to the manager and
seg if we can change the delivery date, As
gpon as I've spoken to him; I'll call you
back. OK?

Customer Yes, thank you. I'll expect vour
call very soon then. Thanks.
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Fenola Helln, T that Michasl Wan?

Michael Speaking.

Fenola Hello, Michael. It's Fenala Youne here
from GW Architects.

Michael Hello, Fenola. How can [ help you?

Fencla ['d like to meet yvou some time next
week to-discuss our ideas for the new
software application,

Michael Yes, of course, When are you
available?

Fenola Does Tuesday morning suit you?

Michael I'm afraid 'm nol available on
Tuesday. Shall we say Wednesday-ae 11
instead?

Fenola Yes, that suits me. Thank you so
miuch

Michael Thank you. So that's Wednesday at
il. then,

Fenola Yes Goodbye.
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Fenola Hi. Sven?

Sven Hi Fenola, How's it going?

Fenola Not too bad. Listen. Can we meet for
lunch next week?

Sven Greatidea. When are you free?

Fenola 15 Tuesday OK for you?

Sven Sorry, [ can't make it on Tuesday. How
about Tharsday at 12,30 instead?

Fenola Sounds good. Same place as usual?

Sven Yes. Same place at 1230, See you then.

Fenola See you on Thursday, Bve.
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Heather OK. then, let’s start, shall we?
We'ne here to decide on a new logo for the
company. Any ideas?

Tony Well, peraonally, T quite like the old
ofne, Why don’t we just change the colours,
make it look 8 bit more modern, and leave
it at that?

Heather [ don't think that'll work, Tony, We
want something really new here. A state-
of-the-art design that shows how far we've
Come since we started,

Ingrid Mavbe we should change the name
of the company, too. T mean ‘Rollinson’s
Andiovistial Solutions” is quite long, isn't 7

Karl Yes, [think we should shorten it. We
could just have the initials B-A-5 in the
feiraa.

Ingrid That’s a great idea, Karlt ‘R-A-5"
That sounds good, doesn’t it? How about
changing our name Lo B-A-57

Heather I'm not sure about that, Ingrid. One
thing 15 the company logo and another
thing is the name. | sugpest we use the
nitialy B-A4-5 in the iogo, but keep our

who we are

name 50 that people il koow

question of who's going 1o des ¥

Tony Well, if we want a complete change,
we'll need todind a different des
Shall we ask 3 few local design
us a sample of their work, and take it from
there?

Heather OF, Let's look at some local
companies first and see what sort of work
they produce. Tony, will vou look into that?

Tony Yes, of course. No problem

Heather Rightthen What about style? What
are we actually looking for here
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Cme of the most obvious considerations
for an onling retailer when choosing

a delivery company is the price of the
service. However, a low-cost company is
only a good choice if the service 15 fast.
Customers want the products they order as
aoon 85 possible and 50 a next-day service
is the most pomilar, They also like to know

where their poeds are, so an efficient
online tracking system is essential.

It's important that your delivery company
offers a number of different delivery
aptions, like cardy moming or late evening,
to make the delivery converient for the
cuslomer. Some companies send a text
message or an email (o their customers Lo
tell them when te expect their goeds: This
obviously improves their first time delivery
rate. If you have to deliver the same
product more than once, the delivery is
mare expensive for the retailer. Finally, the
speed of the delivery can also be improved
if the goods are coltected from the retailer
daily, twice daily, or on demand,

Unit 9
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1

[ know that companies have to advertise
to sell their products. But you don't need
to have big billboards everywhere, They're
really horrible and they get bigper and
bigeer every year. | think the Mayor of Sao
Paulo was right Lo do whal he did.

| think you need to have faws on
advertising. You have 1o stop companies
advertizing products which are bad for
you. [n my country, you aren’t allowed to
advertise cigarettes, for example

I'think some advertising laws are really
stupid. Where | live, vouare alfowed to
advertise beer and aleohol on TV, but yoo
can’t do

befare 8.08 pm. The idea is 1o

ren watch

til at least 10000 pm

Some people say there’s too muach
advertising online. But when we use the
Interniet, we usually dol
ta get the information we need. That's
becayse many website owners make their
profits from advertising, so we can use
their websites for free. [ agree that there
are @ lot of ads online, but you don't have to
look at them

44

A 1 don't agree at all, T think it's wrong
to close all these factortes and maove
production to low-cost countries.

B Sorry. but when you produce goodsin
China, for example ..,

A Can I just [inish?

B Sorry, go ahead,

A T mean, it's all happening so quickly.
Factories are cloging and there are no new
jobs for factory workers here,

| s1diios oipny
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B Can | just say something here? Relocating
o low=-cost countries halps to reduce prices

for uz in the West, And those countries ...

A Yes, but if you don't have a job, you don't
have any ...

B Please let me finish. I's the low-cost
eountries like China or India which will
be the big markets in the future. [f you
produce there, it's a good way to attract
future customers and earn market share,

A Yes but companies need o boost sales
here too, And if people don't have jobs ..

45

Sonya 50, we're here today to talk about
Central Europe, We need to discuss our
new marketing carmpaign.

Anton So, who's going to starl?

Sonya Maybe you, Anton. Can you tell us
about the advertising budger?

Antom Yes, OK, To support the new sales
campaign, we have 1o spend more on
advertizing this vear. Last yesar our
spending in Central Eurcpe was 28.6
million eures. This year we have decided
on-a budget of 37.5 million,

Edward Sorry, [ didn't catch that, Anton,
What was that you said?

Anton Yes sarry. Our spending last vear
was 28,6 million euros. And this year our
budget is 37.5 million puros, We want to
spend the extra money on a big ourdoar
advertising campaign.

Sonya Yes, that's definitely a good idea.

Anton O, if we now lock at the budget for
Western Europe, we see that last vear we
had ..

Edward Er, sorry, Anton, but 1 think we're

on ancther day. Edward, did you have
anvthing else to say?

Edward No, | think that's everything. Can we

sum up what we've agresad?

Sonya Sure. 5o, Edward, you're going to

prepare a detailed sales forecast, country
by country, and Anton, you're going to .

Unit 10
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1

We've got some rather unusoal drnks
machines in our office which recycle
bottles and cans. They're called reverse
vending machines, When you've finished
vour drink, you put the can back into the
machinge: They're quite popular actually, as
our office produces less waste and you feel
a% il you're helping the environment,

We didn't do much to help the environment
in my effice until someone started an
mitiative to turn the lights off. It's a really
effective way to save energy and cut costs

The mast envircnmentally Triendly area in
Ty company s probably the canteen. Most
waork canteens use plastic knives and forks,
but the ones we use are biedegradable,
and 3¢ are the cups. I think it's a uselul
way of teaching people about green issues
and at the same time making rubbish less
harmtul,

Tony Yes; it costsuslessto co
private company than ta emg
maintenance people

Blanca What about [T? Who loo
computers?

Tony We've got purown IT dep
because the programs are so specialk
How about you?

Blanca Mo, we cuisource to-a local IT
company. We haven't got enough
COMPULETS To need our own tech TES

Tony How about human resource:

Blanca We've only golabout 50 emplovees,
50 we've got an agency which finds new
staff for us when we need them: | suppase
you employ your own staff?

Tony Absolutely. The HR Department is
quite big, =0 it can do all the employing
itself. We outsource the trmning, though
because there's so much of it,

Blanca We outsource training ron, becauss
we don't need it very often.

Tony What else? | know, the canteen. Have
you Eol your own cooks?

Blanca Mo, the catering iz outaourced to
another company because anly a few
emplovees use the service, And you?

Tony Yes, we outsource, too, so that we get s
better service, Talking of food, I'm hungry
Do you fancy going out for lunch?
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Tereza Hello, Guido. You said you wanted 1o
talk to me.

Guido Yes, come in, Teresa. [ wanted to talk
ta you about the green initiatives propossd
by Head Office. Which proposals do you
think would be moszt effective?

getting off the subject here, Can we come
back to that later?

Anton Yes, OK, Buat | really think we need to
discuss Western Europe too,

the whole company?

Guido [ mean in the whole company. Head
Office wants us to cut our carhan emiss:
by 10% before the end of the year.

Teresa Sorry, did you say by the end of this
vear? | thought the propozals said by the
end of next year,

Guido Yes, vou're absalutely nght. We've got
until the end of next year. ["ve been |
through the ideas, and T think iwe
really easy tor us to keep the windows
closed when the heating i on,

Teresa 5o, are you saving we should 12
pecple they can't open the windows?

Guido Yes, At least ot when the heatung’s
on. Also, perhaps we could turn the heating
oft for part of the day.

Teresa What do you mean by part of the
day?

Guido Just a couple of hours in the
afternoon, between 2.00 and 4 00

Teresa Well, [ suppose that
office does usually zet very

We've started a carpoating system in my
office, so that we don't all drive our cars to
wark every day, The idea is quite popular,
actually, and about 60% of the seaff take
part. At least two people travel in each

car, which means we're cutting our carbon
emissions by more than halfl [Us also wseful
because we don't arrive so late at the office!

47

Blanca 3o, Tony, what services does your
advertising agency outsource?

Tony Well, cleaning for a start. We conlract a
private cleaning service to clean our offices
because the building s so big,

Blanca Aah That wouldn't work for us. You
see, the machines in the factory need to be
cleaned by professionals, s0 we employ our
own cleaners.

Tony Feally? And how about maintenance?

Blanca We outsourced this until last year,
but now we employ three technicians. We
need experts to look after the machines.

Tony Right. We cutsource 1o a maintenance ﬂ'g
company.

Blanca Do you?

Edward O, I think we've covered
advertising. Can we move on to the next
point?

Sonya Sure. Do you want to talk about sales
now, Edward?

Edward Allright. Well, we forecast a 7-10%
inerease in annual sales for this vear, and
we are looking for a similar figure for the
twi following vears. That's in the markets
where we have a stronger presence,

Sonya Sorry, Edward, U'm not with you,

Edward What do you mean?

Sonya Could vou be more specific? Which
countries are we talking about?

Edward | mean Poland, Hungary, and the
Czech Republic,

Sonya Ok, thanks.

Edward Well, anyway

Antom Can | just say something? As 1 said
before, [ really feel we need to review the
budgets for Westarn Europe

Sonya OK, Antor, [ agree, but 1 think we
need ta have another meeting about that

Helle and welcome. T
Jonsson from
here today to 12l
ofgoing green Ify
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you'll be ready for the sovernment's
new green laws, Ul talk about the new
regulations later. First of all, we're going 1o
look at the benefits of a clear green policy.
Well, the most important advantage of
becoming more environmentally friendly
Is-&n increase in your company profits,
Just by turning off machines when you're
not using them and turning the heating
down in warm weather, you can reduce
your electricity bill, If you pay 20% less
for energy, your business will get & 5%
increase in profits.
Let's move on to the question of your
company image, Anincreasing number of
consuroers and business CUSIDIMETS [{Hj,a}'
will only buy from or invest in companies
who help protect the planet, By showing
youare orying to reduce carbon emissions,
youwill increase your appeal in the market
and attract more custormers.
My next point is about your reputation as
an employer. If you make 2 commitment to
the envirgnment, you will encourage more
people to come and work for vou. People
don't just want to buy from responsible
businesses, they also want to work for
them.
There iy one more important result
for your business if you start adopting
environmental policies now, In the near
future, governments are planning to bring
in néw regulations for dealing with clirate
change. Being prepared for these will save
you time and money when the new rules
are intreduced, And. as [ said before, you'll
miake bigger profits if you start saving
energy right now,
That brings me 1o the end of my talk.
Thanks very much far listening, Now, are
there any gquestions?

Unit 11
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Last January afarpe electronics company
in Spain held & corporate event forits
leading dezlers and [ was lucky enough to
be invited. The purposze of the event was
to reinforce the relationship between the
company and its chients, and the venue was
a five-star hotel in Brazil, They arranged
ps for us, meluding a vigit to the
sity of Salvador da Bata, and
noon nding quad bikes along the
cesevted beach Thad a great time

an afte

v, Une of the big banls
R led to entertain its VIP
=

hemitothe opera. The

s ~faminus
e iy invitation was
ey sSdressed to my bogs, but he was

uriakle 1o po, so he asked me to go in his
place. [ acceptred the invitation and flew

to Milan two months later. The event was
the apening night of Tristan and Jsolde. It
wis wonderful and alter the performance
we had & tour of the building. The evening
finished in the most exclusive restaurant

in Milan where we talked business over a
delicious Mve-course meal accompanied by
the best wines.
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Francesca Where do you think we should
take them?

Jacquie Well, Benito's is good, Twent there
last week.

Francesca How minch is it per person?

Jacquie Er. about €35-40

Francesca Sounds good What do you think,
Luigi?

Luigi Well. actually, | think we should go to
that new seafood place — La Galette?

Jacquie Its expensive though, tsn't it?

Luigi Yes, it's about €60 2 head. But ifit's
mice, we'll be able (o sit cutside

Jacquie Yes, but there'll be five of us, so if we
choose La Galette, it'll cost us about €300,
including the wine, Benita's will be about
half that.

Luigi Anyway, which evening shall-we go?

Francesca How about Friday?

Luigi M, but if we go ta La Galette on
Thursday, there'll be live jazz.

Jacquie Well, there's a singer at Benito's
nearly évery evening,

Francesca So what time does Benita's open?

Jacquie At seven, | think:

Francesca And do we have to book a table?
Jacquie Mo, [ don't think they take bookings,
But it won't be full if we get there for just

atter seven,

Francesca OF. Lets go to Benito's. then, 1s
that OK with yvou, Luigi?

Luigi Yes. [ine.
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Teo [ don't know what to have, Anita. What
do you recommend?

Anita Well, vou must try the Parma ham. [Us
absolutely delicious!

Teo 0K, that sounds good. I'll have the harn
as a slarter,

Amnita Perbaps we can share the ham and
order a salad. as well?

Teo Good ides, and then we can each order a
AL COUrse,

Anita Righ:, What do vou fancy?

Teo I'm not really sure, Er, what are the
pizzas like?

Anita Well, they're not bad, but | recommend
the pasta, It's excellent here = they make it
themselves,

Teo Mmm, delicious. What are you having?

Anita 1 think I'll have the lasagne. What
about you?

Teo [l have the spagherti carbonara.

Anita OK. Shall we order a bottle of wine?

Teo Yes. Why not?

Anita Red or white?
Teo | prefer white, if that's all right with you.
Anita That'’s [ine. Waiter!
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1

A 5o, here we are, This is your hotel,

B Thanks very much for picking me up at the
airport

A My pleasure. Just before vou go, some of us
Are meeting for dinner tonight. Would yvou
like 10 join us?

B Thanks for the invitation, but I'm
exhausted. | think 'l just get something in
the hotel and then have an early night. Il
see you tomorrow. Good night

2
A Pleaze take a seat.
B Thanks.
A Shall I get you a glass of water?
B Yes, please. That would be nice.

3

A Hello. Samantha, isn't it?

B Yes, that's right,

A Hi. P'm Filip. Would vou like a coffes?
B Mo, thanks, I'd rather have tea.

4

A Did you know the Chinese State Circusisin
towm

B Mo, I didn't. Oh, | lowve them. ['ve seen them
three times.

A Well, would you like me to book a ticket far
you?

B *es, please. That's very kind of you

Unit 12

54

1

Itz not how they described it to me. At the
interview they said that their target was to
have £5% of management positions filled
by women, But five years later, I'me still
here in the same office and two men who
arrived at the same time as me have been
promoted above me. 105 very disappointing
— I really thought 1 had a big future here.

We've reduced the number of sceidents in
the plantz by 208, We haven’t achigved
our target of less than 100 accidentz per
year, but we're getting there, Last year
was encouraging, because the number of
serious injuries wenl down dramatically,

pG—G | S1dLIDS o1pny

We've had a really excellent yesr, much
better than we expected. We're the darlings
of the stock market at the moment. If vou
want to buy shares in the company, [ think
you should do it now before the price goes
up too high.
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The last three years haven't been very
good. First, there was that polfution
incident in our biggest factory. Then, there
was all that medm criticism for not using
electric vehicles, It's been a very poor
performance — [ don't like to rell peopie
who | work for

Well, it hazn't heen eazy in the last

twelve manths. The new CEO told us to
reduce our costs by 10%, In the end, we
only managed Lo reduce them by five

But then it was quite 3 good year for
business. 1 suppase 1 could say we've had a
satisfactory year,

55

Raul When did you start selling here in
Cribai, Lionel?

Lionel We, um, opened our fivst sales office
in 2004,

Raul And how long did it take 1o get your
leot in the market?

Lionel Well, we had disappointing resulis
for the first two vears. Bul since 2006, aur
market share has gone up to neardy 5%,
What about you, Raul? How [ong have you
worked here?

Raul I've beenin Dubai for three years now,
actually,

Lionel Da you have a family herg?

Raul Yes, my wife and childeen moved here
last yeur, What about you?
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ote point three nine per cent

nought point oh three three

one hundred and two

seven thousand four hundred and sixly-
SEVEN

3 mine hundred and six thousand five
hundred and seventy

a7

It's 5.535 p.m., and here's the warld stock
market summary,

In Tokyo this morning, the Mikkei closed at
13,688.28, that's 2.84% up on yesterday’s
closing figure. The FTSE 100 was 386
points up, at 59322 The DAX also
finished the day slightly up, al 6,004 .85
That's a rize of just 0.07%.

At mmidday New York time, the Dow Jones
wias down by 6985 poines to 12,357.41, And
the Nasdag was also down by 10.19 points
tn 2,316.91 — that's a fall of 0.44% since the
startof trading.
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Have a look at this praph. It shows the
number.of cars produced in China
compared with the other three major world
producers — the USA, Japan, and Germany.
Let's start with Japan. As you cansee,

W G b e

alE

the nineties. But since the beginning of this
century, production has risen from aight
meklion to around ten million. In the USA
production also dropped at the end of the
nineties. But since then, the number of cars
has contimed o decrease. In fact, new car
production has fallen by two million since
1997,

The performance of the German car
industry has been less disappointing than
the USA, Car production grew from fve

to five point fve million at the end of the
nineties, Since 1999 1t has remamed stable
at just under six million vehicles per year.
Solet’s turn to China. As you can see, In
the first four years, the number of new

cars incréased 1o just over half a million
vehicles, But in the last ten vears, it has
grown drarnatically. Car production rose to
three million in 2005, and since then, it has
increased by one million vehicles a vear

Unit 13
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Presenter Welcome to ‘Eye on the
Envirenment’, and today analyst Judy
Colling iz here to tell us shout the effects
of the oil ceisis. Judy, how will the il crizis
affect the economy?

Judy Collins. Well, Andy, economists
estirmate that a 5% reduction will cause
the price of cil to rise by more than 400%:
And customers will have lo pay more for
consumer goods, too,

Fresentey Can you explain?

Judy Colling Well, oil-based substances
are used o make plastic and so all plastic
goods will become more expensive as the
o1l starts to-rum out

Fresenter And, obviously the car industry
will be one 1o suffer

Judy Colling Yes. Mot many people know
that over 20 barrels of oil are used to make
one single car. And then the cars need oil
as fuel, Experts forecast that only o few
people will be able to mun cars in the future,

Presenter Whal effect will that have on the
wiorkplace?

Judy Collins Fortunately, recent advances
in technology will improve working

companies will have to introduce
telewarking schemes, Air travel will also
be kmited becmase of the cost of Tuel
and so more business will be conducted
internationally by videoconferencing. The
situation will deteriorabe until a substinate
for oil is found, which won't be an easy task
as ol iz vsed n =0 many different ways.
Presenter Judy Colling, thank yvou for talking
Lo us,
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In 2020 more women will work than
ever before and the working papulation

will be ajder in general. Many working
wiomen will be mothers, so they will
occupy the increasing number of part-
time jobs available. Thera won't be many
managament positions as emplayvess will
wiork together in self-managed teams.

In addition, work will be more flexble
amnd colleagues might not see each other
pften as maost people will work fram
home: Compames will still have office
buildings, but they will be much smaller
and there won't be many offices, Instead
the buildings maight contain the company
gymoand a bar area, or cafereria, for social
events,

Finally, employees may not stay with aaly
ONE company in 2020, and so emplovers
will have to offer much betzer working
conditions. Mere employees may take
career breaks, but in the [uture, they wall
be able to rejoin their company in the
same position and with the same salary
they had before. In general, companies
will have to Night hard to keep their staff,
and 50 employees will be in a rmuch bietter
position.
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Luis 5o, Gina, what are we poing to do about
our problems with staff tumaver?

Cina | think we should organize a team-
bualding weekend

Luiz Yesz, that might work, | suppose. But it
could get expensive

Gina Well then, how about holding a weekly
departmental meeting where people could
talk about their problems?

Luis I'm not sure about that, 1 think everyone
is too busy to spend a couple of hours a
vitel In anather meeting,

Gina OK. So, why don't we offer employees
somne specialized courses in languages or
I'T skilis?

Luis That's a good idea. We could see how
musch it would cost. Any other ideas?

Gina Well, we could give evervone a pay rise!

Luis Mo, l'mionot happy about that at all
There are people who deserve it and
people who don'l,

Gina QK then, What abour introducing a
bonus system, so the people who stay
longer gor paid more? Would that work?

Luis [ think that's a great ideal Let's try itand
sew what happens,
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Jean 5o, let's start, shall
the object of the meeting is to answer
any questions you have abour the new
teleworking scheme we're £ g
from next- month. Hiroko, would you tik
o start?

Hiroko Yes; thank vou, Jean. 7 wanted o ask
about money. | understand thar teleworking
will reduce costs for the company. Just how
much arewe ikely to save?

Jean [ can't tell you the exact figures right
mow, Hircko, but the new scheme will

5 you. knomw,




definitely zave the company alot of money,
eapecially in heating, lighting, and office
space,

Rebecea So i our office building likely to
close?

Jean Mo, the affice is unfikely to close
completely, although we won't need such
abig building ary more. We may lock into
the possibility of moving to a new building,
or we might rent out some of the ofliee
space we don't need

bvan | wanted to ask about productivity. Do

you think peaple will do more work from
horne?

Jean | hope employees will feel more
mativated when they can organize their own
tine. Telewarking 15 a sign that we trust
aur warkers o do their work independently
without someone standing over them all
the time. It probably waon't be easy for some
people to start with, but I'm sure people
will bie happier working from home.

Ivan Bat are you expecting an increase in
productivity?

Jean Yes, | am. Apparently, most companies
report an increéase of 10-40%, so hopefully
productivity won't decrease because of the
new scheme, Next question?

Hircko [wanted to ask abeut the employees,

What advantages will they get from the
scheme?
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Franca Hi, Silvia. So you're back from New
Yok How was it?

Silvia Good, It's a great city Lo visit, And |
met some really interesting people at work.
But 'd po crazy if | lived in the USA.

Franca Why's that, then?

Silvia Well, i's the pace of life there,
Evervbody's always running. Mo time to
stop and think. Do vou know what I mean?

Franca Yes, of course, So what would you
do if they affered you a job there? It's quite
passible. They're locking for new peaple all
the time.

Silvia Well, if it was only for a year or two, 1
might say ‘ves’: It would be good formy CV,

Franca But only for a short time?

Silvia Yes. If they wanted me for longer, |
wouldn't aceept it It would be'too stressful.
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1

A Canyou finish the report by Friday?

B Well, I'm not sure. There's a lot to do on it

A Well, within a week then.

B Listen, 1 do it before the and of next
week, [ promise, Would that be OK?

A Well, | suppose so.

2

A When da we need to send the quotation?

B They asked for it as soon as possible.

A O, Il sgart working on it right away,

B Do you think it be ready on Monday?

A Yes, | think so

B Oh, just one other thing — can you send me
your hours for June when you have tirme?

A Yes, sure,
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Luca Hi, Hans-Peter, It's Luca U'm calling
because we have a problem with detivery

Hans-Peter Oh. tell me more,

Luca Well, bazically, we've got a lorry
drivers sirike here. They're blocking all the
major roads. L ean't guarantes that we can
deliver today’s order on Lime.

Hans-Peter Oh nol We need those parts by
HONOTTOW,

Luca Yes, [ know, But 1 have znother
solution: Would it be OK if we sent them
by train?

Hans-Peteér Yes, that would be possible, But
could vou get them Lo us in time?

Luca Yes. ['we checked. They'd arrive at
about G.00 pom: 1omarrow.

Hans-Peter Six o'clock! But we need to start
producticn mid-afternoan

Luca Ah, | didn't know that. Well, what il we
transported themn by train to the border?
Could you send a lorey 1o pick them up?

Hans-Peter Yes, [ think we could do that
What time would the driver need 1o be
there?

Luca The train gets in &t ... er, 5.35 in the
morning,

Hans-Peter O, good, That would allow us
to get the parts to the factory on time,

Luca Of course, rail transporl is more
expensive than road, Would you agree to
pay the extra cost?

Hans-Peter Mo, sorry, Luca, that wouldn't be
acceptable, This lorry driviers’ strike is your
problem, not ours.

Luca OFK, | understand,

Unit 15
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Scott. Hello, Thierry. Come in-and take a
seat

Thierry Thanks.

Scott Now, this isn't easy for me to
say, Thierry, Bagically, I've been very
disappointed with your performance this
year in Ezstern Europe, | was hoping lor
much better results in that region

Thierry Well, 'm surprised, Scott. You asked
us o boost sales and we achieved that, 3%
up on last vear,

Scott Yeg, but 1 really wanted to see 0%,

Thierry Well, you never told me thal when
we spoke this time last year.

2

Seott OK, everybody, we have ten minules
left. Can we talk about the Sonth American
market? Er ... Filar, vou were at the trade
show in Mexico City last week, Can vou tell
us how it went?

Pilar Scott, [ didn't o to Mexico, T had to
g0 1o Spain last week, | told you about it
inour meeting two weeks ago, Don't o
remember?

Scott No, sorry, | don't. Mever mind. Um
. Roberto. Didn't you do a report on the
South American market & few weeks ago?

Roberto Yes, but [didn’t know we were
talking about that today. [ don't have the
figures here. They're on my computer at
hiame,

3

Maria Hi. Scott Is there enoupgh for me
thers?

Scott Yes, help yoursell The sugar's right
there.

Maria 5o, have you finizhed Iooking at that
propasal?

Scott Not yer ve got to shour page 100

Maria It's just that I need your signature on
it 1 have to send it this evening,

Secott Sorry, Maria. I've gol so much to read
ot the moment, The sales managers have
Jjust emailed me their manthly reports, |
think I'll be here all weekend!

Maria Well, before looking at them, could
you just finizh reading the proposal, Scott?
It"s only about fifteen pages inall
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First, think about where the appraisal

will take place, If possible, you shouldn't
use your own office, because emplovess
sometimes find it difficult to talk easily
The next thing to remember is that thizisa

emplovee, So you mustn't do most of the
talking, even if the person in front of you 15
very quiet or shy. [fvon know something
about the employes's persenal life, you
could begin by asking them about their
family or a recent holiday, for example.
This will create a positive atmosphere
Mow, when you begin to talk abouat your
employes’s performance, you shouldnt
start with negative feedback. Fiest, vou
should look at their personal goals for last
year, and let them say how they have or
haven't achieved them. And if they haven't
achieved them all, you must discuss why
this hasn't happened and offer real solutions.
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First, [ think Marek should trv to take a
weel or two of holiday and spend some
time with his wife and children. 1t'll
also give him fime to take a step back
and think about the reasons for his poor
performance

| S3diios olpny
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Wher he returns to wark, he needs o work

on his management skills, First, he must
learn to manage his own work better. He
shoshd asl for training in time management
and managing peaple, It might be an idea
to hire a personal coach.

Then he really must tatk to his tearn.

He should set clear goals for them, and
each person should know that they

are responsible for meeting their own
deadlines. If they can do all that between
800 am. and 5.00 p.m,, that's fine. If not,
they will have 1o consider making the team
bigmer

Klaudia is young and successiul. Maybe her
boss, the Sales Manager, is afraid of her. Or
perhaps he just doesn’t want to lose his best
sales rep. Klaudia should talk to him first
because she needs his help to get a better
jetrin the company. She could ask him
what she can do to improve her promotion
prospects. [T it's a question of training, he
should offerit to her,

The other possibility is 1o speak to the

LCEQ. She showldn't do this immediately
because her boss won't be happy. But if

her boss doesn't help her, she should tell

the CEQ that after five vears in the same
job, she would really like manapement
experience. She could say that she would
prefer to stay with the same company, bul
ifit's mot passible, shie will leave.
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A Hey, | just opened my email and saw your
message. How did vou knowr?

B Well, lazst time we met, you tobd me you'd
be A0 an the frst of June.

A Ldon’t remember that at all. Well, it was
very nice of you to think of me.

B You're welcome:,

2

A Well, thar was pood.

B Yy, it was. Thanks very much. Next time
Mau coinie, JL'S a0 [Me.

A No problem, It was great 1o hear all your
EWS.

3
A Do you Lthink yvou'll be OK with it now?
B Yes, that's grear, | think 1 can manage by
mysell now. Thanks for helping me,
A That's OK, Call me if there's anything else
vou reeed to know.

4
A 8o, well done, you've done 4 great job. And
I'll speak ta the HR Manager about your
training needs
B Great. Well, thank yvou forall your help and
advice. It's been really useful.
A Notatall. And let me know if thera's a
problern with that training course,
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Glen You look stressed. What's happened?

Mariza Well. Tom asked me to work late
again topighl.

Glen 15 that for the annual report?

Marisa Yes, but [ said no.

Glen Right, Why's that?

Marisa Because | have a meeting at my son's
school thiz evening.

Glen [ see.

Mariza And tomorrow's Friday, and | have
to leave at six hecause 1'm going o the
theatre. I don't know why [ feel so bad
about it. [ haven't been home before nine
aclock once this moanth.

Glen | know how you feel, Sometimes 1 think
it might be an idea to have a bed here!

Mariza The worst thing iz - [ don't
understand this new software we're using.
That's why this report is taking so long.

Glen I understand totally,

Marisa I mean, I've asked three times for IT
training this year, but they always say they
don't have the money for it

Glen [know. It's not eazy for you, When's the
deadling for the report?

Marisa Next Monday

Glen Listen, its not your fault. The company
should et you do that traiming course,

Marisa Yes, but the report still has ta be
done, And Tom says that when there's a
deadline to meet, work comes first, And
he's right.

Glen Listen, I'm sure there’s a solution. Let’s
2o for a coffee and think about it And don’t
WOTTY.

i |

Glen: Perhaps you could go 1o your son's
schodl, then come back o the office later in
the: evening,

Marisa N, [ can't dothat, He'll want 1o talk
to me about his teachers after the meeting
I can't just tell him P'm poing back to work

Glen Have wou thought of coming in at the
weekend?

Marisa Well, that might be possible. But
Tom has to be there too. T think he's gol a
wedding on Saturday, or something, And
I'm not free on Sunday,

Glen Bur as Tom says, when there's o
deadling to meet, work comes first

Mariza That's tros.

Glen Sowity don't you tell Tom that you can
work on Saturday? IThe can't, that's his
problem.

Marisa Yes, good idea,

72

1

I've applied for three jobs in the
International Division. I hod the rnght
experience for the jab, but each time [
was rejected becanse my English wasn't
good enough. But in my six vears with the
company, they've only given me one 30-
hour English course

Oh. and another thing ., those three jobs

I applied for .. [ saw them all advertised

in the national préss. They don't advertize
jobshere in the company until very late, or
sometimes nol at all

It's difficult to know what project manapers
really think of yvour performance. They
anly tell you if things are going badly, We
hawve asystem of annual apprasals, but
managers don't always do them, They say
there's no time, but [ don't think they fike
doing them. Actually, T think some of them
are just not very pood at commumicating
with people,

When 1 first joined the company, | had ane
week of technical training: After that,

weits on my own. | don't see my colleagues
very much, because we're usually with
cuastorners. After six months here, [ have so
many questions to azk. It's difficult when
each project is so different —at the mament
I'm working on a new motorway, a bridge,
and a petrol station. There are lots of
conmsultants with experience in thoses fields
but they never have time to answer your
questions.

We work on the same projects, but we
don’t really work logether, If something
goes wrong, it's alwayvs somebody else'’s
proflem. We have an “Emplovee of

thie Month’ award here, Each ronth,
the Project Managers can choose one
employee whose performance has been
exceptional. The winner receives three
hundred pounds more in his pay packet. 1
really don't think it's a good idea — it just
encourages employees to think aloul
themselves, and nat about others.

Unit 16
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Iwas working for a European airdine when

I decided I necded a career change, | was
45 and tired of the low salary and antiscoial
hours in the airport. | applied for 2 job

with & travel agency, where [ could use

my sirengths in desting with the public

I .got the job, which pays rmuch better

than my previous one, but I'm finding it
very stressful. Unfortunately, my greates
weakness is time management, so 've
afways gt too much work. | don't know
how fong 11 stay here.

When [ left schoot at 16, [ had
plan, so [ went straight into t
the time [ was 28, [ realized that | didn’:




want to spend my whole life there, so [
decided to leave. [ went (o night schoal to
got the qualifications to go to university
and study maths because | wanted to go
into teaching. Wow I'm Head of Maths at
4 secondary school and [ think [ made the
right decision to leave the army.

Fifreen years-ago [left my job in the civil
service so that 1 could have children. When
they were ald enaugh ta go to school, 1
started lpoking for part-time work 5o that
I'would be home in time to pick them up

in the afternoon. The only jobs available
were inthe local supermarket, but
wanted more of a challenpe. [ decided to
do a course in human resources at the
lecal college, and now | run the Human
Resources Department of a local company.
I resally love my job.

Last year | decided to give up my high-
powered banking job and move to the
country to concentrate on my painting. It
had always been my ambition 1o hold an
exhibiticn of my cwn pictures,; but I'd never
had enough time to paint, Unfortunacely, 1
didn't realize how much Lwould miss my
ald life. |- don't enjoy painting now that [ de
it full-time, 50 I'm thinking about calling
the bank and asking for my old job back.
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.. and it's not just pop stars who give their
money to pood causes; sports parsonalities
are getting invelved too. Let's look at the
case of international footballer Ulises de la
Cruz. Several (imes a week he sends money
back to hig hametown in Ecoador. Ulises
frew up in a very poor village in the Chota
valley and experienced extreme poverty
when he was young. As an adult, he spends
much of the 900,000 he earns per year
trying to improve life in the commurnity,
When Ecuador reached the World Cup
Finals for the first time in 2002, Ulises paid
for a new svstemn providing water for the
villuge instead of buying a fast new car,
Since then he's set up a medieal centre,
and he's provided the school with books
and s new roof. He pays the salaries of the
doctor, the nurse, and the dentist in the
dical centre, and he buvs breakfast and
f for &1l the children who go to school
in the villape,

Ulises’ current project is focused on
sommeting which is very impoartant te him:
Al the moment he's building a sports
wnity centre for his villape. He

I open it at the end of the season if
d in time. Life for the 200 families
£ has improved greatly thanks
ctballer, but Ulises hasn't finished
%t e’z gomg to build 40 new homes
villagers. The village is going to

have a complete facelifl and the man
responsible for that is Ulises de la Cruz.

75

|

A Well, it's haltpast five. Time to po home,
Shall T wait for you?

B Mo, don't worry. I'm going Lo sty and finish
olf this report,

A DK, Bye then. See you on Monday

B Bye. Have a good weskend.

2

A Well, that was inferesting, wasn't it?
B Yes, it was. But [ really must go now,
A Right. Well, it was nice meseting you
B And vou, too, See you next time,

3

A Bye, Sue. I'm off.
B BEye, Brian. See you tomorrow.

4

A Well, here's vour tax:

B Right. Thank wou for everything,

A You're welcome. Goodbye Have a good
trip.

B Thanks and goodbye, Dvlan
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Good morning and weleome to the annual
conference of Wired 2 Play Entertainment
Led. My name is Thorsten Richter and I'm
Head of the European Division.

I've been with the company for fifteen
years, and last year | was promaoted to

this position. In my previous role | ran the
Creative Department in Bonn where we
developed the best-selling games ‘Riders in
the Storm’ and ‘Kingdom Come’

Ower the last year ['ve met with all the
country managers to discuss our falling
salgs figures, At the moment we're working
together with a conseltant, Amy Chang, to
analyse our main problems. In the future
we may have to target a different market 1o
increase sales. ['d be grateful for any ideas
you might hawve here,

5o, that'’s enough about me. Let me tell you
about those sales figures T mentioned .

Ripht then, before Tstart, 1 tell you

a bit about myself. My name's Amy

Chang and ['m a freelance consultant.

I studied economics and business at
Beijing University [rom 2002 1o 2005

and after doing my MBA, [ joined
PricewaterhouseCoopers. [ left Price when
I had the opportunity to go freefance,
Recently | have worked on stveral
successful cases with clhients of yours,
which is how | came into contact with vour
company. Up to now e managed to find
solutions for all the companies Ive worked
with

In my current role as consuftant to your
company, 'm laoking to imprave waur
sales figures and reduce your costs, Over
the next year Ul spend two weeks in each
department before T sit down and write
my recommendations report. I'm looking
forward to working with all of vou,

1d113s oipny
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e Interactive Workbook available on DVD-ROM and online at
www.oxfordlearn.com/login. Access the online workbook via
the card inside this Student's Book.

e Interactive Workbook with practice exercises, sample emails,
an interactive phrasebank and glossary, tests, Student's Book
audio in MP3 format, and video clips for every unit.

@ NEW video material includes:

e Amix of dramatized business scenarios including meetings,
presentations, and social interactions
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e Interviews with real working people, and with business experts from the
Cranfield School of Management
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