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COMMUNICATION SKILLS
Video introduction

Introduction The Communication sills vidaos {in Lesson 3 of each unitl s t intraduce youl to the skills

neaded tointeract successfully in international teams, with peagle whe may have differant
commumication styles due to culture of personalbity.

In each Communication skills lesson, you will
1 watch asetup videowhich infroduces the main characters and challenge of the lessan;
2 watch the main character approach the situation in two different ways {Dptions A and BJ,
3 answerguestions about eachapproach befare svatching the concdlusson
There is a storyline running through the eight units, with e main characers appearing in
different situations. Each clip, however, can be watched separately and each lesson done
indegendently without the need to watch the preceding video clips,
Communication
skills video
storyline

PRO-Manageis a global company providing project menagement training qualifications.

It is active in tha LISA, Germarmy and the LK, and it is the market leader in each cauntng

An international praject team has just been created. The team has to {zanch thelr online
project management courses for uriversities and corporate clients, In tan important new
countries Japan and Mexico,

The overall project manapar (P is Matt Farnham, Head of UX Operations. Throeghowt the
esght units of the book, we watch Mattand his team as they face challenges ar differant
stages in the praject [fecycle Matt supports Kenji to manage the launch in Japan and Paula
b0 Launch in Mesico. Stefanie, from Germany, is the main technical espert

In addeion to the practical project challenges, the people in the team experience challenges
a5 they leam o work with each other

Characters

Matn Fasmhaen |British| Bead of UK Ooeratiors,
meerall P funlts 1, 25,4 5, 6.8

Ban King LAmevican] i 5. -ased PM with sechnica
espetke, warking an pfngr.arruniru;.hr e Manign

Stafanie Hatke [Garmanl Head of the German offics
the company’s main dechnical expert, she & supporting
the project teamunets 1 2,5, 7. 81

James Toorsey (British] Part of the UK design team
N il

Alistair Fraser [British) Pam of Che UK degn (=am
{units: 3, 33

Prula Resdraguss (Marican) P foe the Mesico
lzanch (onske 2. 3, B 7, B

) Video context by unit

1 Managing first meetings
Vicdleo synopsis: Watt and Stefanie meet
far the first time in Londan. They have
different expectations of the meeting.

2 Teamwaork
Video synopsis; The ey teair members
hold thair first feam conference ¢all
A personality clash develops between
Stefanie and Dan.

3 Dpemonstrating active listening
Video synopsis: Paula wisits Bie London
offire. Matt taties to her about feedhack ke
fas recevved from fier prewides manager

4 Problem solving
Video synopsis: Kendl wsits e Lopdan
office. Matt talks fo ftim abocd lssues with
the sehedule in Japan,

part of the prosect (unit 2

Henji Kobayashi Llapasesa) P for the Japan
12unh [onics 4. &

Jack Colfine (Rusgralian] Uk-bases PM and frianc
Of MATTE i A0

Raj Kumar {imdsam] PM for 1T sopplerin india which
i huilching Uhe platform kar the online courses lunit 51

Susan Jemes [American) and Pedro Sancher
IMawicam )} Poterniial ellenas Sroes Bedon ueice &, 71

5 Collaborating on a project
Video synopsis: Watt has a wideo call
with Raf to disowess mising costs and
techmical issues.

& Influencing styles
Video synopsis; Paela amd Matt present

the PRO-Maname cowses o patentinl
Mesican clients,

7 Decision-making styles

Video synopsis: Faula and Stefanie discuss
implementation defails with the potential
Mexiran clents,

8 Giving and responding to feedback
Video synopsis: A the end of the profect,

HMair hodds 7 feedback meeting wirh
fhe team.
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Learmars £an use wocabulary redated to a range of job roles and
responsibidities within a compary or organisation

Lead-in 1 Discussthese questions.

1 These are soma typical departments in a company What do you think each one daes?
Use some of the key words and phrases In the second bow ta help v

[ finance human resourcss marketing  operations production  sales

brandimage cashflow customerservice health andsafety  invoicing
manufacturing  pricing promoton  quality control  recruitment  supply chain

2 Canyou name amy ather departments?
3 Which departments da you think do the most impartant werk? Why?

VIDED 2a Would you like to work for a news arganisation? What da yau imagine it is like?

5 Inwhat ways do you think working for a news arganisation is:
a stressful? b glamorous? ¢ irteresting?

Ja B 111 warch the vides and match the five speakers with the jobs.

Director of Human Aesources  Finance Supervisar  News Edito
Programme Oirector — News Reporter

5 Which of these people probably work closely together on a daily basis?

“ Watch the video again and complete the information. Use ane word in each gap.
1 ItisEmportant thatindividuals and teams understand thess and nespansibilives
2 Stafflin the newsroom] ane responsiblefor _________ the teams gathering® news glabally
3 Arti gives alnl _ the task of covering a news stary,
& Nickworks with a camers b0 make sure they are getting the right pictures,
5 Johis rade B tolead the production
& Hedescribes his pob as similar to the of an archestra
7 The HR directar has several strategic and priorities.
B Raysays it’s impartant to make sure the _ ciemein on time
Teacher’s resources; 5

Work in pairs or small groups. What do you think each person Likes most and least

PRERERL T about their job?

Vocabulary Roles and responsibilities

3 What do the words in the bax mean? Complete the extracts from the video using
the words and phrasesin the bax,

Miy joh

— Deweqathering for 2 major news organisation,
My rale as Programme Direcor is Lo the praducthan 1eam
I'm respansibie for __ the human resouroes taam,

Ve need (o wwe're gefting cashin

[ invodves lead  mmake sure
running

1
2
3
4

p B A “gather: get things trom d¥ferect (Laces ans D "L ingether imaone placn




1.1 € Anews organisation

/' Look at some expressions people use to talk about their jobs. Complete the
expressions in bold using the pr:p-mltlnni in the bowx,

| after for of nF of 1o -mth Wit

1 Ireport_ thalT Director
2 fmtheHead _Sales
3 |work closely the Head of Marketing
4 llook ths company website
1 S Itakedare _____ theesportdocumertatan
6 Imresponsible  coordinating the production team
T I'mincharga the research and development team
8 |coordinate all diegartments Lo ensure custarmer satsfacton

Y Read how two mora people at the news ergankation describe their jobs.
Complate the tewts using words from Exerciees & and 7. Use ane word in each gap.

My name’s Frances Mullan, I'm the Head of Marketing, I-.-I.-,- name’s Donovan Parsons I'm a camera operator and | ake

I & wmall tear of two markating managers aof the camera-equigment I'm*

and a video producer, Curwork? _a variety of for interpresing what thie director wants to happen and

marketing strategies o promots the Business, Incuding events, putting iton soreen, |7 closely with cther

social media and printed adwertising, P in 4 o technlcal departments, such as kghting and sound, My duties

attracting new cusiomers, retaining exixting custormers and alsp Include superdsing the work of the camem assistant,

pesitioning the busingss as innovative and creative. | 1 Wiatre (i 4 lhee televisiaon ervironment 5o we have o maks

diracihy to the Head of Strategy and Development. * wiz ca o the jobs under pressuing J
=-— 1

2 Waork in pairs, How would you describe your own job, a job you would like
to have in the future. or a job in the box? Use some of the vocabulary from
Esereisns & and 7.

|
actor  hotel marager Juurn:lhst perwnalsr'nprfr photographer  sports trainer |

TeaCher's resouioes: i
axlra acnvities — + 114 Sagp Ponuncation bank: Ward stress

) PROJECT: Showing someaone araund

LA Work in pairs or small groups. Imagine that you are going to
show a new member of staff around the organisation where
you work or a new/overseas student around the campus of
the place whare vou study,

Decige which departments/arass you waould take the naw
employee/student toand why.

Wihich key people would you introduce yoor new
employesstucent to?

Hawr would you beiefly describe the roles and
responsibilities of three people you mesr?

B Roleplay the introductions with the new
employes/student, What would be some good
questions to ask the three people about thei
roles and responsibilites?

-

Hewa gieeesafully e you achieved the lesson catcoma? Give yaursetf a score
Frepm 0 () meed more practice) to & [ know this welll,
Go to by Self-acepsament in MyEnglishLzb to refiect onwhat yvou have'leamt.



1.2)

Lead-in 1

{

! ' 27 Match the words and phrases in the box with the definitions.

AR
ARN

Tall arganisation

1
freent

Flat arganisation

M ™ A B wl Pa

L

Listening

=

L

W. L. GORE

Sector: Manufaiurng

MNumber of stafl: Doer 10,000

= O ;o oa oW e

ZAPPOS
¥
3 CED: Tary Hesh
F Sactor: Oylirs shoe ard F

cloehivg caled

=

Teacher's resources: /
exIrp activities

nnovative organisations

Lezrners can usearange of future forms to talk about intentions, plans,
arrangements and pradictions.

Loak at the tall and flat organisational structures. What do you think are some
advantages and disadvantages of each?

bureaurracy  centralised decentralised hierarchy  inmovative  promateon

2 Mave [0 a Moee impartant job in a company ar organisation

naw, differant and better than before

4 systam of organisation In which people are divided into levels of importange
acomplicated official system that has a lot of rules and procecses

arganised the controd of an organation so that evarything is done or decided in one placa
maved parts of an arganisation, ete. fram a central place to several different smaller ones
Work in pairs. Can you use any of the words in Exercise 2A to talk about

the organisational structures in Exercise 17 Compare your ideas with the
information on page 126,

Look at the twa company profiles: W. L. Gore and Zappos. Do you think they are
likely to have flat or tall structures? Why?

4101 Listen to the radio discussion with Janet Wood, an erganisation
consuleant. Check your answers in Exgreise 3.

Listen again and decide if these sentences are true (T) or false (F). Correct the
iNCoTreCt sentencas.

Orgamisations with tall structures can change and innovate fast
Bob and Ganevieve Gore started their company in the 19605
Employees wated to decide who should be the CED of Gore.
Holacracy™ 15 a sysiem without traditional managess,

All the functions at Zappas are now done by teams

The transition at Zappos will take a few months to complete

Choose the correct option. Listen to the discussion again if necassary,
Janet Woad seems

a critical of hierarchies.

b positive about hisrarehies

¢ septical abaut flat structeres,

Whith staterment about W, L. Gore & rpe?

a Empioyees wark in teams of 30

b Staff are called associates.

£ Nobady in the company has a job title

Which statement about Zappas is true?

a The company started two years aga,

b Staff weark b abouwl SO0 tearms called cincles.

€ The lead Link of & cincle decides what @veryone daes.
What do W, L. Gare and Zappas have incammaen?

a Senior executives are alected by the emplovess

b Any member of <taff can start a new projact team

€ Staff decids their ovvm rales in 3 f2am.

Work in pairs. How would you feel about working in a flatter organisation with
few or no managers?




1.2 >l Innovative organisations E O

Grammar Future forms: Present Simple, Present Continuous and be going to

8A Look at these extracts from the discussion. Which one is:

1 Yo decsde what you are. a apersgaal intention? € A pradiction?
ﬂ':g;.:lmmm b aplanfarrangement? d ascheduled evert?

8 Which verb form is used in each example in Exercise 847

2 Zappos has atraining =% page 118 See Grammar refarence: Futuine forms
SESSI0N MEXT Week.
2 Decide which is the best option In each sentence and explain your choice.

There may be more than one possible answer.
3 I'mflying to Las

\egas 1 What time the ﬁrstfligh.t on 5u_ru;|an,'s?

a does... leave b 5. |eaving € &..going o leave

2 When | get more free time, | agym.

4 "I'l“i"-ll'ﬂ‘mﬁ";_'liﬁ'll a jon ] am jaining € am going tojoin
:F";;;Tg Interesting 3 He con'tremember what tme he the client tmaonrom,

a wiits b 5 visiting € BOoing 1 vist

4 | to her email until later today
a dan'trephy b amnot replying € am not going T reply

5 Wi some friends after wiark this evening
a meet b aremeeting € aregoing to mest

& Susan hasn't studiad all vear. She her final exams next waek
a fails b s failing © isgoing tofail

7 The conference unTH 10 oohnck DUt LECs get there eaddy.
a doesn'tstart b isn'tstarting € BTgoing i start

B There’s a lof of traffic. in time ta catch the train?
a Dows amive b Areweamiving € Are wegoing to amie

L10A Complete the conversation with appropriate future forms, using contractions

where possible. There may be more than one possible answer,

A: Hi, Juliana. What tirme * ithe department meeting / start] tomorrow?

B: Al 10 a%lock as usual, but | think i@ (b} about fifveen minutes late.
| kave a dentist’s appointment,

A Iyoubalable to talk after your trip o the dentist's?

B: Yes, it's justa check-up. In fact, | igivel a presentation on the
Campany rEI:r'l.l:‘b,Jrirrg.

A Pmesure that ® (k) mteresting. Is ittrue we *
(mowe] to offices cutside the city?

B’ inorLell you anything before the mesting, You know that,

A Well 1? (st right at the front. | doa't want t miss anything,

AT, B /102 Listen to the convarsation in Exercise 10A. Which future forms do the

speakers use in each case? Why do you think this g7

Writin g L1 Write an email to a friend or colleague about a real or imaginary trip you have
planned for work or pleasure, Write 100-120 words.

+ Saywhenand where you are going and how you are travelling there.
= Sy where you are staying.

o MENTI your predictions for the weather.

+ Talk about your intentions and arfangements tor tre visit

+  How successfully have wou achleved the lesson cutcome? Glve yoursdf a score
from &I need more practicel o 5 [| know this welll
» Goto My Self-assesoment in MyEnglishLab o refiect onwhatyou have leamt.

Self-aszessment




COMMUNICATION SKILLS
13D

Managing first meetings

Learnes ave ware of different ways to manage first meetings and can e
arange of phiases for greetings, introductions and goadbyes.

Lescon outcome

Lead-in 1 Workin pairs and discuss the questions.
1 “When you mest someane for the first time, whot do you usually do and say to be polite?

2 Arross cultures, there e many ways of being polite in first mestings, 2. some peaple
shake hands, some people kiss, etc. How many different ways 1o be palite can you think of?

3 Eitmore polite to mvest time 1o build relationships with small talk first and then focus
£ Ehe work o Gask, or is it better 1o facus directy on the task, and busld 2 relationship
later? Why™

Bl i1 Watch as Matt and Stefanie prepare to meet each other in London.
Wheredo theywark? 2 Whaiis their usual job? 3 What is their project mole?

Watch the video again. Mark which qualities Matt (M) and Stefanie [S) use to
describe themselves and their own communication style. Which words do the
other speakers use to describe Stefanie? You do not need to use all the words.

| efficient flexible workforused rude informal  friendly  polite quiet_\

| professional organised open  effective

C Dverall, do you think Matt and Stefanie will work well together? Why?

3A nsmall aroups, discuss which is the best communication style loption A or B)
for Matt to use in his first meeting with Stefanie. Give reasons for your answers.
As a class, dedide which video to watch first,

Option A = Focus on the relationship first: Be polite by meeting Stefanie in an infarmal
way and focusing an the relationship first before getting down to business.
Option B = Focus on work first: Be polite by meeting Stefanie in a formal way and
fcusing the conversation quickhy onto work togics,

B Watch the videos in the sequence the class has decided, and answer the
questions for each video.

Option A [ - EES Hiey dioes Matt introduce himself?
Hosy does he egin the wsitand why da yau think he does this?
Dverall, how successful do vou think the meeting 57 Why?
Oiption B [+ PR How does Matt introduce himself?

1
F
3
1
2 Whattwo reasens does Matt give for discussing Business immediately?
3 Overall, how successiul do you think the mesting 57 WinT

. |

In pairs, discuss the questions and agree what you can learn from Matt’s
experiences,

1 Whatdid Matt do 1o be galite in each widen?

£ Whathappened as a result?

S B 134 watch the Conclusions section of the video.

1 Compare what s said with your arsiwers in Bxertise 4.

2 Note down thethree main learming points which are describad.
3 Decide how faryou agree weth these points, Why'?

Reflection © Think about the following questions. Then discuss your answers with a partner.

1 ‘Which communication styleirelationship-focused or work-focused! do youw prefar when
megting peeple for the firsttime? Why?

2 Whatis oneadvantage and ane passibie disadvantage of wour own personal stye?

> 12 €



puiegign: 3 -, i

1.3 Q| Communication skills: Managing first meetings

Functional Greetings, introductions and goodbyes
lan guage ] Complete the table with these phrases from the videa,

1 QK &0 we naed ta leave it there, & Sorryta |bein a rush like this £ rush off sosoon]
2 [GoodiGreatLovely/Mice] ta finally meet 6 [GoodrGreat/Lovetyice] 1o see you agam.
YOI N pErson. 7 Thankyou for coming and have a {safe trip /
3 Doyouknew [the desigm guys]? good waekend]!
4 [Guys,)this is Stefame 8 5o first time in London?
Mipating anc gmt’l&_ | Introducing p!nﬁ; :gapnﬁ-g;ud:l_l;e-_
. H.m'e.i.t.quirq.? ' Latsgoand [say hella 1o, ' Excuse me, [ must take this call ]
[Oid you have al good trp? I'd ik ta ingradace you ta
Can lget vou [ coffea]? | Hawe you met Pican] before? She |

I -
| wnorks for wokes with £ mans

U4 Look at the conversation between Suzanne Jones and her visitor. Match what
Suzanne says (1-5) with the responses (a-e).

1 Hella, I'mSuzanne Janes, Head of Planning. a Hothanks 'mfine.
2 Hows it gang? b Hi, Suzanne Mice tofinally meatyoo
3 Bverythings fine Goodtrip? I perkan
& It's always the same. Can | get you ¢ Great! Can't waitl
arything fo drink? d HNotbad notbad How abaut you?
5 Let's grand meet the est of the team, & A bivof 3 delay on the underground today

% Work in pairs. Use phrases from Exercises 7 and BA to write your own dialogue
between a host and business visitor. Then ralaplay your dialogue.

L Work with another pair. Hosts: intreduce your visitor to the other pair. Visitors: respond.
D Teacher's resauroes: One person should say goodbye to the group, giving a reason.

BXTIE activines ; - i
= page 114 See Pronuncistion bank: Intonation and politeness

= Workin pairs, Choose an industry from the list and invent your
rodes, Think about your job titles, company name and
geagraphical locatien.

architecture  fashion movees s
oy makars  wideo games

B You are at a large public event, Introduce
yourself and your colleague to other
peaple, f you find someong who could
be a useful contact, make a note of thair
name. If not. say goodbye politely and
mOove on.

L At the end, tell the class how many
useful contacts you made. Why
did you think these people could
be useful?

0

In your pairs, discuss which
phrases you used from Exercise 7
and what you found difficult.

= Hiid l..ul'l:'ﬁmfllll_'rl have you achieved the |esson autcame? Give ymursell 3 score
Freym T meed micre pracoioed to 5 0 kmow this wedl)
« o to My Salf-assessment in MyEnglishLab to reftect on what you hayve [eamt
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Lead-in

BUSINESS SKILLS

1
1
2
3

Listening £a

Tips for small talk
in first meetings

B Give s chadr amd pnmiw_ é
wtlcnTie.

b Offer 1o take the ather i
persons ooat,

£ fhsk :lhmrﬂheil.juume'p.“ 3
ko the affice, -

d Odfgr thien o drink. a
& Check i their hare! s oK. ]

F Offer help io organise |
A Tadl

E Askifits their first time in a
the-city

R Sipges going for dinner 0
later in the evening.

i Askwhere the other 0
pErsGn wiorks,

i Check when thay joned =
thie company,

k Maka a positive cormment .
bt weorking with tham.

Pd = 7 i p o= 0 W B e

bearmers can use a ranpe of ouestions and respanses o make small talk in
firs: meetings.

Small talk in first meetings

Wark in pairs and discus: the following questions.

What is ‘small talk™ How impartant is it during fist meetings?

What questions would younarmally ask when meetng someona far the first ime?
Are therz any problems with asking questions in & first meeting? Wiy?

103 Listen to 2 short interview with Angela Dawson, a communication
coach based in New York, about how to use small talk and manage first
meetings. Then answer the questions.

Why is maraging first mestings in internatianal business often difficult?
What i the value of 2eking guestions?

Which types of question are mast effectve? Why?

What should yau ask guestions ahout?

Listen agaln and ansiwer the questions,

What two things does Angela say about silence?

Why does she say that some questions don't matter?

What is the relationship benween asking questions and building trust?

In pairs, discuss these quastions about Angela's ideas.
How far doyou agree with Angela's ideas abaut asking questicns? Why?

At the end of the interview, Angela talks about the need to find something in commaon:
When you and the other person have sinilar Interests, the conversation often goes
better. Do you agree? Why | Why not?

What other things should you do, in vour opimicn, o make a conversation go well?

#1040 Paul Robson works for a London-based international company,
He is welcoming Eva Neumann, a colieague from another office of his
company. Listen and decide If these sentences are rrue [T) or false (F).

Eva travelled directly from the airpor 1o the meeting.
This s Eva's first visit to London.

Eva woris full time in Genera,

Paul is head of Customer Service

Eva ks leading a project called Service Excellence.

Look at the list of tips for making small talk in first meetings. Listen again
and tick [w) which tips Paul uses in his conversation with Eva,

How effactively do you think Paul handled the first meeting with Eva? Why?




Functional Asking and answering questions in first meetings

I.a|1|_:| Hage &a Complete the questions from the recording in Exercise 3A with the words in the
box. If necessary, use the audioscript on page 146 to help you.

Bme join have free offer fake work report

1 Offer helps Can|? yaur [coat/bag)?
hospitality | Can” vou something to drink ¢ a coffee ¢ a glass of wateri?
Can | ordaryou & taa?

2 Jourmey il o a good [flight/journey/trip]?
3 Experignce I% it your first * [ier the London office / 2 the canference]?
i Place ofwaork | Whera doyou |aactiy?

Whera are ol Based?
fire worin the [Zurich! ofice.at the moment?

5 Time with Whendidiyou'______ the comparm®

comparny
& Colleagues Davyou’ £ [Paul Blaettner|?

D poai ek with [Daide in the Maxico afficel?

7 Sacislising A yout for [lumch roday ¢ dinner this avening?

Match the answers (a-glwith the topics {1-7) in Exercise 4A.
I'm actually based inWarsaw at the moment.

About free pazars 30

Sarry, I'm meeting a friend today. Are you frée tomarrow?

¥es, | dow Do you keaw him?

That would be great, thanks
Actually, | had a delay at the airport.
Mo, Iweas here last month, actually,

TeaCher's rESMUIITES:
L HE T i ]

P TASK
£

5S4 Work in groups of three. Roleplay meeting a visitor and managing 1) -
emall talk during a first meating. There are three scenarios. Each g ";-___
person will take the roles of host, abserver and visitor once.

s = e & oA om0

kRS

Haosts Yiou are welcoming a membser of the project team tothe
London office, meeting in reception and moving to your office,

Visitor: Youw ane sisiting the Londasn office

Dbserver: You will abserve and give fepdback after the
roleplay.

Student A: Look at vour three role cards on page 125
Student B; Look at vour three role cards on page 1286,
Student C: Look at your three rofe cards on page L37

B Take afew minutes to prepare, then roleplay your
meetings.

C When you have finished, listen to the observer's

feedback and discuss how easy or difficult itis to
manage 2 first meating. Share your group’s ideas
with the class,

How succaesfully hawve you schieved the lesion setcome? Bive yoursell 3 scare
froaen O (] e more practiced o S 0 know ths well)

G0 to My Self-aesessment In MyEnglishLab to reflect an what you have learnt.



réy WRITING ‘‘mmmEO0.
ﬁ},{ Emails - Organising information

Lesson outcome Learners can organise information in a work-related email and write a reply
1o & warkinvitation,

Lead-in 1 Read the email about an induction day. Complate it with the phrases in the box
and add capital letters where necessary, Then compare in pairs,

after allthebest dea Jill feelfree to call meif you have any questions
| firstly justaquick emal toletyou know  then

- Ihat we ark organising an induction day far you on Thursday or Friday
next wask

. . Mike Evang, the Production Superviser, plans to show you araund the
factary at 8 a.m. * . at 10 am. Anna Hargreaws, who is responsible for
Marketing, would lie to introduce you to her team end sxplain the new projects they
are wirking on | think yau'll find it very interasting,

ihal you'll heve lunch with the fmance team in the stall cantenn, In the
afternoon Cavira Porles, who deals with customer sérvice, feets that it's & good idea
for you to accompeany her an a visit to some of our most impartant clients,

Let rne know which day |5 best for you and © or nesd By hein,

Greg

Functional 24 Lookatthe email again. Write the words and phrases fram Exercise 1 in the
la nguage correct place in the table

Gresting/Dpening

Eeason for writing

Ordering infarmation

Canduding email

sy

B Write these words and phrases in the correct place in the table in Exercise 2A.

D Teedcheir 'z rasounoes: Dear Sir/Madam,  fm writing minformyou that . Finally,  Good moming Jaccues Yours, |
. :::;;TL:?“H Further to our conversation, | confirm that .. Hope to hear from you saan, Kind regards,
D examoles of the Prasent HelleHi George | look forward t hearing fromyow.  Thank you for your email.  Thirdhy,
1M arid Present Please donot hesitate 1o ontactme ifyou have any questions.  Aegards,  Yours sincerely.
Cortinuous, Go to =
MyEnglishLab for optional
gramamar wark. = page 110 See Grammar reference: Present Simple and Continuaus

<A Work in pairs. Look at page 126 and discuss the best order to put the information in.

& Write a reply to Greg's email in around 52 words. Thank him and confirm which day
you can attend and why you cannot attend an the other day.

© Exchange emails with your partner. How many of the wards and phrases in Exercises
2A and 28 did your partner use? Did your partner use different phrases from you?

- How successfilly have you achieved the kesson outcome? Glve yoursell a score
fram 0l need more practice) to 5 & knaw this well),

+  Gota My Setf-assessment in MyEnglshLab to reflect on whit yeu have learnt.

Self-assessment




The life of luxury

LEvs0n Cutioami:. Deamiers Can Uee @ rarge afvasaoulany
ralated to marating and bisnds.

Asian brands go west

Lesson OUbEOmEe: L om M Can Use D rangs o fosneclees &
iink idoeas ie serteres.

Communication skills: Supporing teamwark

Lesion outcome; Learners are dwars ol diflerat ways o
supprt feam molleagues and caa use a range of phrases for
e ani responding o adyice:

Business skills: Making apreseatation

Leseom oudcome: Leamers aeaware of tecnnigiges o
teeqinring @ presevislion and can e a range of SgOposting
PAreses d0 Siructure 2 presentatian and kaghlight main sdeas

Wiriting: Formal and semi-formal ermaits

Lessan outcomme: Leamiers can distinguish between farmal and
sermi-farmal emas wed wiipe a reply to a formal neitation

Business workshop 2: R 2: Promenciation: 2.1 Stess 0 compeund nouns and noun phrases

Weiteo: & lukury brand
Vocabalany: Marketing ared brands
Project: Aesedarch and discuss an ades Tising campaign

Readéng: (hinese combins Folidays abeoad with Lusuny shopping
Grammar; Conrectors 10 lnk, add and comrast kdeas
Spr.uhirtg: I'.II'.:'.|:.'.II'I='II-¢|'|J= LIS DIreChor

Wi FRamwork
Functional language: Swing and responding to advie
Tasic fking for and giving aceice

Listening: Difiarent ways W open a presentation
Functional lamguage Signposting n presentation
Taskz Frepare and givs & presentation

Modal text: Mrvtation boa corporate event

Functional language: Writing, acorpting and dechining an irsitatio
Grammar: Verks + «irg va. infinithes

Task: Werte a formal reply 1oan invitetion

Erammar referenica:

p 105 2.2 Connectors intanaticn snd pawsing
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Lessan outcome

Lead-in

a8 VIDED

Teacher's resourcas:
auEra actisitied

Teacher's resources:
altermative videa and extra
ACThii e

Vocabulary

The life of luxury

Learners can use a range of vocabulany refated to marketing and brands.

L Discuss these guestions.

1 What kinds of product doyou associate with lusuny brands?

2 Have vou ewer bought anything from a Lusury brand? What was it?
3

Some people think that spending large amaounts of money on busury brands is Crazy,
Do you agree? Why? # Why not?

2 B 11 Warch the video about the lunury jewellery brand, Bulgari, How did
Bulgari extend the brand? What area did they move inta?

3 Watch the video again and answer the questions.
1 What is the best way toaktend 2 lukury 5 Hosw old is the building?

brand? & What is special about Bulgar's Londaon
2 When and where was Bulgari founded? hotel?
3 What kinds of products dif Bulgari sell 7 fccording to Peter York, what is the

at the end of the '90s7 problem with over-extending a brand?
4 WWhere was its first hotel? Wnatis nest B How many hatels has Bulgan launched

toit? s fas?

4 Watch the last part of the video again (2:55-4:24). Who says what? Peter York
or Silvio Ursimi?

1 Atthe end, if youoverdo it, your brand is devalued
2 Do something anly B you hayve something 1o say,

3 If you say "Let’s copy the ompetitors, foe me the customer ultimately will read betwaen
T lenes and punish you
4 Ithinkthe brands which are mest careful have the longest future.

5 workin pairs or small groups. Discuss these questions,

Think af a company that copied its competitors, What happened? Did customers stay
evyad £ the ariginal brand? Think of an example for each of these categories.

=

asoftdrink  amobile phane  an item of clethang

2 Camyou think of any other categones?

Marketing and brands
& Complete the sentences from the video using the words and phrases in the box,

| bad history  base of dlients  brands  cautious approach  core business
devalued  fastgrowth furtherafield stretching  witra-lusury  venture into

1 Sowhat's the best way to extend 3 lusury brand? the brand,
2 One comparny that has taken ain) to expansion is Bulgari
To pave the way for growth we needed 1o spesk to a broader and aspiraticnal

ok

after fracrances, the company began to loak

And thiz idea of doing a very small collection of higals carme about
Experts agree that care and control are wital when moving beyand the

These's atobol about brand extensions. .., IF yow overdo 1L'5'ﬂ'-l.lfhﬂl'llj i

i W e

| think the which are most careful have the |I}I"|gE!-Tt future,

9 This show and steady process is not for evenyone, parbculary for businesses looking
fog ;

10 O et this business, and what are we gonng do7 Let's Copy the competitors’,

L]




T

p B PROJECT: Research an advertising campaign

i When you have finished

2.1 © The life of luxury

Match the words im the box with the definitions.

|_:|'.-'.-:|'|:r-955 grand stretching  customer engagement  image
interactive marketing logo  loyalty  produdd placement

adwertising by placing an itam in & televsion programme or film
umng mtarmet wstary 10 tangel CUSTOmEns

extending & brand to incude cther types of products

CONSUMAT inTRresT

kneveledge or understanding

a recognisable design o oficial sign on a product

Buyimg e same brand regularly

0 o~ Oy WM e W P e

general opnion people have of a praduct

O Work In pairs, Discuss these questions.

Mame thrae well-2nown people who bead ‘s Like of Luxury”

IFyois had a month's salary to spend, which busury productish would you buy?

Mame some brands that uss product placement in TV programmes. What other ways

are there of increasing brand awareness or encowraging customer ioyalny?

4 ffyou had o sretch 3 well-known brand, how would yoau edpand 7 What new
products or senvices could vou offer?

B Py

Teaclier's resoues
EXIEN ACEiiTies -.- Sep Fronunaciation benk: Stress in compownd nouns and noun Fhrr'l'-l-"-

Work in pairs, Research an advertizsing campaign to
discwss with your classmates. Follow these steps,
Chansian example of 3 newspaper‘magazine!
aeline TV aokeertisement fora laowung brand,

Maka notes on tha Beand image L the
ideas an page 135 tohelpyou

survey your classmates: sk questions
and get their reaction ba tha aduers,
.4 e people awareof the brand?
Howe does it make them fesl®

your anzlysis and survey,
work with anather pair.
Exchange your findings
about your advertising
campaigns., Which one
is the most affective?

Why?

«  Howsuccessfulby have you gchisved the lesson outcome? Giva pourself 3 soong
from: Ol nised mane prachoel o3 5 0 o this wralll.
Gocto by Self-assessment in MyEnglishLab to reflect onwhat you have lsarnt



L

Lead-in

Wark in pairs or small groups.

1 Think of two global brands for each of these sectors
ambassadns accessories cars  fashion -jewellery fragrances technology
image 2 Doyou know which country 2ach brand i originally fram?
3 Choose ane brand 10 fious on. Why dowou think it 5 so successiul? What qualities to
logo you associzte with ity
loyalty 2 Logk at the collocations in the diagram and check new words in your dictionary.
Then talk about the brand you chose in Exercise 1.
persanality 1 Describe thebrand logo, brand image and brand personadity for your chosen brand.
2 Does it have 3 brand ambassadar? if so, who?
3 Doyou think the company has crezted brand loyalty? Describe the target market
Reading 2 Read the article quickly. How many brands are mentioned? Do you know what

kind of companies they are?

Chinese combine European and U.S. breaks

with spending trips

Beczngly, Asmn brands, like fine jewellery brand
Creelin, have started o appear in LL5. shops. This
pnusuel move i a sgn of the ambithors of Asimo
Inzury companies.

FPresiousdy, the globhal luxory indusiry moved only
n one direction: [rom et eas. Then Earmpem
amet 1.5, brands bouphd
up prime net=l sitcs in
Asian megacities &1 o
new gesemaiion of Asam
cushommers were attrnceed
i pwming predisces made
by coenpanies that were
meaes than a cenbury-old,

In recent ¥ears.
howegver, Chinese
customers hive started
b combine hilideys
abread with shopping
cupeditions, aml Chiness
brands have begun
to follow the money.
Luxury resainch fnstine
Humim reporis that Prance — hame 1o ixhels such 15
Chaned and Louds Yaitton — hes emerged a5 the top
hetiday destication for wenlthy Chiness millennials,
Oiher popoler destinasicns inclads London, 5Sin
Frascisco and Mew York, a5 well g5 Japan and Souh
AT

The fiee jewellery sectar B leading this: ghobal
expanslon, Chow' Tad Fook, the biggest feasller

in the world, says Chiness cathound tourism was
hehind its exporsion ireo Souhest Asian countres,
such 35 South Koren and Taiwan, Over 2000 of i

35 gtorgs are in mainkand Chinn, but those oversss are

incremsingly imporianl. While the growp prefers 1o
min bnrgs-scale advertising and marksting cirnpaigns
to deliver a consistent
brand Emage, there are
4w regional sdapiations.
Englizr this vedr, for
grample. members of
Taiwanese hovband
SpeXial wers asked 10
45 help publiciss a store
cpeaing in Thawan
Some Asian brasds
are expanding after
being bought by larger
% proups, Recent examgles
inclods Qeslin and
Shong Xio, u |luzury
label pow operaed by
French loxuary groop
= - Hermiss. Qaclin begin sellling its products in the TTRA.
a stromyg enacket wheis icomes 6o luxury, paaly (o meet
el B thee bocal Chiness commusnity.
Building o brand overscas mkes Bme, This is
parrtscialarly woe when it comes to establizhing iconic

ra dlesipas it ase s seongnizshle around the warkd s

# Chanel Bandbag Yow don'n sulld luxery hrmngls
trvernigEhn




2.2 Asian brands go west [ s

Read the articie again and decide if these sentences are true (T) or false (F1.

In recent years, Asan luary companies have started to éxpand into the West.

Chinese millennials like to ga shopping for lusury brands when they go abroad.

T pirwpdler Choww Tal Fook has recently opened over 2,000 skares in South Korea and Tawan
Asian brands are adapting their marketing plans for stores according to the region,
Spexial is an all-male music group fram Tawan

A French lusury group has been bought by Qeelin and Shang Xia

Luxury products are popular with the Chinese community in the LSA,

The writer thinks that the new Asian brands will soon becorme 34 successful s Western
Brands fike Changd

00 & O WA e G Rl s e

Teacher's resources:
aNtTa activities

Grammar Connectors

5 Lookat the underlined words and phrases in the article, which show how
different ideas are connected to one another. Write the words and phrasesin

the correct place in this table.
Adding Weas Contrasting kleos | Referring totime Giving examples Sequencing
Reresntiy

=3 page 119 See Grammar reference: Connectars
=P page 114 Spe Pronunciation bank: Conmactors: infonation and pausing

& Choose the correct option in italics to complete the sentences,

1 Howewer fAlthough the global lusury indusory previously moved only in one direction,
Chinese cusiomiers noww qoon shopping tripsin the sWest

2 Examples of luxury goods that are poputar in Asla Inclode, for instance, £ a5 well as
handbags and watches,

3 For Asian biyers, par of the attraction of having a luxeny handbag or scarf is that the brand
i5 mone than a centuny old, France is famous for its Luxory brands, first of il / sech as Chanel
Louis Vuitton and Hermeés

4 Hermes, first ofall/ recentlly, started 2s a horse hamess business in Fans in 1327, and is fiew (
previowsiy achampion of traditional French crafismanship and high-quality manufacturing,

5§ 5o whera are wealthy Chinese rmallennials goondg® To start wdith ¢ Then, France i The tap
holkday destination.

6 However/! Althowgh, other pepular shopping destinations also / in adiditien incluge London
and New York, 25 well a5/ also Japan, Malaysia and South Konea,

el oo 7 Add the new connectors in the box to the table in Exercise 5.

" etra activities

alse  although Fir::-nf:.l]._ﬂ:dditinn tostartwith  for instance

Speaking S5 Complete the questions with suitable cannectors,

1 they are expensive, do you like to buy designer Labels?

2 When it comes to luxury goods, tlathing, jewedlery or shoes, what's the most
sapensiva item you hawe ever bought?

3 Which Brands &fe poplilar #ith your generacn YOUr parents’ generation?

4 Which brands have become mose popular____ inyour country of region?

S Why dosome people like to buy luxury goods ard designerbrands ___ others
prefer simpier and cheaper progucts?

In pairs or small groups, ask and answer the questions in Exercisa 8,

How successfully have you achieved the lesson outtome? Give yourielf a score
from @ i need more practice} to 5 1 knonw this will)
Go to My Self-ascessment in MyEnglizhLab to reflact on what you have lsamt

Self-assessment
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Lesson outcome

Lead-in

VIDEOD

Option A B 227

Option & B 213

Reflection

COMMUNICATION SKILLS
Supporting teamwork

Leamers are aware of different ways to support team colleagues and can use
a range of phrases for giving and responding to adyice.

L Wark in pairs and discuss the questions.

1 Think about different teams and groups yau ane or have been part of What challenges
do growps or teams have which can make them less effactive?

2 How useful and/or prablematic i it to have people in 3 group or beam wha are very
different to each other? Why?

3 Who de you prefer to wort with - peogle who are similar to you or very different? Why?

< 231 Matthas organised 2 conference call to plan how the team will work
together to deliver anline project management courses on time in Mexico, Watch
the call and note down what each person sees as a priority or project success.

Matt Dan:
Srefania: Pauta:

3 Watch the videa again,
1 Howwell doyou think Mact leads the meeting? Wiy?
2 How does Stefanie feel about working with Dan? Why?

A In small groups, discuss what Matt should advise Stefanie to do at the beginning
of the project: facus on working with Paula or with Dan. Give reasons for your
answers. Af A class, decide which video to wateh first.

Option A - Advise Stefanieto work malnly with Pauls and the Mewca part of the project
Option B - Advise Stefanieto work mainly with Dan and the US. part of the project.

£ Watch the two videos inthe sequence the class has decided, and answer the
guestions for each video.

1 Whydoas Matt advise Stefanie to work with Paula at the startof the project?

2 Howi far does she agree or dsagres? Why?

3 What does Stefanie now think about Dan's first idea that quality |s a priority?

& Owerall, how effectively does Matt advise and support Stefanie?

1 Why does Matt advise Stefanie towark with Dan at the stant of the project?
2 How far does she agres or disagree? Win?

3 What is Stefanie's experience of working with Dan on the project?

4 Ouerall, how effectively does Matt adwise and support Seefanie?

C

In pairs, discuss the geestions and agree what you can learn from Magt
and Stefanie’s project team experiences,

1 What advice did Matt give Stefanie in each video about working with Dan?

2 What choice did Stefanie make in each video about working with Dan? What hapoened
a5 a reult?

3 What can we lgarn from these experiences about offering advice and support
to calleagues in intemational teams?

= B 234 Watch the Conclusions section of the video. Compare what is said
with your answers in Exercice 4C Question 3. Note down the three main

learning paoints about werking in international teams. How far da you agree
with this? Why?

© Think again about a team or group you are or have been part of. Look at the
questions and discuss your answers iwith a partner.

1 Howeffective is the team or group? Why?
What advice and/or suppoet would help the team to be even mose effective?
3 What advice (one ideal would you give yau téall about how to suppert the team better?

Pl




2.3 D Communicationskills: Supparting teamwaork

Functional Giving and responding to advice

lawgua 9¢ 7. Look at these phrases for giving advice from the video. Match the begin nings
of the phrases (1-7) with the endings (a-g).

1 Quality should a talking to him?

2 Whydon't you b better [for youl o just facus on Mayico

3 Maybe itwould be t bevyour number one priority,

4 Have you tried d  Foryoul ta work with Dan

5 You need to & justery?

& Don‘the 1 afraid to ask his advice where you need it
7 I think it's important g be able to keap in touch with Dan yourself,
g

Loak at the words in bald in the phrases in Exercise 78. Which phrases for giving
advice are followed by

a to+infinitive? b infinitive? € verb +-ing?

SA Which five phrases in ecercise 7A are stronger / more direct ways to give advice?
Is this similar or different in your language?

5 Who would you expect to give you strong advice?

I anexpert 3 colieague youwr boss  your best friend your mother
[ SOMEDNE you Gon'T KNOW very well  someons you've just met

Sa Work in pairs. Take turns ta explain the problems below and give each other
advice. Respand using the pheases in the bosx,

I haver't taken any time off work in the last sk months
fm worried that | might fail my driving test

| 9ot know how 1o use Excel very well

I really have too much to do at work.

oW R s

That's agoodrgreat ideal  Yes, mayhe Ishould (do that),
Thatsounds like 3 good/greatidea.  Yes, but | don't think] _. 0K, Il think about it !

Tezchers resources:

entra activities 8 Write short dialogues based on your conversations.

10A

m

™

Self-assessment from O (| need miore practicel to 5 0 know this well)

Wiork in groups of three and read the
situations on page 126. Take turns to

ask for and give advice. Remember to
respond to the advice you receive.

Think of another situation (real or

invented) you eould ask your colleagues
advice on.

When you have discussed all the
situations, compare the best
advice with another group. Who
preferred to use stronger advice
structures? When? Why?

+  How successfully have you achieved the lesson outrome? Give yourself ascore

+ ‘a0 to My Self-sssessment in MyEnglishiab to reflect on what you have leamt
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Lesson outcome

BUSINESS SKILLS
Making a presentation

Learness are aware of techniques for begemaing a presentation and can use a range
of signposting phrases to strurture a presentation and highlight main ideas.

Lead-in 1A inwhich of these situations have you given and/or attended a talk or presentation?
What went well and what didn't? Do you like presenting? Why / Why not?

« Aninformal presentation tocolleagues at work or colleged/unversity
= A prosentation to {business) custgmers

= A tenfErence presentation

« Aspeech atawedding or other event

B Work in pairs. Read the blag sutract an how to begin a presentation. Discuss which
ideas you agree with, and why. Can you add any of your own ideas to the list?

THE PERFECT START Things to do (and not te da) when opening a prasentation

Makirg & presentation in a foreign language is for many people one of the most teerifying things
thay have to do at work. Here are some standard technigues to halp you make & confident and

effective start, with & few tips on what not to do, tool

* Bagin with 3 wasm weleome - thank the audienca far caming
¢ Gtate your name and pob tile (ar say what you dal
* Confirm the objective of the presentation
« Explain the structure of the presentation
Sary how kongg wou will 12k fo

DON'T

¥ Worny about making mistakes

Apologise far pows English (e
cordfidant and focus o
exprassEng your ideas)

{pmople want ta lsen to your

Let tha sudionzy khow when to.ask questions - durirg or st |
tne and of fhe presentation
Move smocthly 1o the fmt point in the presentaticn

ideas, nat yaur gramimang
Rumh zhirgs ftake your time and
aive your audiance time fa

understand tha information]

i

LiStEI‘HII"Ig <A #1201 Listen to three speakers starting a presentation to visitors to thelr

erganisation. Which ‘dos” and ‘don’ts” in Exercise 1B does each speaker use?
5 Mow lock at three more unusual ways 1o STarta presentation. What do you
think is the value of using these technigues?
Dpen with questions
Begin by telling the sudiencs about 3 conversation you had recentiy
Start with a personal stary

i

#1702 Listen to three more presentation openings and decide which unusual
technique in Exercise 28 each speaker uses.

How effective do ka think these alternative techniques were, and why? Would
you be comfortable usingthem? Why / Why nat?

=

3A #2203 Listen to the first speaker continuing his presentation and introducing

his company. Note down the infermation he gives about the following.

COMPANY FROFILE
Wiken esiablished:
kdam srerath

Sam of workfone:
Countrias of apenation: =
Plan for growty |

F

e — ==

Teacher's resources:
extra activities

8 Howv did the speaker react to the question? Do you think this is a good way 1o
react to questions? Why / Why not?




2.4 Business sills:Making apresentation

Functional Signposting in presentations
la nguage 3 Complete the signposting phrases from the presentations in Exercises 2 and 3
using the words in the box. If necessary, use the audiescripts on pages 146-147

o help you.

begin close feel hand make said ke today |

Beginning the To start, FE e ta [share a ssomy with il

'r‘!iﬂ'lilﬂ{l'l What 1 want bo dol H[I:I":-Ei'lu'- '.l.nll.:.':h-nrl.‘mtrul:lm:tinn
o the coerpamyl.

L' = with [tha mast important part of the company]

Sequencing firsthy, ... Secondhy, ... And finalky ..

Highlhghting important | There are three important paints [want to? )
infermation This is absa impartant because lwewant to stay persanal].

Eeferving 1o viswals 5, fyou can ® abook at this stide, ..,

ﬁdmﬁuﬁ:ﬂfﬂ:n Agif earlier .
i Fi say miare about thar later
I - i
Inwiting questions Fryou hawe any guesticns, & free tolinterrupt ¢ ask me

it the end]

Deallng with questions | Grest questian. Really good questian,

Teacher's resources Cosing fo L’ there
EXIIS ACTWLIes Thank you very much for listering. And '1E®  ovier ko [Paul]

. Prepare a short presentation on one
of the topics in the bax, Write a plan } TASK

using the notes below and the

phrases in Exercise 4,

Decide which technique Touse at the

baginning,

Structure the presertation clearly info Do or
thres sactions

Lirk the sections as you speak.

Highlight impartant information in each section.

Iryite guastions at the end

Possible presemtation topics;
» yourjob + 3 place you visited
« yOur prganEation « ahobby

a product you loveshate  « your ownidea

Wark in small greups. Take turns to give your presentations
and answer questions. When you are listening, note down:
three things wehich the presenter does well.

one mlng which [I'rE Presener r'I'iiE]I'l[ 0o Belter nest time

- When everyone has given thair presentation, share your feedback and decide on
the most effective presentation. What do you find most problematic when making
a presentation? How could you deal with this problem?

= Hewy sucoessfully have you achieved the lesson outcome? Give yoursedf a score
from 0 need mare practice 1o S { know this welll,
= B0 ko My Seff-assassment inMyEnglshLab to reflect an what you have Learnt.




WRITING

Lesson outcome

Lead-in

. Read the formal email invitation to a corporate
event. Choose the most formal phrases in italics. Then
compare in pairs. The other phrases are correct, but
are semi-formal

Tu: Tad Wassy
Frome: lran Enig Pafins
Sahjcl: Lariumon preyies

Hello Teg ¢ Dear Mr Vesaly

| remarmber dizcussing modern art with you [ast
meanth and, 88 & whlosd custarmise 4 daal & d ks
to invite you toor previas af the new Steeet At
Exhibsticn at fhe Maticnal Galbkery af Medern A
which C&P Marketing have decided o spongar

Dwar presiew owont *wall b hedd £ 5 on Tuesday
22nd Mevember at 730 oome an the tap fleae

of the MEWMA Dnnks and refrechments will be
‘nraviged f thera,

Ir Edibio, we ars 'U'E-'I_H.'T-Iﬂ‘;? o AnAanRcE 7
meased o dell you that the artist Karla Lansing bes
agreed fo talk to us about the mpact of stract art
In marketing koday. M Lansing has Scolaborated
{ wirked with our team an sevaral marketing
tampEgrs to be launched @ tha new vear

Couwhd yonr peease fof me know i yowr can come ¢
Flaase confirm your attendance by Fridey 1 1th
Movernber and, if you ars able 1o |oin us, please
remernber e Bring e mwitaton with you o gaim
adrmittanos 13 the vanue,

"We fonk fonward 4 Looking forward bo sesing you
Bt this avent

"Has) wishas [ Kind regards
Kiran Eawr Panmu

Evanis Manges, CEF Marketing

Formal and semi-formal emails

Learners can dstinguish 1}!‘[!'!'&!1 formal and semi-formal emails and write.
-aneply to a formal imdtation.

& [T [N Hellp

Functional language

2 Decide if each phrase in the table below is formal {F)
or semi-formad (5F],

Imviting

Il Like to indtecyou o

| Ve weriting B0 inwite wow o

Wi are delighted to Inwite you ta
Itwwl-db-:grratlfwlr coald come

Auzpling
Marey thanks for the imvitation.
Theankes for imyiting me,

I'd tvecruild) be delighted to arcept your invitation‘offer.
Aithough Mr . is unable to attend, _ will be happy to take his place.

Declining

I'm sarry but | won't be able 1o ome.

Irme afraid ithar] | will be unahile to attend

18 L ke Erserde Bt

I'n afraid | can't make it

Urforiunatedy, | have already made ather arrangements,

Llosing I

We very muchl look forward toseeimg you,
We are looking forward to seefng yow
Loaking farward to seaing you soon!

Best waishes

Kind regards

All the best

D' Teacher's respurces: extra activities

D The.email containg éxamples of werbs + -mg and
werbs + infiritive. Ga ta MyEnglishial far apriagand
grammar wark.

= page 119 Sae Grammar reference: Verbs = -ing vs. infinitive

<A Work in pairs, Read the reply to the invitation in Exercise 1 on page 127, Rewrite the
email to make it more formal.

B Write your own formal reply of about 30 words accepting the invitation in Exercise 1.

L Exchange emails with your partner. Which formal expressions in Exercise 2 did your
partner use? How many were the same as the ones you used?

How sicegssfully have you achieved the lessen autcome? Give yourself ascore
frevm O [ e misee practizel ta 5 1 o thic wall)

¢ Boto My Self-assescmentin MyEnglishlab to reflact onwhat you have learnt.
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ADVERTISING
EMPLOYER

REWARD

PAUL GOLDSTEIN

_ADVERTISING MAJOR

A job search
Legsoon aueome! | earners can w2 yecabulary related to appiveg
forand getting a job.

Job interview questions

Le=son putcome: Learners can wse a range af direcy and indinece
queesEinrs far oh irtervire

Communication shills: Lissening actively

Lessan outoome: Learmess ale awan of Hiferent ways to listes achely
anican use phiases for a range of acthve [isening Lecinigues

Business skills: intervews

ERes0I gULCaMEes LESINErS Can B5e i fand e al duestsans and phnies
fardffarant stages of o pob stemiew

Writing: Coverng letiers

Lessom muttames Leanners Can write 3 cavenng lener sddressing
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Speaking: A job imeruie
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Grammar: Fast Simple ard Present Ferfec
Task: Write a cowering letaer

Grammar referencs:

p.lie 1 & Wnice range and inteaatian in indinect guestions: p 115 pl20




A job search

Learnars can use worabulary related to applying for and getting a job

Lead-in 1 Discuss these questions.
1 Have youever written a OV7 i so, when weas the [ast time you updated 17 How lang isit?

2 Insome countries including a photo on a CV isa requirement. |5 this true in your
country? What do you think of this idaa?

3 Havevouever applied for ajobvinernship? IF so, when? What happened?
4 Havevouever raceived advice from 3 careers coath? What did they say?

VIDED 2 B371 warch the video about Esther, a jobsesker who's applying for an
internship. What are the three rules for writing a Cw?

Watch the video again and answer the questions,

What does entreprenseur James Caan think Esther isn'L very good at?

What mistake does Esther make in her CV7

What are examipes of soft skills? What are examples of hard skills?

According to expert Jahn Lees, what shauldn’ yvou put eider‘interests’ invaur 007

Camplete what Esther has written: ‘Twould very much appreseate the o
an interview B3 find out more shout the andd b demonstrate haw | believe
| can be of to your campany,’

& How mary interviewvs has Esther had sofar?
7 What do you think the expression ‘Getting a job is a jobin itself* mean?

‘L Wwatch the video again from 2:30 to 2:56 and complete what the sxpart, lohn
Lees, says about Rule 3.
Era-:lua[e W makee the tama ! overand ower again. They wse clichéd
o everyane says T'mainl ? . 'malni® 'm

h:-aj'l':l.l M Bnd if you wse tha sams I.Engan;E T E".:'-E-l!",'-l:lnE plze, 2l that
shiowwe Is that yau are exactly the same a5 evany other®

5 Workin pairs or small groups, Discuss these questions.

1 'What coutd you say at a job interview to make yourse(Fstand out from the crowd' and
give a good mpression?

2 Think of three positive characteristics and three skills vau hawe, or things that you are
fweryl gaad at. Compare your answers with your partner or group

Tedcher's resaunces:
extra activities

Vocabulary Gettingajob

O Match the words and phrases from the videa with the synonyms and definitions.

1 character a someane whais looking for a job

2 employer b whan a student or graduate works for 2 short time o get

3 ow Esfidriernge

§ jobseskes € et or obtain

5 :naernmup d beimgortant arusaful

6 cliche & bevenyeasy to see or nodice

7 qainiformall, f successfully deal with a prablem or difficult situation

2.4 expenence g curriculum vitze far resumé in L5, English

B beofvaluetm b personality

9 apply for i beeasy to understand or know how b communicats sffectively
0 sodt ol § A petsan or company that pays people towark for them
11 come acrosswwell k makea formal, ussally written, request, especially for a job or

12 stand owt from urversity place
|l anideathatis usedso much that it sn't effective, orit doesn't
hawve much meaning any longer

> 28 ¢
. e - L= =



3.1 € Ajobsearch a

7 Choose the correct aptien in italics to complete the job advertisement.

SALES INTERNS _ .
MEEDED FOR _ Cro you have a degree in business studies or sports education?
Ly Are you 'competition / competitive?

IMMEDIATE M' " Are you locking for an internship with a dynamic, international emplayer [ empioyee?

- g7 (T TN At Surfing Technologies we reed graduates who are highly *mativated | motivation, nrganised
N /) and ‘carmmienication / commmunicative. You must be prepared to fearm quickhy absaut the Latast
f R trends in surfing and vou will be *reponsthle respongbility for selling to key dients.
Surfing Technologies are based i Sydney and we have a proven track recard in offaring aur
successful Sinternships | interrs an exciting caseer in sales with appartunities to travel arand the

waorld, This ‘pasitisning / pesiion is for 3-8 months, No previous experince s reguired and
warking hows are Yexibifity | fagble.

I you think you have the necsssary *skillfid / skills and are “pession ¢ passionate abaus surfing,
plesse send your OV with a covering letter to our Head of "Recruitment [/ Recrodter at
nrgrsurftechnologiesau. Sucressful candidates will be called fior an “intendew / interviower.

' W would fove o hear From youl

g =

£ Discuss these questions with a partner.

F I don’t have muth experience in r { Nawve some experience in job-seeking

job-seeking 1 What kinc of skills does your organesation |

1 Row difficult is it far young people to find loak for when recruiting?
WOTK i DU COUnEry? 2 Have you ever interviewed someoni foe

& What are some of the thingsthat can go a job position? How did you choose the
wrong in jobintersews? right candidate?

3 What kind of internshio or job pasition 3 How does the recrtment process work in
would you ke to apply for in the future? YOUr COMpany or onganisaon?

D Teacher's resoarces —
i i = page 115 See Pronunclation bank: Stress in derived wonds

P PROJECT: Write a job advertisement

/A Work in pairs. Imagine you work in HR. Write 3 job advertisement
for an intermship or job position In your company or organisation.
If you dan't wark, write ane for a position you would Fke to
apply fer. Write 120-150 words. Follow these steps,

»  Before you write, ook onling for similar job advertsements.

= When you write the advertisement, use the job advert inExercise 7
ta help you,

*  Consider thess poinis:

= the kind of canthdate you are loaking for

= adescription of duties and responsibilities for the rola
- thalength ofthe internship, if relevan:

= DRpariunities far promotion

= I any previows experience is required

= working howrs and pay, if redevant

When you have finished, wark with anather pair

and raad each other's job advertisament. Would
you apply for the position? Why? / Why not?

nn

HOW successfully have you achieved the lesson outogme? Give yaurself 3 scome
from 00l need more practicel to 5 0 knew this well].

G0 10 My Self-assessment n MyEnglishLab to reflact on what you have learnt




3_2) Job interview questions

Lesson outcome Leamers can use a range of drect and indirect questicas for job interviews.

Lead-in 1 workin pairs. if you had a job interview next week, how would you prepare for it?

£ Look at the photes (a-d). What do you think about the candidate’s body language
in each photo? Is it positive or negative? Give reasons for your answers,

Listening 1 3 complete the task with a partner.

| ot
{ dan’t have much experience in going forinterviews, | have some experience In gaimg for interviens.
Laok &t the questions on page 127, Decide with your partner Write five typical job interview questions, Compare your
if the questions ane appropriate or inagpragriate/imelevant ouastions with another pair

for 3 jobinteérview.

4 201 Acandidate has applied for a job as a chemical engineer ata company that
warks in waste water management. Listen to eight questions from his job interview.
Did you hawve similar guesticns in Exercise 37

5 Put the words in the corract order to make questions. Then listen again and check

WOUF ANSIETS.

1 areweaknedtet What your strengths and? § s you would for Why Like work to?

& moment you Are at wiarking the? 6 first at your wark wiuld Yhist iy do you on?

3 asayoulong worked enginzer How have 7 rertificates Do have you Yaur you onginal
chemical? with?

4 wou have any experience intechanglogies 8 years' you Where se2 do in five yourseld
green Do? time?

Grammar Indirect questions

DA #3020 Listen to some more interview questions and complete what the interviewer
says, Confractions count as one word.

___yourgreatestweakness i7
- your wianrk gxparienoa’
__ amme when you showed leadership skilis?
you've eves Gone any volun Lary wark
vou wauld add value to our cormpam?
you are prepaned to travel for the job
Ishauld contact for a referance

= oW B W R e

& What kinds of questions are these? How are they different from the questions in
Exercise 57

= page 120 See Grammar reference: Direct and indirect questions

";,'f page 115 Sep Pranunciatior bank: Walee range and intenation in indirect questions

L1
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- Teachers resoires: g
exira activitles
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Speaking 11a
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Self-assessment

+

3.2 | Jobimerview questions

Correct the errors in the word order in these direct and indirect questions.
Ch et L’I-"l‘lr g.yu[.;]' _r.;J|.'r|:'1::-|-.h'-|-F.'r.'r|:' o weark fov as?

Ingdivect Vg ke Bo kmdey Wiy el ol e [0 [0 sdek foe U,

Direct:  What your greatest strength is?

Indict  Can you tell mewhat is your greatest strength?

Direct:  You hove sver managed a team?

indirect I like o know T have you ever managed a team,

Direct:  Whovour previous employer was?

Indirect ' ke o know who was your previous employer

Direct:  Doyou enjoy wiat abeart wiorking in teams?

Indirect  You could tell me what you enjoy about working in reams?

Direct:  When the Last time was you solved a problem successfully?

Indimect  Could you tell me whan about & time you solved a probdem successfully?

#1202 Listen to the candidate answering the guestions in Exercise 6A. Does he
answer the questions effectively? Write good (G, OK, or poor (P} for each of the

interviewer's main questions.
e, R R . Eo. W
Listen to the interview again, How does the candidate start answering each

question? Match the expressions [a-i} with the interview questions {1-7), One of
the replies uses more than one phrase.

Az | sald before, P Sorrg | didn't carch that

Let me think now ... g Sure | wasresponsible for ...

Fll meed to check and get back to you. h That's & difficult question.

Pm afraid  don't have much esperience, Bt . b Yes of course,

I rt suire, Bt ey friends tell me,

e s e s B a . W L

Match the expressions from Exercise 3 (a-i] with the strategies (A-F] for dealing
with questions. What other ways are there for dealing with difficult questions?
Baing honest _ D Repeating yourself _

Answering positively __, E Asking for repetition __

Buying time __ .. F Exprossing Lncertainty __

Read the job advertisemant on page 127, What questions da you think you might
be asked in an interview for the position? Write at least five questions and include
some indirect questions.

Think about how a candidate could answer the questions effectively. How would you
answer the questions? Then write five questions to ask the interviewer, e.g. about the
team, working hours, raining, opportunities for promation, salary and holidxgs, etc.

Roleplay the interview. When you have finished, swap roles.
faterwiewar: Mice bo meet sad O wad Mnd ws gasily First, 1 like o 25% pou about .
Camraidade, Mice to mee? you, 500, Thank pou far inwiting me o an intenrew

Haowr senccesshully hiave you achicved the lesson outcome? Give yourself o scone
from [ need mond practice) to 510 Knaw this welll,
iGo to My Self-sssessment in MyEnglishlab to reflect on what you have leamt.

Lid
bar}
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3 3) COMMUNICATION SKILLS
24 Listening actively

I-..
i
i
F
iy
I‘F

Le Leamers are aware of different ways to listen sctively and can use phrases for
50N outcome STORS e ways

Lead-in 1A Workin pairs and discussthe statements, Which one do you agree with more?
1 “In business, it's better to act neutrally and not show your feelings
2 'It's battar not to hide your fealings when tallang sbout work-related topics.

H What are the advantages and disadvantages of each approach?
VIDEDO 2Za B39 watch the videos of Paula and Matt before they meet each other.
: 1 How does Paula describe herself?

2 How did Matt sound to Paula? How does he actually feel?
3 What does Matt need bo talk to Paula abowt?

B Do you think their meeting will go well? Why / Why not?

A Insmall groups, discuss which is the best approach (Option A or B) for Matt to take
in his first meeting with Fawla. As a class, decide which video to watch first.

Option A - Talk abowt the facts hi has heard and try to get to the bottom of them.
Option B - Listen to Paula's perspective and discuss how they can best work together

8 Watch the two videos in the sequence the class has decided, and answer the
guestions for each vides,

option A B 332 1 Wasch the video and tick v the points Matt focuses on,

a Pauclamissed her deadline on her (350 project
b She thaught her project manager Culio) was incampetent.
£ The project was Lata,
d Her project manager didnt want to listen to her,
& She disagreed with her project manaper,

2 How does Paula respond to Matt's questions? How does she feel at the end of the
discussion? Whey?

3 Whatcould Matt have dene te improve the autcome of the discussion?

options B 20 1 peow does Mart manage the tonversation andwhat effect does ths have on the outcome?
2 Complete Matt’s questions wing the words in the bax. Watch again to check YOI ansiwers
detenbe  important a lulio'sincompetent: Totally incempetent’
mean rushed  say 'O, wivy don't you tell mz  bit mere? You he's incompetent. How wodld
- ST | you a campetent manager?

b ‘A good manager should support their team and lsten to their team,”
Lhois___ foryou, & 3 team memiber tobe invalved in decision-maiking, nght?
¢ 'l wanted to take extra time 1o make sure we weren't rushing a complicated project.”
"Why did yau have concems about the praject being ¥
d “There were oo mary things that all had to happen at the same time *

Wrhiat do o bny "tao many things™? Do you think vou might have managed
a hit better i there had heen greater plarning ar mare suppart, for example?

“ Discuss what lessons you have learnt about listening actively and adapting your
style to focus on facts and maintain positive relationships at the same time,

5 B34 Watch the Conclusions section of the video and note down the four tips
for successful active listening. How far do you agree with these tips? Why?

Reflection © Think about the following questions. Then discuss your answers with a partner.
1 Doyouoften ask guestions when talking to athars?
2 In distussions, do you often Degin sentences with f think .. and e showld ... ?
3 Whatis one advaniage and one possible deadvantage of your shide?
& Decide an nne thing pouw can do to lsten more actively and suecessfully in the fture.




3.3 | Communication skills: Listening actively

Funcrional Active listening
la nguage 3 Lise the seven phrases from the video (a=g! to complete the gaps in the table [1-71.
a Ok, whydon't you tell me |1 bit more]? d Why did you [have concermns about .. ]?

b OF, that's juseful 1o think about / & What doyou mean by [tog many things'l?
initeresting Lo know) f No,that's not what [1 said].

€ 5q, itsimportant for you [to be g How would you [describe a competent
invobved ... 1 right? manager]?

Clarifying/Enplaring '- _|

Summarising/Paraphrasing 4 —

o woii (had a disagresment with your manages]

- Checking widersamding !

sorry, | dor't understand [what you said aboat .1,

I'maot clear about [howit kappened|
Correcting 1 e

Sorry. that's not what [| meant)

Giving feedback :

| can see you arg lenbappyrustrated ‘angry|

SA Work in pairs. How would you respond to the speaker in these situations?
Use one or two phrases from Exercise 7 to reply to each speaker.

1 Dinngr's going to be a bit Lzte 'm afraid. 4 Hesayshe hates travelling for weark,
2 5ha can bedifficult to workwith sometimes. 5 This new accownting system is driving
3 |refused the invitation to give MH=ITACH
apresentation 6 Butyou sadyouwanted a new challenge
Teachers resaures; g ;
sy B Choose one situation In Exercise BA and write a short dialogue using at least

three phrases from Exerise 7,

2TASK S

5T

=0 Workin gmuE}s of three and play the listening/distraction game. On your gwn,
prépare to tell the members of your group about one of the following topics:

o favourite free-time activity.
+ amemarableday inyour ife ar career
s the area where you live orwork location, building, faciities)

0 Take turns bo talk abouk your topics for two minutes,

When oneaf your colleagues |s teLling thesr s1ory Listen acthedy and usa . -
phrases froam Boercice 7 1o ger asmuch information & possible Wl ﬁ'--:" ) }

= When theather colleague is talking. make a detaibed Llist af all the things
you have to do today, or look at your phone and read your messages. ¥
L Report back to your group members. How many facts do ]

you remember from the story you really focused on?
How many facts do you remember from the other story?

B Give your group members feedback on hew well
hesshe listened actively. Did he/she:

v pseclarifyng and exploring phrasas?

« summarise oF paraphrass wwhat you said?

+ thetk that hefsha understond wou correcthy?

givee you leedbadky

How pucoessfully have you achisved the lesson outcome? Give yourself ascore
Salf . Froe 3 (| meed more practicel to S 0 know this wedll
Self-assessment + o ta My Self-atsesement in MyEnglishiLab o réflect an what vau have'learnt.
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Lesson outcome

Lead-in 1

B o b e

Listening 2a

1

3a

Learners can use 3 range of guestions and phrases for different stages
af & jolrintendew.

BUSINESS SKILLS
Interviews

Work in pairs and discuss the questions.

Why do prganisations hold mterviews?

Have you been to an interview in the past, &g, for 2 job, internship, or study place?
Whatwemt well? What didmt go wedl?

What did you Learn? How can you improve?

Work in small groups and discuss the pairs of tips for preparing for an interiew.

Which tip in each palr do you agree with?

a Pregare answers 1o possile questions.

b Improvise answers o questions you are asked.

a There's no need to ask any questions. Just focus on getting the job

b Interviews are iwo-way: prispare questions to ack.

a Tefling small Lies is OK in ntenvews if it helps you get the job.

b Never tell lies - iv'scheating the Interviewer and yourself You might end up with
responsibilites you can‘t manage,

a Ghe lang, detailed answers 1o 2l questions,

b Give short, condse answers whera passible

What other tips can you think of for preparing and answering interview questions?

@150 Listen to two difierent interviews for the same job, Note down the
ﬁ:ﬂmiam:ll_l negative paints about the skills and experience of the candidates,
ax and John.

E.

Nagative

1 bdax

2 John

M & W

-

Listen again and complete the interviewer’s questions. Are they open or
closed questions?

Whydoyouthink 7

Have you ever worked o

Doywou have a ?

Lan vou tefl me abaut T

Why does the interviewer use a mix of and closed questions? What
response does each kind of question le:ﬁg?

Workin pairs and discuss the guestions.

What was differant about the way Max and John answered the interviewer's questions?
What canyau Learn frarm thi?

John hasa't worked in a regional sales team before, but Lists his transferable skills.
Wihich relevant skitls daes he say he has?

How coes Sue help fohn feel comfortable at the beginning of the second interview?
Wita is more suitable for thejob, Max ar John?




3.4 | Business skills: intervisws

Functional language —
Useful phrases for candidates ceting Execute
M R
SA Complete the phrases from the recording in Exercise 3, If necessary, Jcription: m"“'ﬁ.‘".'j-,'{--uu
use the audioscript on page 147 to help you. Role e ol media T
—— -— .'l_'I|'|"|':L"-'I.\'| 3 sl LY st
A Beginning the Envterview Thanik yau for yoeur time today, | casary gl 2 -:F-l‘l":l Apty
A TR T | S AN L SR — PP ook inde
B Dealing with questions That'sagood ol ALY 2 ‘:”ml
It lgl:H:d HDI] z a_'illl l_.;_\,‘:..ﬂ.ﬂnE‘ - e -
BT T L A 2 T T Ry P ———— e R S — o0 ﬁ-||-"'-"| 1 e
C Asking questions aboutthe | Could vou tell me what g normal fications= ™
ralefarganisation | ? n:i.,: i af BEFTEE
T o e ——————————— : . 9 (00
b Ending the interview Sa. what are the next * 7 < gy T
| Whencan lespectin® 2 . enending art, EVpE
5 Match the phrases below [1-8) with the categories (A-0) in the table : ERTI
in Exercise SA, - mm.dmatﬂ
1 Couldyou tell me more about [the mentrring programmel? project planit e
2 Lan | speak tosome of the people | wauld be warking with? Cescription E.-.-'.:_T:i-m:_l g
3 I'm lpaking forward to talking to you about this role n::-.,-cl Apsign ProvEct” casal
4 There are two ways 0 answer your question. ¢ — ) organt=t
5 1 lookforward by hearing fram you Hetﬂ“"'ﬂ"; cation Sk
TATIERT
6 Ihaven't hat that exact experience. Howsver, ... and £ £ -:.'-u-.-ur"ﬁta‘-"-‘“
LE & ik
7 Thankyau very much for taking the time to talk to me today Qu " il willl &
B It'snice to meet you and '.Pi!“"i':“ﬁ'll ol
g benent
b’ ; 74 [00-E28 000
0 Teacher's resturces; extra activites sﬂﬂl"l'"t"q u

54 Workiin pairs, Read the information below and create 3 job that you will interview
each other for. Alternatively, use one of the job advertisements on this page.

P TASK

A local company & recruiting for 2 specific mle, Decide on: | o

* the jolxtitle and rote description,
= the necessany skils

+ thenecessary guatifications,
« detalls of the salany, *

" e
P— ol

£ Decide who will be the interviewer and who
will be the interviewee. Read your role cards: e
interviewers turn to page 126, interviewees turn -

to page 127, .

When you are ready, roleplay the interview.

= Make notes during the nterview and give each
other feedback so that you can improve each time
you practise

+ Reflect onwhat went well, what dida’t go wall
and how you can improve next time

O Change roles and roleplay the
interview again with the same job
or a different one.

(|

*  How seccessfully have you advieved the Lesson cotrame? Give yourself a seore

3 assessment from 01l reed more practicel to 5§ know this well,
L Self-as + Boto My Self-assessment in MyEnglishLab to reflect on whatyou hase learnt




WRITING (mimmmO
Covering letters

777
Jz

Lesson outcome

Laam e.sv;m wrifeatlfl';rizrlng letser addretsing speciic informatian
MERDIONEd In 3 job adwertiserent.

Lead-in Functional language

1 Read the covering letter. It accompanies a CV for an < Complete the table using the words and phrases
application for the Sales Intern post on page 127. in the box,
Proafread the letter and find nine more language —
mistakes. Think about spelling, grammar and missing advertised allow ssset confident considered
words. Then compare in pairs. degree  enclosed  exceeding  experience  grateful

have been  vacancy

Dear M Saumders i s o
Pl find drmy 41

Re: Postvlon of Sales Infern Fim wriing ta apply for the ? of manageras

Fitached 1 m The Times

Flease lnd atiaesh my CV in response tnmcuhnmvm-}- I'd Lk oy b # Fur'rhep-nr;tufmaﬂager

ws slvertised aon your website, Paragraph2

Thawe just compietad s eporis edication degrees and om T warking as a menager far 10 years

baking for 8 chanes towadk [or a dynamic interntional | R alnke iy aEhE

compiny like Suding Teclmolsgies, As a keen and | hawve six years? i sales.

expericnce aurfer, [ orgnrdsed o suring team ot unkversity | e pmmd tobe a EapElH.E manager oftan ®

and [as yoar we have won a matbonal coanpetition, performance targets set

Thuve spent last three sammer hefidays working for s lecal Paragraph 3 =

surfing campany, where my communicution skilks helped lam®______ {enatl my skills will make me 2 strang

mi o increasing thelr sales signiteont, Tn addition, the SElEsnArson.

lexcible working hours enabled me o complete the A5 Myskillswil®™____ meto..

Sueribng Instructor Teved 2 course st wear. Duoe to nyy | feed Cthiat] oy eperiencs will be a valuable

passion for surfing, [have always kept up-io-date with i i

current trends and feel that T would be saitable Gt for your Last paragraph

LOHTEINY =
Il be 2 tohave the opaoranicy ol an ntervies

Fwoald very much eppreciate the appostunity of an leiould wary much appreciate the opportunity of an inbendesw

intervicw 1o find ot mose about the positivn and to
semonstrate how | can be ol walue fo vour company,

il D Teacher's nesaurces: entra actidties

» rward io hear mom yo.

B The cavering Letter contains examples of the Past Simple
and Presant Perfect, Go to MyEnglishLal for optional

Yours sincerely
crarmmar waark,

Gemma Sinclair
== page 120 See Grammar reference: Past Simele and
Present Perfect

3 A Work in pairs. Read the job advert on page 130. Discuss ways in which you could
improve the covering letter which has been written in response to it.

B Write your own covering letter in around 180 words,

C Exchange letvers with your partner. Which functional language phrases did your
partner use that were diferent from the ones you used?

Haows successfully have you achigved the lesson cutcome? Give yoursell a score
fram O naed more practice) to 5 [ kncw thiswell)

v G0 to My Self-atsesement in MyEnglishlab to reflact on what you have learmt.

Self-assessment




Food industry strategies

Lasson QUECome: Learn ers an use cammon w2rhs, nowns and
acie b rolated 1o business and Business strategy.

PEST analysis

Lessom parionmes Learnems can use a range of madal veras m ok
abioartabligabon, prohibiics, necessty andrecommerdatian

Communication skills: Sowing problems

Lassnn putooeme: Laam ers are sdeee af diferent wins o deal
with profdems and can vsea range of phiases for affering and
asking far heln.

Business skills: Probleme-solving meetincs

Lészan oiibeeme: Lebrn el are swane of tochnigues tooess in
et e so hengmestings and can wsea ange of phrases for
el and articipating i meetings

Wiriting: Reparting reasans and reslis

Lesgan outeome: Learners can eport reasoms and results
11 Suita bl livking phrases

Business workshop&: 0.5 | Reviewd p 107 | Pronunciation: £3 0z

Visiec A food company s sirategy f-:"-"gr:-'.'-’.r-
Vecabulary: Hissiness 5 rateqy codlocations and vedrs Duikding
Propect: investigate a fosd brand's atmtude tohealth

Listeninge & lecture an husiness strategy; PELT analysis
Grarnmar: Modal verks
Writlsg: Write'a short FEST analygk of a camgany or proganikatian

Widnu: DerpCT ang naderec appooa oS 10 Sebving prablems
Functhoral Ianguag*: :I‘.fcﬁr'-g and asking for help

Task: Offaring, ssking forand responding o nelp Inwork ard sodal situations

Listeninge A problem-solving team mesting
Functional language: Leadng and particpating in problam-salving
maeetings

Tashk: Take part Ina problem-solving mesting

Madel text: Report extract dessribing prabless, reasons eml sl
Functinal isnguage: Reporting problems, reaso'ss and resulks
Grammar; Comparison

Task: Writ= 3 short bisingss TeparT auRlining probilsme, redsoes and resulls

e/ and far! 4.4 Intoration i 0K pl15 | Grammar reference: pol2l

> 37 €



» 38

Learniers can use common verbs, nouns and adiectives related 1o business
and business strategy.

Lead-in 1 Discuss these questions.
1 Think of some famous focd brands. What products do they make?
2 What trends have you nodiced in the food industry In your country? Lse some of the

Teacher's resoirces:
extra activithes

Vocabulary

hd

L

B o B 0 s O W B W R R

words in the booin wour Sisousson

famous fond brands  %ood prices. health issues  arganic food
rmady meals =uparmarket chaing

B 11 Watch the video, Which food companies are mentioned and what
is the relationship between them?

Watch the video again and complete the infarmation. Use a maximum of four
wards ineach gap.

In the first decade of the 215t century Kraft's performance
It was seeing processed foed and drinks dedine,
The second issue veas Kraft relied woo heavity on
The company’s third problem was its
Cadbury had a 200-vear kistary. 115 produsts wers welLestablished
Becaise it became a bigger campany Kraft essentiaily
Hainz's development of rew product fines met

Dne immediste result was that the Kraft Heinz's chare price

Work in pairs or small groups. Discuss these questions,
Can you suggest other food companies that would be suitable partners for Kraft?
ke consatidation in the focd manufacturing industry inevitable? Why /Wy not?

Business strategy collocations

5

L

N o oeow

SR T

Choose a word from each box to complete the phrases from the video.

| emerging major product  profit  takeower |

bid lines margin  markers  player

Thi Kralt Haeinz company based in the USA i aln) __in thafood industry
the = the amount of money it was making from every unit of sales - had
been squeezsd
AU was missing opportundties in fast-growing arourd the world,
It siarted with aln) fior thie chocolate maker Cadbury
Hainz was considered mone innovacie 0 its development of nes
Match verbs 1-8 with nouns a=d and verbs 5=8 with nouns e-h to make

collocations from the videa.

develap a appartunites £ make B costs

tackie b straeges 6. Come upwith Faproft/ manegy
take ¢ problems 7 sodve g &plan

miss d risks 8 cut h prablems




4.1 © Food industry strategies

Word building - verbs, nouns and adjectives
/' Complete the table with the correct word forms,

[ Verb [Wown Adjective.

| 2cquire — | &

e [wmpettion | competing, ]
[deveap [ dueipng,

[s RPN ian ' expansive. expanded |
L : Laih.m .failjng Tl
?-lilf-ﬂ'-"-' (3 - = grawing

ml:l-l.l-.ﬁ[r' " H N
'-’.___ .I'I'EI?ET_ I

parfarm ] [w '

| i[:.:.'ﬁf-. Iprl:-ﬁtatlle '

i [ :

succagd e g -

B [okow | - 4

= Compiete the pairs of questions with the correct form of the word in capitals.
Then discuss the questionswith a partner.

COMPETE
1 Inwhat ways s good ar bad far business?
2 Which supermarket thains ofier the most PIiCES in your Country?
GROW
3 Canyou name two countries with fast- __emerging markets?
4 ‘Which industries are experiencing most i WOUAr Lo bry?
SUCCESS |
D Taacher's resounces 3 Canyounameany businesspenple In your country?
ExIra acthvities B ‘What aresorme qualities vou need to in running a business?

) PROJECT: Attitudes to health

=A% Wark In pairs or small groups. Look at the news headlines. Why do you think the
food giants are losing market share?

Big food and drinks companics in health drive to keep market share
World Health Organization new warning about rising obesity
Young consumers turn (o smaller organic hrands

! Choose 2 Large or small food brand and find out what it
is doing abeut health. Think about additives, ingredients,
labelling and product lines. Visit the company’s website
and see what, if anything, they are deing in this area.

- When you have finished your investigation, work with
another pair or group and exchange your findings.

Haow successfully have you achinved the l=sson sutcome? Give yoursell a score
from O 1) need more practice) to 5 (know this wall]

Go to My Self-assessment in MySnglishLab to reflect on what you have tearnt.




4.2 » PEST analysis

Lesson outcome Learners canuse 3 range of modal verbs o talk about obligation, prohibition,
necessity and recommendation.

Lead-in 1A Look at these situations when you might need to develop a strategy. Choose
one and briefly discuss your strateqy in pairs.

* cOnparahe laees

1 You aresiieen years old aad dream of studying medkcine 2t univarsity.
2 You doer't have much money and you want 10 get a driving licence.
3 Youarea member of a spons team. There is a match against your main rivals next week
4 It's 1 January and you planto get it and healthy thic year
& Can you think of any ather everyday situations whan you have to develop a strategy?
strategy ;?éff;?;fg?;s < Look at the dictionary definition of ‘strategy’. What types of organisations (a-d|
of plans for achiaving an aim do you think need strategies? Give reasons for your answers.
eupecially success in business a by large multinationals
Eg:‘wh:tunﬂtrﬁ:-?hp i b onlysmall and I'I'IEI:!i'.]I'I.'I anterprises
the future £ govermment arganizations
d all types of organtsations, eq. an amatedr sparts dub, a music band, et
Listening 34 401 Look at the diagram below. What do you think PEST means? Listen
to the first part of a lecture on business strategy and complete only the four
headings in the diagram.
L lnetnds | E tactors :
* the! ol pavernments | = &} ! affects demand |
« the? laws in each f = high irflation affects costs and prices |
oty = aucharge rates affact 4 i
:
1

e T T T EE— Tl e = = B

-1 Tactors factors

* changing?

= the age demographics of the popuiation
= haw fast the population is

= uzes of ermesging lechnologies,
£ automarion o '

* the internet ard online shapping

= the?* renolution

£l Listen again and answer the questions,
What do the four factors have In cemman?
2 Howecan PEST analyss be extenced to include two more factors?

(=3

4 202 Usten to the second part of the lecture and complete the speaker's
examples (1-8) In the diagram. Use a maximum of three words in each gap.

8 Can you add one more exampla to each category?

S5A #4073 in the third part of the lecture, the speaker will tatk about what
haﬁpens after a company collects data. In which order do you think the speaker
will mention these tasks? Listen and chech.

a Come upwitha strategy todeal with risks.
b Identify any busicess opportunities,
¢ Prontise the most relevant fartors.

d identify any sgnilicant risks ta the busines:
. Teacher's resauries: fearsig

© Extra activities 0 Listen again. What were the examples of an opportunity and a risk?

> 40 ¢
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4.2 )| PEST analysis DO

Grammar Modal verbs
6 Match the bold phrases (1-5) from the lecture with the meanings (a-d). One of

the meanmgs is used twice.
1 Youdon't have to take ngtes @ Itis necessary gt vo do this,
2 ..should the mmpany devebop new product lines? oritisr't allowed
3 .. managers haveto ¢ beyond analysisinto action. B 1915 3.good idea 1o do this
4 Acompany mastn’t miss any opportunities . € It's necessary b da this
5 __the company must come up with a strateqy. d It's not necessary to da this

=% page 121 SeeGrammar reference: Modal verbs

7 Look at the first sentence in each pair. Complate the second santence with
a suitable modal verb so that the meaning does not change.

1 it's alegal requirernent to pay 32 percent corporate tas in this cauntry
Companies _________ pay 32 percent corporabe tax in this cauntry,

2 Ina PEST analysisit’s not necessary i ook at all factars, jist the most relevant ones.
InaPEST @nalysisyou ______ loak at all factors, just the most relevant ones

3 Experts recommend all businesses have a sacial media strategy.
All businessas have a sodal media strategy, sccording to experts

& 115 not & good fdea o leawe strategic pianaing ta senior managers only
Comparies _____ lsave strategic planning 0 senior managers anly.

5 |strongly recommend we evaluate emerging technolbogies mare closely.
Wue evaluate emerging technologies maore closely,

& Inthe future, companies will be obliged to change business plans mose frequently
Inthe future, companies _ change business plars more frequently,

£ Complete the conversation about workplace rules and regulations using
suitable modal verbs. There may be more than one possible answer,
Az Paul.a a5 it's your first day, 'L tell you about company policy. Firstly, everyone
clear their desktops at the end of the day.
B: Where doi? feave everything?
A: Locked inside your desk. Also, you * g inta the R0 area withaut a white
lab coat. You® llalwaﬁ' show your [0 badge to get into the building.
r-'ll.l edvice is you t leave it in your Bag 50 you don't fonget it And staff
newer use persanal emails for work,
B: Of course, | understand

A: It nat essential butyou 7 read the company polices wehen you can. 3y the
way, wa have a badminton team in the local league Would you be interested? Mo rush,
you® decide right now

Work in pairs, Discuss these questions.

Haw much corporate tax do companies have to pay in yaur country?

What are some of the written and unwritten rukes where nou work or study?
What recommendations would you ghve To a new perssn 3t your organisation?

Teacher's resources:
extra activites

wopa s WD

Writing 10 Workin pairs or small groups and write a short PEST analysis of a company or
organisatian you know well. 5ee page 129 for an example. Include the following:
= Introductbon: iInclude a brief description of the company/organsation,
+ Wisual: Use a similar graphic t the one in Exercise 34, Wiite twa significant factors
affecting the company/organsation under each categany

+ Condusion: Decide which of the factors already Listed are most relevant and any
action the company/orgarssation neéeds to take or continue taking to make the mast of
appartinities and deal with aay threats,

+  How successfully have you acheeved the lesson outcome? Give yourself a score
from 0| need more pm.':'dseil ta 511 know this well),

+  Goto My Self-sscesement in MyEnglishLab to reflect on what you have learnt.

Self-assessment




COMMUNICATION SKILLS
4-3) Solving problems

Leamers are aware of different ways to deal with problems and can u=e a range
Lesson outcome of phases for affering and asking for help ng

Lead-in 1 s common to classify communication styles as direct or indirect. A person's
communication style may depend on their culture, In pairs, read the text and

discuss the questions.
In direct cultures, people often focus on facts and give In indirect cultures. the focus is more on feelings. People
clear apinions. They want to communicate with honesty do not like to argue against other people’s ideas, and may
and will argue strongty for their ideas, and against the ideas say ey aoree 1o show respect for the other person, They

of aithers, ;Mtwmaeﬁdmmn@dﬁmltfmnmgr&

—
I — B —=

ST

1 Thinkof one potertial advantage and disadvantage of communiciting drectly, and gae
potential advantage and disadvantage of commuricating indirectly

2 How would you classify the communication style of your awm natienal culture? Doyou
Like this soyle? Why?

VIDED Za 431 watch as Mate prapares for a progress meeting with Kenji about the
Japan side of the praject.
I geraral, how gy = Mattwath the progress of the Japanese side of tha project. Why?
Mate down the challenges Kenji has in managing the Japanese side of the project.
Whatadvice does Mait get from Jack, his colieague, an how 1o handie Kenji?
Why is Matt unsure about following this adwice?

Dao you agree that project leaders need to push people hard to make prejects
work? Why / Why not?

3a In small groups, discuss which is the best communication style (option A or B) for
Matt to manage his meeting with Kenji. Give reasons for your answers. As a class,
decide which videe to watch first,

Dption A Matt takes Sack’s advice 1o commiunicate directly with Kenji and confrant him
aboart the problems with his side of the project. He demands that Kenji delivers on time
and impeses a way forward,

Option B Matt follows his instincts 1o be supportive and cemmunicate indirectly with Kenji.
He asks questions to clarify the rezsons for project delay and invalves Benjl In deciding
a wray to gat his side of the project back on track, )

COiption & “ 432 B Watch the videos in the sequence the class hat decided and answer the famae
option & [0 132 questions for each video.
1 How many weeks has the pesject now been delayved, sccording to Matt?

Hioww dases Kenjl respond 1o Mats when he raises the problem? What is Matt's reaction
o this esplanation?

What i the solution which is agreed? Wha suggests it?
Overall, how successful is Matt's communication style? Wh?

'

In pairs, discuss the guestions and agree what you can learn from Matt’s experiences,
What did Matt do to communicate in 2 direct way, and inan indirect way, with Kenji?
What happenad as a resuls?

Which styla - direct or indirect - is the mare effactive way tocommunicane i siuch
situations? ik?

WO e S W

5 B :4  Watch the Conclusions section of the video and compare what is said
with your answers in Exercise 4. Note down three main learning points. How far
do you agree with these points? Winy?

Reflection © Think about the following questions. Then discuss your answers with a partner.
1 ‘Which communication style direct orindirect, do you prefer 1o use? Whi?
2 ‘Whatare one advantage and one possible disadvantage of your own personal style?




4 3 Y| communication skills: Solving problems

Functional Offering and asking for help
Lang uage 3 Look at these extracks from the videa, Which phrases in bald are a) offering

help, and bl responding to an offer of help?

| think [we| can manage.

I"d like 1o help. 15 thers any herther support from our sde which can help?

Maybe Stefanee, is she nailsble? Herexpertise] would be very (helpful]

| can [ask boer to traved o Japan].

¥as, thatwould be [goad].

Thanks for [tha support Mart| | appreciate it

fom o W R

SA Decide if these phrases inbold are a) offering help, bl respanding to an offer of

help, or cl asking for help.
1 Isthere anything | can do [to halpl? & Mothanls, I'm [fine0K]
2 Couldyou [help me, pleasel? 6 Need a hand [with fireshing that / to move thatl?
3 Would you like me to [helpyou outl? 7 Thanks for offering but |71 e fina/Ok]
4 Letme [giveyou 3 hand with thatl B Would you mind [helping me with this]?

8 Which two offers in Exercse 8A sound informal?

SA Hew could you offer help or support 1o the people in these situations? Use
phrases from Exercizes 7 and BA to offer help.

1 This new prilitr_f Ly comgiicated

2 150 just me of & It hot in theoffice today?

3 Where did | leave my notes rom the meeting?

4 ve got 5o much work today; Fll have to skip lunch

B Workin pairs. Read your offers of help to each other and respond
to the offers.

B Teacher’s resoures:
extra ackivites = page 115 See Fronunciation bank: i/, /1f, fer! and fag/

LA Work in pairs and choose one of the situations below. Write a

short dialogue using phrases for asking for help, offering help and
responding to help. Then roleplay the situation,
Speaker A: Think of two ways speaker B can helpin the situation and
ask for his'her support. Then respond to speaker B's offersof help
Speaker B: Think of two ways you can help speaker Aand
offer support

« Wou are work colleagues One of you has to arganse 3
wisit to the company for some VIF clients

= Wou acfarmily, One of you i geing away on
haliday for a manth and kesang vour flat emipy

= You arework colleagues. One of you Has just
siaried your ﬁr:!]rlh after ety Yo
hawve nowaork expanience

B Choose another situation and change
roles. Which one of you was more helpful?
Which phrases from Exercises 7 and BA
did you use?

How successiully have you achiewved the lesson putcome? Give yourself o soore
Hf'm from O need more practice to S 0 ke ow dnas well)
= oo My Self-assessment in MyEnglishlLab to reflect on what you have learnt 43¢



BUSINESS SKILLS
4-4) Problem-solving meetings

Lesson autcome Learners are aware af techniques touse in problem-solving meetings and
can use a range of phrases forleading and participating in meetings.

Lead-in 1 Workin pairs and read the tips below. Decide which of the two ideas in sach
pair is more important. Then decide which two are the most important overall.

Six tips for leading effective problem-solving meetings

Begin with energy Discuss with creativity End with commitment

#1 Build positive anergy at the beginning le.g ask one 23 Ack for new and create #5 Make sure the final decision i agreed
person ko briefiy talk about a recent sucosss]. ideas, and urddesstood by evengane

#2 Explain what the problam is in a faw words, Make B4 Giveposltiee feedback on - #& Take thme to donfirm whe will da what
<lear what will hapgen if it's not sohvad. This focuses ai ideas. This can suppart and by when. Tha builds eammitment
peopie on the need to find solutions ungenth creadue thinking. and makes sure things are done

Listening £ €405 Listen to Roel Jansen, who works 35 Head of Sales for a furniture company
in the Netherlands. He has called a meeting with his sales team to discuss an urgent

probiem. Answer the guestions,
1 Whatis the problem? 3 Which three possible solutions are
2 Whatcould happen ifthe problem is not solved? suggested by team members?
B #1405 Listen to the end of the meeting and answer the questions,
1 Whatis the dedisian? 3 When will the problem be sclved?
2 Whohasto dowhat, and bywhen?
£ How many of the six tips in Exercise 1 were used by Roel’s team during their meeting?

How effective do you think the discussion was? Why?
= pane 115 Sea Pronunciation bank: intonation in ‘0K

Functional Leading and participating in problem-solving meetings

lANQUAGE 3yt the phraces used by Rosl and Pater to lead the mesting. Match sach
phrase [a-f) with one of the tips in Exercise 1.

Ithink that's a nice idea; [zample and doable].

Shail | take this on, ordoany of you have time to do this?

areatto see you all here today.

OF, then | think we nead to look at [recruitment as the quick solution], Agreed?
What else can we do?

Thie real probiern is [a lack of language competence here in the company, which wea need
tosolve o woe will lose potential customers]

- m B A oW

B Now look at these sentences {1-9). Match the sentences with the categories (a=f]
far participating in problem-solving meetings.

1 st building on Roels idea, | think [its easier to hina a Carifying the problery . _,__
sormeone than train them .| b Suggesting asolution
2 Wouldl it be possible 1 [train our people here to use ¢ Building on others' idexs __,
different languages]? d Agreeing R
3 Ifwe dothat, iEwill just [increase our costs], 2 Dot ==
! : ! 5 =2
& Canyou explain again whatthe problem is, exactly f Offering to help B

5 Topick up on what Roel said, why don't we [hire people
wiith the rigt skitls]?

Wy dioyou think this is such 2 problem?

I'think that makas a ot of sense

I'm happy to take that on
Hawi about [using a call cenirel?

LR - ]




4 In pairs, discuss a problem using the steps below. Choose one of these ideas or 3
problem of your own.

= Nou can't decide where togo on holiday nest vear,
= There's no time to do spart during the week:
Student A

Bunkd an
Stident &'s
idea

Re-state
the
prabiem

Aores and
derxe
saluzion

fck Bor
more deas

Explain the
protiem

Student B:

Clarlfy the
m

Aigrer

Teacher’s resources:
gaira activities

D E'iﬁ_ D251 a

24 Work in small groups and ) TASK

read the information.

k Self-assessment

Professional context

¥ou weark in e Learning and
Development Gepartment of

a uniwersity with thousands af

CAUBFEEAS Shud BrTs. Some seniar
management and academic staff

iten peoplel need toimprove their
English language skills, You have made a
list of recommendations (ee below). The
costs represent the price of training atl ten
managers equally over a one-year period. You
have 2 budget of £65,000

Access i onlne self-lepming
11vyean

Group {10per group! in-compary taining
¢ hurs per week for 33 weeks

Individual training in the UK or 5SS
2 wepks par yaa
I0-minuie veeekly grmall contach with 4
language teacher

Telephone lessons: 2 hours per week for
4] weeks

Establish a self-accets cantra with a range
of audio and video materials

partal

Create BHIEHEUEH.-[B-I;-Q-I.-I.B-@.E-méi-ﬂ.-EIgE'ﬂ'lE'-"T
nEwslather

Il1ﬂiu'iaJaluiﬂEDEUI!TE'rﬁﬂ{EEal Iquage
training, I haur per week for 48 wesks

£ Individually, prepare your ideas on how
best to spend the money. Choose two of
the six tips in Exercise 1 to use during the
meeting.

In growps, hold a meeting to discuss
the prablem and the options te solve
it. Decide who will lead the meeting.
Then decide how to spend your €65,000
budget.

I After your meeting, discuss what went
well and what was difficult. Discuss
which of the six tips people used in the
meeting, and it how they helped to find a
solution to the problem. Then share your
itleas whith the class,

Haowi successtully have you achieved thie lesson outcome? Give yourself @ score

Trom 2l need mora practicol o5 0 know th

is walll
« o tody Self-sssessment in MyEnglishLab to reflect on what you have [sami




WRITING

€ UL LI H-E0p
Reporting reasons and results

Learners ran report reasans and results uging suitable linking phrases.

Lead-in 1 Decideif each of the underlined words and phrases in the report introduces

a reason or a result. Then compare in pairs.

Report on MAIN PROBLEMS & REASONS
current Frnﬂﬂﬂ‘li = Out-of-town stores

The supermarket group has Lastyear sales decreased sgnificantly in these stores. This seems to be mainky "because of
" fated several proberns changes inconsurmer hakil, 2 peaple fry 1o use their cars bass often. 2As 3 resull; customiers
avar the das year. This o not want to ravel leng distances to shap, even if prices ara much lower, and prefér to visit
“paport alms to autline the snaller localised shops.
inain prabler dieas and

et o tham, * Customer service

Lagt year seif-seraice checkoots were introduced and staff rumbers wene cut in the stores.

This "ham el fo very negative cusiomer feedback. We carried cut a sunmy last month %in
order to find out what thi problems were, Firstly, customers cormplain that now there ame not
as many staff mambers as beforeto help them Secondly, the self-servics checkowts often go

wrong s thak custormaers have to walt longer and longer. *Therefore, many customerns give

this as & reason for leaving our staras,

* Competition

A new discount chain asrived in the market last year, offering a mare limited range of
products af very low prices *ug this has also had a big impact on sales,

Functional £ Complete the sentences in the table using the words and phrases in the baox.

language - Y il
asaresultof  berause due hasled hasresultedin inorderto  resultingin o
Froblam Reason Fasult
o g 7 fesier customers
S a0 3 i campetitos, * are buying from us: _
L : thre need b Coms
PFrofits zra dowin ¥ eranomic depression :.h-pe'-:thastfateg\'m pToe
CuStomer complaints e , and this ¢ tothe
. Teacher’s resourtes: h I d -— installation of self-carvice sl " I T
D ool 2 increges U checkouts retum of staffed checkoues, B
The report containg Fevner people visit L A |
D ewamples of comparatives, I cutohowriitnres T which®__ lonver sales
Gom MyEnglishLab for N - ——
aptional grammar wark.

= page 121 See Grammar reference: Comparisan

unhappy, staff unhappy, sales falling.

of the reasons and results.

2 A Work in pairs. Brainstorm possible reasons for the following problems: customers

£ Look at the table on page 130 and use the information to write a report extract of
about 180 words outlining problems in a mobile phone company and giving details

C Exchange reports with your partner. Did your partner use many of the phrases in
Exercise 2?7 Which phrases did your parmer use that were different from yours?

+  Howw successfully have you acheved the lesson sutcomme? Give yourself a score

from Ol need more practicel o S { know this wedll,

+ GotoMySelf-asessment in MyEnglishLab to reflect an what you have learnt




-5 E-commence

Leszan outeome; Leamarscan use wacabulany related
logistcs and thadellvery of goods,

Driverless technology

Lessan outcame; Learners can use passive farme in a range of
past. present and fubise lerves to describe processes,

Commiunication skills; Coliabarating

Lezson oubcome: Learmers arsavwars of different wae o
solisaceate with other pécple and can e 2 range of phrases
for agresing and disagresitg,

Business skills: Negoriating

Lesson cuteneme: Leamners are Swese of e sthges in a fyploal
megatiaton and Can uss & range of phrazes for each sage of
Ehe negaTititn prodess

Writing: Letter of complaire

Lesson outcomse: Leamers can write 3 [etter or email of
complaing with supparzing detnils

Businets warkshep 5 Review 5:
[5G 104

Promieciation: 31 Pauseg andsiness in plesentatices
5.2 Ausliang werhs B passives

Widea: Amazon the agistics of e-commmerce
Woeabulary: Logistics
Praject: Detiate the use of drones for delhiering medicines

Reading: Self-dris ng loTries
Grammar: Fassve loeem
Spesking: Describe a pracess

Vigeo: Callaberating an eproject
Functional language: Agresing end dizageeing
Taghe A& meeting tediscuss controversial proposals

Listening: Negatiohing now termis and donditions
Fumcisanal lnnguage; Negotating
Tashe Nagatizta a rew depl

Miocel taut- Letter of comalaint

Funictional language: Liseful phrases for [etters of complaint
GErammar: Linking

Task: Write a letter af caomolaint

Grammar referemoe:
2116 p.122



) E-commerce

Leamners can use vacabulary retated to logitice and the delvery of goods.

Lead-in 1 Discuss these questions.

1 How ahten do yousend parcels or packsges? Who do you usually send them to? How do
vou send tham?

2 ‘Whean was the last time you recesed 8 parcel or package at home or at work? What wes
it? How was it delivered? Give exampies of specific brands and items, e.g. boaks, food.

3 Why doryou think e-tailers Fke Amazmn are successhul?

B 511 Watch the video about e-commerce and Laglstics. How many people
are interviewed? What are two new ways of delivering packages?

Watch the video again and decide if these sentances are trwe (T) or false [F].
Correct the incomrect sentences.

Dirs clay Bmazon dispatched 1.2 million items and last year a truck [eft the warehouse
avary d minutes 20 sappnds

The packing protess is still done by hand to make sure items are not damaged in transit.
Goods may be delivered by the naticnal post office or by courier companies.

There are now raoots that dreve tricks and ars controlled asing @ mobile app.

Amazon says thatin the near future goods will be delivered by drone in half an hour
Airdine pilots are worried about issues such & convenience and soeed

Watch the middle part of the video again [1:43-3:06). Complete the sentences.

Consumers anjoy the of hawing goods delivered to their homes. But af
Courss Customars are Nat 3wWays Lo recenve thelr package. ...
Packages can ba inside and the cuskomer can

at any time by entering ain numdear
2 This has bean to deliver packages. Customers can arrange
tocoflect their __ fromthe wiz a mahile

3 Some comparnies are also considering using totransport qoods 1o
Custarmers, This _isteing by the pastal service in Finland.

Teacher's respurces: & Inthe future, costomers could _ goads and they would be
entra activities by in as at thirty minutes

5 work in pairs or small groups. Discuss these questions.

1 Doconsurners prefer ba buy online instead of shopping in physical stores in your
country? Why?  Why not?

2 What are the implications of online shapping for 2l retailers, o) distributors and
€} consumers?

3 How would you feel sbout having yaur goods delivered by a rabot or drone?

4 Whar are some of the Logistical problams with dalivering goods? How doyou think
technology will help companies with some of these issues?

Vocabulary Logistics

5 Look at these groups of words taken from and related to the video, Which is the
odd one out? Give reasons for your answers.

deliver  ems collect

Goodls  packages  trassport

poatalservice collection locker  oourier company
couriers  robots  drones

damaged  packed  broken

properly  badly  comectly

pick up  receive  Congestion

congested  balanced  croweded

M o= LA W R




5.1 © E-commerce a

Word building - verbs, things and people

/' Complete the table with the correct word forms.

Verb | Feoun = thing fMoun = person

AUTOIMALE J AUToMATHON e _:
collact 1 collectar |
’ | delivery -

distribute | distribution :

fLitfil ' -

= i 2 Ingestician
- : =1 ;:h:f;?r:rlng marnfacturar

Fre—e o . opesatar

pack A packer

- e packager

s product/productan B )
. retall far'at B refaler

13 Eupply .
TH-ITF;.._ S l!Er- -E-rq.i. tramsporier
= A, Eng.l

3 Look at the questions and decide if the words in bold are correct. Change them as
necessary and then discuss the questions with a partner.

1 How feasible orsafe is it for bems to be delivery by drone whera you Lveiwork? Consider
different kinds of goad, such as boaks, clothes, toys, electranic equpmient, office
equipment, food and drink

2 What are the acvantages and disadvantages of manufacturers using rebotics nobot
rechnelogy]in warshouses?

3 I drones become 2 popular methed of delrvering goods ta customers, how will supplies
and distributes need to adapt their operations?

D Feacher's resouroes:
extra acthnties = pone 116 See Pronunciation kank; Pausing and stress in presentations
) PROJECT: The drone debate
Sla Wark in small graups. Imagine drones were » Prepare arguments for or against delivery by drones.
banned in your country two years ago. although Give reasons and examiples. Consider these points:
neighbouring countries use drone delivery for T 1
professional purposes. Debate the fallowing Comvepience cost dellvery locatians |
statement, using the steps below, licences for operators  public safety
‘e propose using drovmes for delivering medicines and sobutions for customerspatients  speed of delivery
medical supplies e patients.,” :
o Prepare any (ounter arquments you anticipate the other,
£ G Ao wark for the haalth service in your SR e /
region and ar FOR DRONES. Make rcommendations Student A: Qi supplies will be delivered much more
far medicines and medical supplies to be celivered by |;||.lr.:_.|r[]r by drone. This ey we'll avodd detays far very sick
drone for certain peaple in cerialn areas. pabients, orior patients living in reThote areas,

= L . Student B: Delivery by drove might be faseer than

delivesy by road, bt drones will-cadse traflic congesiion
Group B; You work for the government and are NG ACTIARNEE. eSpeCialll 1 DSy Cirves,

AGAINST l:!H!:IH_E.S.!-!'-B,h:E ”“'Wmmrﬁ"’“'."’i' B Debate in groups or as a class. Then vote individually

midicines and medcal supplies shauld neges be Fov B¢ 3B et th I

delivermd by drone. g4 & proposas,

Hovwe successhully have you adiieved the lesson cutoorme ? Give yoursedf a score

= I frgm Q[ m2ed mibre practicel to 5 0 know thiswelll
M—Hﬁi@‘ Go bo My Self-assessment in MyEnglishlab to reflacy on what vou have learnt
P



Teamers rescurces;
BE[rd allvities

[

Lead-in

5.2  Driverless technology

Learners can use passtive foims in a range of past. present and futne emses
to describe peocesses,

1 workin pairs. Look at and discuss the picture. How is this poscible? Lise some of
the vocabulary in the boy.

commercial vehicles  drivers  [ogistics systems  long-haul  manufacturers
new technalogies  pedals  self-driving systems  steeringwheel  truck operators

P

W ow opa

Reading

Diiscuss these guestions,
How carefully do Lorries drive on mctonsays in yor cowntng? Mow could technclogy help them?
What are sorne af the prodiems for long-distance or long-haut drivers of commercizl wehicles?

Howy would you define bogistics?

article? Which ones?

W o~ o B o g e

Read the article again and answer the guestions.
Winy are software companies taking an interest in buses and lorries?

What words are used i the text instead af ‘buses” and lorries™?

What was the focus of the 1AS commercial vehicles show?

Why & salf-drving techned ogy easier o develop in buses and Lorries than e cars?
Fird tera ways self-driving technologywill benefit the sutemotive sector

How will the work of [omy drivers change in the future?
What is spegal about Mercedes-Banz's new delaeny van?
What will happen to commercial vehidles in the near future?

Read the article quickly. How many automative companies are mentioned in the

Work in pairs. What other changes do you think there might be in the way goods
are transported in the next ten years?

Lorries lead cars in the technology race

Silicon Valley i just waking up
e technolapy opporunities in
buses and borries, which are ahead
of pnasenger cars in self-driving
systems. Mardin Lundstedt of Viodvo,
the Swedish bes and Jory maker,
axid software compamies were laking
an inferest in bath lang-haul eight
gind public rramsport, a3 technology
developed in these aress will be usesd
in passEpEEr Cars,

‘Four years ngo, pobady was
talkimg about ransportation, loglancs
syeterms anid new techiologies.” eakd
M Luslstedt at the IAA commercial
vehicles show in Hanover. 'Hut
now the focus b5 on lagistics omd
efficiency.”

Wolvo srys seli-dnving echmolagy
i uses and homies is easer compared
i cars parthy hecause thes commmencial
sehicles con be dested in closed areas
fier wny fiom hamans. M Londsteds
sl the techinedogy that hos been vmed

eL}

| ]

in leevdes g inprose predictive croise
congal syslens will be deployed in
cither areas, inclisding selfdriving cars.

Cerman car parts maker ZF
said Jommies were Dikely 1w see big
advendes in welf-driving technology
becare irestmeits can dgmificandy
reduce uck opermons cosi, ZF has
already designed & self-driving boary
whieme the driver can step down nnd
rest whike the tnack is unboaded, and
then loaded again

With self-driving technology,
drivers can be given new tnsks o
plap roptes or process shipping
docaments, “Truckers of the future
will be naoee like Jogistics wanapers,”
said Markus Heinoar Bosch, the
world's larpest sntomeotive supplice
g revinie.

Al e [AA show, Dajmler, the
world"s biggest munufactuier of
commercial vehiches, wis showing
a |:||_l:l_||:r!,|-TH:'|.I|l|.'h:1! defivery vmn that

Mercirdns-Berz's new batian-
delfery wan it has rochiop drones

wias made by fis Meseedes-Benz

w subgidiary that has pesther pedals

o stesring wheel, and refiss on s
joystick contraller. It is equipped
with dropes to be used for the last
mile of deliveries

‘In the pext 10 years there Swill
be mare changes o our trecks thin
bn ahe Bast 120 years,' mabd Wolfgang
Bernbaed, bead of Dadmber’s buses
ansd bosrbes unit




5.2 )| oriverless tachnology HD

Grammar Passive forms

i Look at these passive forms. What tense are they? Do we know the person or
thing respansible, i.e. who/what did the action, in these examples?
The technalogy that has been wsed in Iorries to improvi predichive orise ool
systems will be deployed in oihee 2rEas
=P page 172 See Grammar refenence: Passive farms
=P page 116 See Pronunciaton bank: Auxiliary verbs in passives

75 How many more examples of the passive form can you find in the article? What
tense are they?

& Inwhich example is the agent, or the persan/thing respansible, known? Which
preposition is used?

9 Extend the Present Perfect Simple passive sentences and questions with the
acverhs in the box in the comect position, Which two actions are the most recent?

|_alrea:1-,r|xaj jstD2) yeeled)

1 Hasthe onder been delivered? & Have these invoices been paid?
2 Theorder hasn't beendelivered. 6 These inwoices haven's been paid,
3 Theorder has been deliverad. 7 These invaices have been pasl
4§ The arder has been delivered. 8 Thess involces have baen paid
9 Complets the passive sentences with the correct form of the verbs in brackets.
There may be more than one possible answer.
1 Inthelast fiew years, self-driving systams for lorries and buses _______ Idevetap).
2 Logistics and new technologees _____ (faik about) at the commercial vehicles
trade show aarlier this year
3 Aself-drivingloery_ lalready/design) by ZF the German car parts makir
& New technology that idlevefap) for lorries in recent years
(natsdevelopsper)in salf-driving cars
5 Inaself-driving lorry, the driver can wsually rest white gaods {take offh and
then {put anithe lorry.
B in the future, lagistical tasks such as processing shipping documents Ldo]
by truck deivers
_ 7 Anrew battery-powerad delivery van st reveal) by Dasmler,
i :::::&rﬁsi;urter 8 Mercedes-Benz have shown thata deliveryvan _____ {ran/make] without
pedals or a steering wheel.

Speaking 10A what process is being described here?

First, the machine is loaded with dirty Rems. Next, the washing detergent i3 pourcd
inte & compartment and the door s closed. Alter that, the controbs have 1o be 5ot

at the right termperature. When the process is finished. the door can be opened,
Finally, the washed iterns can be removed. I the ems aren't clean, they haven't been
waghad properly at the carrect temperature, or the appliance has been overioaded.

& You are going to describe a process that you know well, Your partner/group will
have to quess what the process is. First, write some notes. Choose from these ideas.

a process, or pracidune at homa, at work or inyour place of study
your favourite recipre  howa particular product isfwas made  hawa coart is played

£ Work in pairs or small groups. Explain your process 1o your partner/group.
Can they guess what you are describing?

. HowsuccessTully have you achieved the lesson outcome? Give yaurself a score
from 0 {l need more practice] to 5 0 know thiswelll
Go to My Setf-assessment in MyEnglishLat to reflect on what you have learmt



= ~w COMMUNICATION SKILLS
53>

- Collaborating

Lesson outcame Learnars are aware of diferent ways to collabarate with other peaple and
can use a range of phrases for agreeing and deagreeing.

Lead-in 1A imagine your colleague has said he/she can't meet 3 deadline. What would

you do? Disouss.
EEEEEN  © Rajisbasedinindia. He works for the
Crear Matt, IT company which is developing the
1y ey 10 Bawe 10 inforem you that we Fawve sl not resolded the E‘l-E'ﬂ'riﬁl] Flﬂtﬁl'l'l"lfﬂ'l' Matt's Fl'lﬂjlﬂ-
technical problems that we discussed at the last mesting. | know it In pairs, read Raj's email and decide if
was sgreed that we wolld solva all the issues but tha problarms are these sentences are frue (T] or false (F).

hghly compbex end are faking much more bme than exgocted o
handbe. | have put two new people inta the team te bhelp with this
but this will Increase progact costs. | have attached a new casd

1 Raj has sobved all the project's technical
problems

proposal for your atbention, 2 Raj informs Matt that project costs will rise,

In tarms of deadling, | am concerned that we may nct finigh this 3 Raj suggests that Matt should deday Phase 2
before Phase 2 = 1he Tirst customer gilot that s planned. Can we N -
discuss the project timing and find & way to delay by one week, C Work in pairs and discuss the qu!m-un:.
which will give us thi time wa need bo get things badk an track? 1 Howdo 'fﬂuthil'lk Matt will Feel wihen he reads
Wany apolegies; bul thase problems are very typecal the email? Why?

Ra| 2 Whatshould he say in his next face-to-face

T ™ s | meeting with Raj?

VIDEO 2 Bl=31 Watch as Matt discusses the situation with Stefanie.

WWhy does Matt think that culture is the problem?

What does Stefanie think ahaut Matt's cultural seplaratian?

What is Stefanies advice to Matt an how best to manage Rajand the situation?
Wi hy is Matt unsure about following Stefanie's advice?

In small groups, discuss which collaboration style {option A or B} is best for Matt
to e with Raj, As a class, decide which video to watch first.

Dption A& - Be demanding and focus on own geals: put pressure on Raj to correct the
problems quickly, Threaten to talk to Raj's manager if the situation doesn't improve.
Dption B- Be supportive and focus on comman goals: emphasise the comman thallenges
end pbjectives which they share in the project. Offer suppart 1o solve the problems.

Watch the videos in the sequence the class has decided and answer the questions.
What does Matt =ay are Tignificant problams"

Whatrisk, caused by project delays, does Matt discuss with Raj?

What ks Matt’s proposal v Raj an the cost of the @ana work?

Dverall, how successful is Mart's approach? Why?

What does Manr refer to as seasonahle"?

Mo doss Baj ewplain the cawse of the project delay?

What is Matt’s proposal to sepport Raj onthe project?

Crvarall, howr suooessFul is Matls appriach? Win?

optiona Bl 532

option B ==

B
1
2
3
4
1
2
3
&

A piscuss in pairs and agree what you can learn from Matt’s experiences.
1 Whardid Matt do 1o manage Raj differantly in the two videas?

2 ‘What happened a3 a result?

3 ‘Which approach = being demanding ar sugporinee - is mast effective? Wing?

5 B 534 Warch the Conclusions section of the video and compare what is said
with your answers in Exercise 4. Note down three main leaming points, How far
do you agree with these points? Why?

Reflection G Think about the following questions. Then discuss your answers with a partner,
1 Which of the two roflaboration styles do vou prefer when working with gthers? Wing
2 Whatare one advantage and one possibie disadvantage of your own personal styls?

* 52




5.3 >| communication skilts: Collaborating

Functional Agreeing and disagreeing

langua J€ 74 putthese phrases from the video into the correct category in the table,

1 lknow [they're right], but .. 4 That makes sense. |

2 ltisgoad yes, but ... § Good thinking.

3 Thatwould be a lgood] sobstion 6 That's oneway of looking at it, but ...

' Direct agresment | Excprecsing doubt Direct disagreemant '
| completely agree [withyoul | That might fwark / not work], | Thars rubbish/ransense!

P vt sure [Lhat's the best (1 don't agree At all
solution]

I'n afraid | disagree.

& In the video, the speakers communicated disagreement using expressions of
doubt, not expressions of drect disagreement. Why do you think they did this?
Does this happen in your own language?

SA Look at these enchanges between a manager (M) and an employee (E). Rewrite
what the employee says so that it doesn’t sound so direct,

1 M: We're very busy. We need 1o cancel all staff holidaysin ALIgusL.
E ldon'tagreeatall

2 M: Ithink we should outsource the IT department
E Fmafraid | disagres

3 M Karine is the best person to neqotiate with these clients
E: That's nonsense!

Teacher s regources: ;

awtra activities * Choose ane situation in Exercise 8A and continue the dialogue until you reach
- #n agreement. Use phrases from Exercise 7A.

Work in groups of four. Two of you are Pair A; two of you are Pair B. Look at the agenda
for your department’s meeting and prepare your arguments for the points you agree
and disagree with,

Palkr A= You agree with tems 1and 3 and disagree with items 2 and 4
Pair B: You agree with items 2 ard 4 and disagres with items L and 3

Departmental meeting

1 Warking hours: proposal to start work at 8,30 a.m. and finish
half an hour earlier than new,

2 Lench breaks: praposal o hawg tess shifis fer lunch
T200-13.00 and 13.00-74.00

3 Dress code: proposal to ban tesiners and Toshirts g
the office.

4 Lanpuapac prepodsl that all staff have an
intermediate kevel in bwa foreign langueages

Hold your mestings. Explain why you agree
or disagree with each point and try to use |/
phrases from Exercise T4,

Which pair presented the strongest
arguments? Who disagreed directly
most aften during the meeting? Who
expressed doubt most often?

* Howr successfully have you achieved the lesson outoome? Give yaurself a score
froom QU feed more practice] 105 (1 know this well)

+ b0 to My Self-assessment in MyEnglishLakb to reflect on what you have tearnt




BUSINESS SKILLS
54) Negotiating

Lesson outcom Leamers are sware of the stages in a typical negotiation and can use a range
: of phrazes for each stage of the nagotiztian procass. i

o Lead-in 1A Anegotiation can be defined as a discussion between two or more people to
i reach an agreement’. Work in pairs and discuss what kinds of negotiation you

hava in a typical weak,

8 Look at the list of qualities of an international negotiator, Which two qualities
do you think are the most important? Wiy?

, | The Expert Negotiator ...

ek Bl swceileit
relaTighships 5 shractared awd

ainderTfanat iyl
her calfoves ot (ke oTRErD

i cov petent with
Speaks extellent Engiigh Y

s The autharity To
taks derisiond

(£ & qove ETeher
fit FHerifile

ca be olirect and firm

C How good are you at negotiating? What makes you a good lor bad) negotiater?

Listening £ Read the background. Anne wants to negotiate new terms and conditions for
TravelExec's services and hias sent a four-step meeting agenda to Anders. In
pairs, read the agenda and suggest what should happen in each step.

Meeting agenda
Anne Reberts i a purchasing manager for a spors clothing
company, DesignPro, with its head S 1. Welcome and opening
Londan: Hﬁﬁfﬂu‘uﬂﬁf.ﬂmﬁm ﬁhaiﬂuﬂmm from : 2. Praposals
:'-:I'.I'Ef!ﬁ, hiotel mmﬂda:;nh]‘;:: ﬁi‘ﬂmﬁf{éﬂﬁ:‘;ﬂ 3. Discussion w0 find agresment
IH'HH fl.'.!r businass. 4, Clase

Ja W sol Usten as Anne opens the negatiation with Anders, and answer the questicns.
Why does Anne apologise i Anders at the beginning of the meeting?

What does Anne suggest are the main items 1o negotiate?

Horw does Anne suggest that they start the negotatian, and whny?

w2502 Listen 2s Anne and Anders enter the second step of the negotiation.
Mote down the different proposals which they make for each of the three topics.

B o P e

C #5035 Listen as Anne and Anders discuss in more detail. What agreement is
reached on each point?

O & 504 Listen as Anne and Anders summarise and close the meeting.

1 Which topic dothey make zn additional agreement about? What is the agreement?

2 Howdoes Anng close the meeting? How efective s it to dose the meeting in thisway?

& In general, how effective do you think this negotiation was? Wiy?




5.4 D] Business skills: Megotiating

Functional Negotiating

language 54 Look at the expressions [1-12) from the recordings in Exercise 3. Match them with
the correct points (2=11 in the four-step negotiation process.

1 Tostart, I'd like to hear from oo first B I wau corfirm that in an émall tpme,

| 2 Just to clarify, you mean .., thin | will..

| 3 Wi agreed o 8 | think vwe can do this, butwe will need to .
& Good to seeyou again. Are youwell? 10 What I'd Lke to distuss today is .
§ That seams reasonahle 11 That'sa little high; we were hoping for

sormething lower.

6 How does that [alll scund toyou?

| THE FOUR STEPS
7 Excellent Wil that wias fquick and efficient] 12 My propceaiwould be thiak we..

8 OF NEGOTIATING

| - . RPROPOSALE 3 BARGAINING/DISCUSSION 2 SUMMARY AND CLOSING
it
a Weltame — B Prient own proposals BN g Bargam tofindan | Summarise agreement
= ..} it Agreement reached -
b Sate agenda _ | & Requestfeedback ar f

l own kieas If k  Comfirm nest steps
€ Invite caher party 1o e e = =

present " Clarifyother persamns
ideas

h Give pasithve feedback
on & proposal

1 Close pasitvely

Gree pegatve feedback
06 3 propesal

B Look at some more examples of bargaining to find an agreement. Match the
negotiation proposals {1-6] with the correct response (a-f).

1 Haw wod poufeel if we [reducsd the price]?

]

What da you mean by [increasing]?

2 Could you accept [a smallervolume]? b I'm happy ta [link price and payment
3 We can't agree to [lower prices] unless terms).

[onrrre flesible on payment] ¢ | think we'd find [price reducticn] difficult.
& ‘WhatiFwetied [adifferent approach tothislr d | think that's quite reasonable for [the LS

Can we look at fincreasing the discount]? side of the business],

Wowld you be prepared to [change to But [volume] is very important tous
invoicing indollars)? F What did you haws in mind?

w

| Teacher's resouroes:
Eentrn activlies

&;
[

G Wark in pairs and read the professional context. You are going to prepare
a megotiation betwaen ATAN and LALURA, ) TAS |{

Professional contant

ATAY ithe seller] and LALIRA [the buyer already have a cantract in place. LALIRA
imports 2000 coats per yea inthree different calours and three different designs.
for a unit price of €85 aach. Thit includes a 15 percent discount on the standard
unit priceof E100. Payment terms are curmently 43 days from date of invoice

B In pairs, prepare the role of negotiator for gither ATAX (see page 129)
or LAURA {see page 1310, Plan to negotiate five areas; the number
of coats to buy/well, the number of colours, the number of designs,
the discount, and the aumber of days for payment. Prepare bath
the content (what you want to achieve in each of the five contract
areas) and also the process - how you will manage each of the
four negotiation steps,

C When you are ready, find two negotiating partners who have
prepared the other role and negotiate a new deal,

0 After your negotiation, discuss in your group what went well and .
what you found difficult during the negotiatian. Then share yaur  —
ideas with the class. T

Howw siceessfiilly have you achieved the lesson outcome? Glue yourselF a soora
from O (Ineed more practice) o5 [0 knaw this wll)
Go to by Self-dstessment in MiZnglichlab to reflect on what you have Léarnt.




4 WRITING
55

Lecson outcome

Lead-in

1 Read the letter of complaint from one company to
another. Choose the correct option in italics. Then
COMmpare in pairs.

Dexar Sirs,

e Dirder £ 4557 for 300 dishwashers

We tnrramgai /| cedered 30 dishwashere for aor hatel gronage
|zt week on the understanding thas they would be “deliverad
! enrred weaterday, Altheugh youw indicated that this might

bt iflcnelt, v “agsired § asaerad v that vou could
mamage il

However, andy 10 machives arrved ard, of those. two were
'ﬂﬂﬂp:g-rd ! Jn,h.:rn:l1 A ape did mok work-at all Your driver
wits ot unbuelpful ard told ws o call you imemediately
which we did, We tried to contact vou several tinses bul vour
customer service departmient did mot amswer our fchids ¢/
calis, Despite sending you several emails asking wou Lo
contict us, 50 fiur we have had no response from you,

Ve are very surprised by this o we hive been customers of
yorar conmipany for mnny yeors. However, 1 you do not
“respond ¢ anpwer to this letter immediotely. we shall be “mode
¢ foread toowlthhald payment, Bnd another supplier and
request that you Ydistribee £ colleet the ten machines
already dellvered,

W sincerely hope that this sitaatlon can be resohved to our
mutual zatlsfaction,

W look forwierd toreceiving your “parciran! § promp
i ale) 1

Jacoh Besnger

Purchasing Manager

reguire a letter of com

180 words.

C BExcha
many

Letter of complaint

dmm'mimn

Leamars can write 3 letter oremail of complaint with supparting details.

Functional language

2 Complete the tabie using words and phrases from
the letter,

Problem (Para 1)

Lask week, we ¢ 100 desks from you,

Unfortunataly, same of the desks were !

H||' i
dapartment,

weere mat arswsared by WOLT CUSImET SBMiCE

Exira dersils (Para 2}
You b

I:ﬁe -;l:ﬂ:q:ls.wuui.d an.‘.h'e :cln bilayd
Ten of the desks were the wrong type

I Wie weng unable to® WU CUSEMET service
department,

' Damand {Para 3)

I o 1o this Letter immediataly, we '
Lo laok for another sugplier

Wizt you codlect the desks,

IEyau do not resofen this situation immedaately we shall hawe
noalternativg but ta cancel our ander

Desired outoome (Para &)

e that this situation will beresolved o our
¥

e Epak forwand 14
pissile.

thiecomect gonds 35 soon as

D Teacher™s resounies: sxitra ackivities

= (10 127 See Grammar referanco: Linking

The Letter of complaint contains examples of [nking
wprds. bo vo MyEnglishLab for optional grammar wark.,

3 A Work in pairs. Make a list of as many business situations as you can which might
plaint. Then look at the list of problems on page 130 and
complete the table with ‘details” and ‘demands’”.

B Useasituation from the table in Exercise 3A and write a letter of complaint in around

letters with your partner. Did your partner erganise the letter well? How
the phrases in Exercise 2 did your partner use?

». Howe suctessfully have you achiesed the lesson outcome? Give yourseif a score

Self-assessment

from 04l need more practice) ta 541 know this welll,

= Go oo My Seif-assessmert i MyEnglishLab to reflect an what you hawve Llearnt,
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Fairphone

Learmers can use vorabulary selsted to starting and financing a business,

Lead-in 1 Discuss these questions.
1 Wiy do people start thair own businesses? How many reasans can you think of?
@ Linder what circumstances would you 5tart ¢ business? What kind of business?
3 Whatare the three biggest ttractions and disadvantages of running your owen business?

CEE) VIDEQ 2 Basvan Abel, CEO of Fairphone, says he's created “the world's first ethical smartphone,
What do you think he means by this?

3 B517  Watch the video and check your predictions. Discuss your ideas in pairs.

4 watch the videa again and complate the summary. Use one to three words in each gap.

Fairpfians is 4 company which sarted life a5 aln| 1 to give wisibility to
the wars in the Eastern Congo. Many conflicts are related 10 the mines where the

L for mohile phones coma from, Then the campaigners decided to |
¥

The company gres very fast, Within the first two years the steff increased from two

peopleto® - Turnewear® in the first eightesn months was sixteen miflion

auros and in only thies weeks mare than ! pecple bought the phone .
befiore it wias bullt.

The Fairphone decign & madular, which means that peoplecan ® e
companents themsebvzs, The company wants to help the acanarmy in the Democratic
!tnpuhdu: of Congo by getting minerals from conflict-frea mines, They have also recyeled
ald phones in ordes to recke the minerals. Bas van Abel beligves
business is an important mechankdm ta actually . Hedid not stan
Fairphnne tobarome'  phone company in the woeld Bt to shew that
therals™_  far efhical business,

5 Work In pairs or small groups, Discuss these questions.
1 Who would buy Fairphane's mobilz phona?
2 Would you consider buying 3 Fairphone? Why ¢ Why not?
3 Based onwhat Baz said in the vided interview, what do way think are the key paints he
Samuh il mancness: ANt W communicate to consurmears?
D extra activities A How doyou think ha will measure the sucoess of his comparny?
B Teacher's resaurees: 5 How would you describe hisattitude 1o the business worid?
Aiematiee wideo and
actiwities =P page 116 See Pronunciation bank: Consonant-vowel linking I

Vocabulary Running a business

& What do the words in the bax mean? Com plete the extracts from the video
using the words and phrases.

crowdfunding setup  sart-up

2 .. wiE made aturnaver

= E::“fam“ gy of sixteen million eurns. 3 15 KRB RIS
_ [The] frst actually was :
Burope ... through Fairphane ..

E-E £ "turnewer the amound of Busness dare in & partacclar paricd of trme, measured by e amouns of money oomesd o eoRresrn for pods arsenioes that have been sold




6.1 ° Fairphone

{ Com ptate the sentences usng the words and phrases in the bos

busimess angel  funding gooutol pitch profit  tanget market

1 Whenyou________ &businessidea, you say things to persuade people tobuy
something, do something or accept the idea

2 Fyoumakea Yougain money by doing business, after yaur costs have
bee pasd
Haliof ali start-ups m the UK busiress within five years

i A s smenne who gives new businesses money, often inexchange fior

a thare af the camaany
§ Money that iz provided by an organisation for a particular purpose 5
& Acompany's isthe customers that the product or service is aimed at

F
L)
.

Complete the guestions with the correct form of the words in brackets.

1 Wheredoyau thinkis the best place togo to for _ __tadvise) about starting
a Bugirese?

2 [Chpyoss know The names of the tfound of Apple, Facebook and Microsoft?

3 What are some of the difficultizs of the fast tgrawi of a start-up like Farphona?

& Apart from crowdfending, where else can entrepreneurs gotofor ____ _lfinancal
backing?

§ Do youthink that Fairphone 5 a3 good _ [invest) for the company
[back? Why?  Why not?

b Coyou think [etreprenair) talentis enigue to some people?

D Teacher's resoures :
EALra achivities B Work in pairs or small growps, Discuss the questions in Exercise 8A.

= A Wark in small groups.
Imaging you want to start
a business togethee Follow
these steps,

= Decide on your business, Lisa the
ideas in the table i necessany

+ Think about what bypels| of consumers
mikght be interested in buying your
productis)ar sarviceds)

= How will you get financial backing for

yeour aroject?
! Tech | Non=tach
Cervce |+ Appte srrangeca shasing |+ lroning service for bisy people
far lon g journeys « Personal rainer wha comes to your hame
« hpp ta find restavrans o place of wark
| ciffering glumpen-fres food
Prochect | - Smartbwatch with lotsod - High-quatity handrade teather bags and
interecting lealures thiet

| + wirtual realiry video game | « Desice to put overyour mobdle phone
SCrEEn 50 it's aager io read it in the sunlight |

]

£ Present your business ideas to the class. Viote on the bestidea.

v Higwsuocessfully nave you achieved the lesson-outcame? Give yaursedfa score
: friom 9 { need more practicel io 50 Know this welll

S . Go o My Self-assessment in MyEngUshLab to reflect on what you have leami.




Lesson outtome

Teacher's resaurces:
EAtra activities

FT

6.2 D Young entrepreneurs

Reading 4a

-said and asked,

Lead-in 1
a successful business?

Learmers £an ise reparted speach to report what other peaple have

Work in pairs. Do you thirk you need to go to university if you want to build

2 Match the words in the box with the definitions.

cool fashionable highflyer prestigious reliable  well-known |

1 admired a5 aneof the best 37d most

Important
2 known by 3 lot of people

3 popular, especially for a shaet period

of time

& wery attractive, interesting, etc. in
a wiay that peopie admire
5 canbetrusted or dependedian

b someone whd is extremely
successfulin histher job or in school

3 Work with your partner again. Think of one organisation, product, service or
persan which you could use the words in Exercise 2 w describe,

T £5 i DVESTAQUALS LANFersily M Massachoserts

Work in pairs and look at the article headline. Why do you think someone might

decide to leave a prestigious university to start a business?

Vihat bype of businessis Traveloka?
Hiw does it make monay?

BN omow e w = WD

hard waork or something else?

Read the articte quickly and check your predictions.

Read the articte again and answer the questions,

What svidence & thers that the business & successful?

Which marketis) daes Travelnka oparate in?

How coes Mr Linardi feel atttudes to his profession have changed in Indgnesiat

Doyou think he feels positive of negative about the future of the industry in Indonesia?

Work in pairs, To what extent do you think Ferry Unardi's success was due 1o luck,

High fiyer left Harvard to start his business

by Avantika Chilkoti

It may be difficult to get into Harvard Business School -
bt 1115 algo diffcull & leave affer jstons semester which
iz exactly what Ferry Unanc did, Today be 5 running one
of Indonesia's best-Kniwn start-ops, the online travel agent
Travelaka

“Everyhady knows internet time works differeatly
Crown mocmal ime,” siys Mr Unondi, 27, "Whed 1 arrived
al school, | umderesiimited the speed of change.” When
Troveloks stnied ouf, he b few Indonesian websiles
were well designed or even reliable, fod moany sonumer
were umeomfortshle making mransacticns online. However,
Travelokn hud 10 million visitors 0 monty by fe end
o lust venr ned Seday takes betwees 10 and 15 gercent
commission from fight apd hotel bookings. He tald me
ihe company had parnerships with 35 aiclines amd hobels
acrons Soaibeast Asig,

Mr Unarcdi met cme of his pariners while studving
eotputer science at the prestigions Pordse University in
the LiSA. He said his other priner had been o felbow inlem

it MierosnfL, "We always dincnssed the development of the
incernel tndustry in Indoresia and abways thaght abooc
coming hack.” My Unards said

When the three software engineers felt the time was
right, with interestes! invesiors and a ready consumes base,
they lainched Trvelokn as o search engines for the travel
itrfslry.

As with mamy start-ups up poross Sowtheast Adia,
the idea was not mew. T asked him iF any hesinessos bad
irspired them. “We definiiely had & lot of companes that
wir locked up o, Mr Unardi says, snd memions Expedia
and Priceling of the USA, 'Mow, the rate of creativity s
inipvalion is io high that it's inevitahle somebody has deee
il previoasty,’ -

The CEQ says that Indonesia’s start-up scene is
chenging. “That's the thing abput programming and
software - 1’ Fashicmable now,” he seys, “Mow, vou're cool
if wour do this, so LS inleresting 1o see what type of people
cofme m, and how they will ake the mdustry foraand.!




6.2 D Young entrepreneurs O

Grammar Reported speech

7 A Look at three comments Ferry Unardi made during the interview. How were

The company has these comments reparted in the article?

partnerships with

33 artles ard hotels B Answer the guestions about reported speech.

Acrose Southast Agia, 1 ‘What changes to verd tensas did the journalist make to report the ntervisw?

2 ‘What other changes are necessary ta change direct speeth inta reported speech?

y : 3 Whatchanges are natasany to change a diredt pes/no quastion intoa reparted question?
My other partner was a : i ¥ =

fetlow intern at Microsoft. = page 127 SesGrammar referance: Reported speech

: 5 Look at some more statements Ferry Unardi made and questions the jeurnalist
D any businesses asked during the interview. Choose the correct option in italics to complete the

inspire you? reported speech.
1 My family don't understand what Traveloka does”
He said his family didnt / my family donTunderstand what Traveloka does.
2 Iwan programming competitions a5 achid,
He told me be had won / that be hed won programming competitions as a child
3 Do youmis anything about being a student™
I agked b do pou miss £ him JF e missed anything about being a student.
4 E-commerce will grow quickly in Indonesia.’
He said g-commerce wauld grow ¢ told e-commerce grow quickly i1 Indonesia,
5 “How did you getfunding?
I asked hirm how did yow get / fim how ke had ger funding,
Sa dam Listen to some extracts from a job interview for an internship.

Camplete what the candidate told his friend afterwards using reparted speech.
Lise a maximum of four words in each gap.

1 The interviewsr asked deing i ey free ime
2 Iold hanging cart with friends
3 Sha asked any previous work o woluntany experience
& fsad_____ thedogfor awalk every day.
5 She asked mewhat | doing m five years' time.
Tearher's resaurtes: 6 lsaid____ aboutthat
ik e B Do you think he got the internship? Why? / Why not?

Speaking and 10A Workin groups of four. Read the information and prepare for the roleplay.

writing Students & and & You are new entreprensurs. Think about the type of start-up you cwn
and five key things you want to tella business journalist about your company.
Students Cand O You are business journalists. You are going ta interview a new
entrepreneur about heher start-up, Thirk of five questionsyou want toask the
businessperson

B Regroup (Students A and C together and Students B and D together] and
roleplay the interviews.

C Report back to your partner from Exercise 104, Entrepreneurs: discuss what you
want the journalist to put in the article. Journalists: decide what information
will make an interesting article.

0 Work individually. Ertrepreneurs: write a short emall to & friend reporting the
interview, Joumnalists: write a short article based on your interview.

= Howw successfully have you achieved the lesson outoome? Give yoursedf & scare
From 0 {| nead more practicel to 5 {1 know this weelth

-assessment « (G to My Self-assessment in MyEnglishLab to reflect on what you have learnt.



COMMUNICATION SKILLS

Influencing

outcome Learners are aware of different ways ta influence other paople and can use
0 a fange of phrases for dealing with ohjections.

Lead-in 1A Work in pairs, When is it helpful to be 3 good at influencing? What situations
have you been in, or might you be in, when you nead to influence someane?

# What would you say to influence peaple in each of these situations?
1 ¥ou want to'ger an extension on 2 wark or study task. €.0. a report or an essay deadline
2 Youwant to go toa specific restaurant or 2 film with a friend, 2nd not 2 different cne

VIDEO 2A B521 Watch asPaulaprepares to present PRO Manage's onling courses to
Pedro and Susan, potential customers from a chain of business schools in Mexico,

Howrdizes Bjula describe herself?
How does Matt describe Padra?

3 Da yau think Paula’s natural influencing style will be successful with Pedro?
Wy ¢ Why not?

5 Read the text and decide if the sentences (1-4) use a ‘push’ or a “pull style.

| Influencing styles: push and puil
There are two influending styles known as ‘push’ and ‘pull With 3 push shyio, people
try to influerice through the strength of their idaas 2nd apinions, their statug, by licting
benefits for the other penon, and by getting the right peopha to suppart them, Witk

a pull style, prople show empathy and focus on finding out more about the other
persons needs, interests and challanges. Together they try to find a cormmaon direction

Lo

Tell me more about why that would be difficult for yow

i think the best thing is 1o Launch the product this manth

As project manager. | feel we should do it this way.

| can understand how you feel Would this cotion work for you?

B W R

3A In small groups. discuss which influencing style (option A or B is better for
Paula to use in her pitch t Padra and Susan. Give reasons far your answers,
As a dlass, decide which video to watch first,

Option A - Faula tries to cinse the deal by ki hlightinig the strengths of the offer fpush),
Option B - Paula adapts her approach when she hears the reaction frowm Pexdro {pult).

¥ Watch the videos in the sequence the class has decided. For Option A, decide
if the sentences are true (T) or false [F, For Option B, answer the guestions.
Pauta reminds Susan and Pedro of the benefits of the online courses,
>usan sees the benefits of the online courses in their schasl, but Pedro i hesitant,
Paula designed the propasal espacially for the Maxican business schools,
Paula varies her approach to persuade both Susan and Pedro:
Fauly successfully persuades both of them,

1

F

E]

i

5

1 What Is the most important point Pedeo s concerned about?
2 What élse is he concerned about?
3

4
4
5

Dprion A B 632

OptionB [ E11

How doee Paula adapt bier stile when she sees Pedeo is hesitant?
Does Paula successfully persuade them?

Wark in pairs. Discuss what lessons you have learnt about influencing people.

B34 Watch the Conclusions section of the video, What do we need to da
when we are trying to persuade others? How far do you agrea? Why?

Reflection 6 Think about the following questions. Then discuss vour answers with a partner
1 ‘When trying to influence to ethers, do you mostly make statemants or sk questions?
2 Whatis one advantage and one possible dsadvantage of your influendng styla?




6.3 ¥| Communication skills: Influencing

Functional Dealing with objections
LElI'Ig UA9E 7 the table below shows four steps for dealing with objections. Put these phrases
from the videa into the correct section of the tabls.

1 [IWe]totally understand vour concern, & Canl ask [iwhy you don't think the finances will

2 That'swhy [there's prowision for us to wark out]?
support the platformi. 5 Thatdoasn't have to bea problem, [IfiVe o]
3 Sorry, the mostimportant thing for wolld/tould/can
Wouis 7 6 Howw does that sound?
Acknowledge -|-. Probe s Anivor -h- Confirm
msere] aware that . What [is/are| yaur main if1...,dowe hawe a deal?
W] appreciate that concermisi? Oaes that acdres your
Thiat's alnl ifargond) concermisy
nterestagl pain

==}

Sa Put the dialogue between a salesperson and a client into the correct order (1-8).
Two lines have been done for you,

| don't knowe, 1t's a Lot of money, 1
it saunds good. Yes, we dol
I= that interest-free?

That dioesn’t have o be a problem. You could pay ininstalments to spread the cost.
Sy 10 percant a manth?

| apprecite that this produ is top of the range. When yau say a kot of money, what soct
of grige did youw hawe in ming?

Ve, that's r|-1_'|h1. We can't afford 1o bu'r it g hE Adw

e, IFL arrange that, de wie have a deal?

Sy, the mast important thing i your budoat for equipment this financial year? 4
Well, you see, wetve spant 3 1ok on offce equipmeant this vaat And we can't 2ffond ta
Teacher's resources spend more an it this year.

i B Wark in pairs and practise the dialogue in Exercise BA.

L] B A oW

= a =

Work i pairs. Look at the situations [1-4) and your partner’s possible objections.
Prepare your keas and plan what you will say using phrases from Exercise 7.
Then roleplay the conversations.

Speaker A: Persuade your colleague ta come in 1o the officewith you
on Saturday

Speaker B: Your objection & that it's the weekend.

Spaaker B: Persuade your friend ko go bunges jumping with you
Speaker A: Your objection i that it's dangerous

Speaher A: Persuade your boss to pay for your business school
course this summer.

Speaker B: Your objection is that it's expensivg
SpeakerA: Persuade your boss tobet you work from home
one day a week.

SpeakerB: Your objection &5 that youneed o have
him¢har in the office 1o talk o himvher.

Wark with another pair and discuss. Did you
succeed in persuading your partner to do

the things you wanted him/her to do? Did
you follow the four steps from Exercise 77
Which phrases did you find useful?

- > e
«  How successfully have you achigwed The Lessan Quioime? Give yoursel! o s

ﬂ. b i | R from Q6 need more pru:.!i'.ei-lr_'-i b ko ehis vl
-assessment

oy P = Gobo My Self-assessment in MyEnglshLab to reflect on what you hawe learnt

jup]
o



Lead-in

BUSINESS SKILLS
Presenting facts and figures

Learners tan use a range of phrases to present facts and figures using
yeeual infarmation,

Listening 3a

v Market Growth |

L= - T - T R T

=]

Think of a presentation you've given at work or during your studies. Wark in
pairs and discuss the questions.

Whowas the audience? Did you adapt the cortent to this audience?

Was the presentation too long / oo short / just right?

Which woks did you use, e.. PowerFoint, aflipchart, ate ?

Wias there visua! data, e, Images, tables, charts, videss? Were they useful or distracting?
What went well? What didy't go wiell?

In pairs, discuss what tips you can think of for preparing and delivering visual
data in a presentation.

Match the words and phrases (1-91 for presenting ideas or information about
business sales with the cormect definition (a=i),

markat growth & 4 financial caloulation about a future rend

target markst b theamount of money that a company brings in aver a year

farecast £ thesmount of spending money peaple have available after they

demegraphic nayve paid taxas

ghnual revenue an increass in demand for a product oF servics

smck level the expected future sales of a product

projected saies e guantty of products k2ptin a shop orwarehpuse

[oan the custamens that a company wants to sell ta

dsposable income # particular section of the population, e.g. people aged 16 to 30
i armaunt of money that is borroseed

@502 Listen to two parts of the same presentation. Wark in pairs and discuss
the questions.

Which products does the company make?

What are the two biggest age demographics?

Is the miobile sector growing or slowing down?

D they have enough stock?

Which praducts should they facus on in the nect two years?

#1507 Listen to Part 2 again and look at the pairs of charts below. Which

 chart in each pair is the speaker talking about?

¥ Cintamer &ga E} Stock Meeds 1
Cemograghic |

> Customer Age F2 Stock Meeds 2
Demeographic 2




6.4 Y| Business skills: Presenting facts and figures

Functional Presenting visual information
la nguage 4 Complete the expressions from the recording in Exercise 3B with the words
in each bax below. If necessary, use the audioscript on page 149 to help you.

| Part 1:the overdew
chart graph hand over | i this of rmy presentasion, I'm gaing to tellyou more about [the tarpet market].
next part  notice pie | 0n this you caa sea [three charts].
right slide ' This chart shows [us the age demagraphic of our target customers).
: You can see [which ages the tolours refer ] om the ;
Your'tl that [the 18-25-year-old age groupis our biggast target group).
Newt, you can see (the growith of our market .| on this line
Finally, on this bar . you cam see [the stock Levels we havel,
Fl nuoves Likee 2 to vy colleaque], whowil give you more details
Fart 2: the details
Itis that [the growth of the tablet product line has been slow].
These confirm that [mobile devices, in general, are outselling tablets].
F'd alsc Like o [something on the customer age demographic pie chartl.
ft's to seg that [almost half of our customers are in the 18-25 age groupl.
This provesthat [our cases are highly desizabile for this age grougl,
The kast thing | want 1o you o about 5 [our cument stock Levelsl.
Logking more it thie bar chart, you can see that [we have undarestimated ]

closaly Fact details
interesting  show you
sqgnificant  think

LT o= 8 A s b P

Whork In pairs. Choose one of the charts in Exercise 30 not described in the
recording, Prepare a brief description of it to present to your partner
using expressions from Exsrcise 4.

Teacher's resources:

SHEES STt =% page 116 See Pranunciation bank: Imtonation and

dizcowrse markingin presentations
DA Workin pairs. Read the information and plan your presentation togethes.
Prafessional context

¥ou have recenthy st up a business from kome, selling products online.
You are grossing and wans to buy mose stack to meet the demand.

The task

Prepare a short presentation to @ bank or an investos asking for a loan or
Inwestment. Your presentation should contain vsuzlsigraphs/charts) and

include the follswing key information

your context (e.g. the company name and praduct!

information on your target market {age and type of customer)

information about market growth s the market grawing? 1§ yes, o quickly™,
stock lewvels (Hove much do yau have at the mement? How much more do you need?),

Use this structure to organise your presentation and decide who will deliver
each section;

Introduction and cvernview «  Detail on twio or shres visuzls (has chart, pie chart, etc. b
Main topic « [onclusion and final message

Give your presentation 1o the class. Ask for feedback about the structure and how
vou presented the facts and figures.

When you are not presenting, lsten to other presentations and make notes on the
key information and ather relevant points. Give the presenters feedbach,

¢ How successtully have youathisved the lesson outrome? Give yourselfa soome
from Ol need more practicelio 54 know this well],

v GO My Seif-assessment in MyEnglshLab to refiect on what you have lesrnt




WRITING dmmmmo
Summarising

65

Lesson outcome Learnes can write 8 simphe summany of factual work-related informaton

Lead-in 1A 04 Listen to the first part of a tall by a successful entreprencur What s
the main purpose of this part of his talk?

a togivefisaudience advice
b toesplain the background o his business
¢ toconvince his audience toimest in a new project

B Listen again and complete the summary. Use one to three words in each gap.
Ignore the underlined words.

G oh founder of G ins how he is busi

He menfions that he was working asain} ! whan hie started mweking * far
his yaung children. However, these toys were 5o popular with other parents that ha started seliing
thiem at®, , whare thay always sold out, His* wails g pasrerits and
children who loved the toys, Originaly he made them i his garags but, when hwe local stores
bacame interested, he realfised he had toespand even further and fad * . The inial
funding came from and remortgaging his house, but soon a big department store
expressed Interest in” fior S0, undts. As a pesulf, he realised be had a potentialy
very succesiul business b, inoardes t fulfil the order, he would need a huge investment 10 expand,
with the degartment store order, he started * to various backers: banks, crowdfunding
schemes and ® - Fimally, he was fartunate enough o find onewho brought bath the
mzney and experience to the:business.

C Listen again and read the audioscript on page 149. Check your answers to Exercise 1B,

Functional 2 match the tips (1-5) with the underlined examples in the summary in Exercise 1B.
language Some tips have more than one example.

1 Kentify maan bogics purpose
2 Usesynonyms where possible

B Toacher's resouroes
axtra actiities 3 Paraphrase
D The summary containg & e linking wards to Jmn sentences
exarngles of vow o order e =S sl

information in sentences. 5 Usereporting verbs

G to MyEnglshLahb for
optioral grammarwork. = page 123 See Grammar reference: Orderof information in sentences

34 Work in pairs. Turn to page 134 and read the summary of the final part of the talk. Discuss
ways in which you could improve it and shorten it. Use the tips in Exercise 2 to help you.

B #2505 Listen to the final part of the talk and read the audioscript on page 149. Write
your own summary in around 250 words.

€ Exchange summaries with your partnes. How well did your partner use the five tips in
Exercise 27 Did your partner include the same information as you?

= A O R T R N, R, S R
o Dl need rose practice] to 511 oncw thiswell),
+ o oMy Selfassessment in MyEnglishLab 1o refiect on what you have leamt

Self-assessment
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! Global work cultures

Leamers &an vse vecabulary for talking about work cultures and adjectives
For describang people’s personality

Lead-in 1 Discussthese questions.

1 Haveyou everwarked or studied abroad, or da you know someane whe has? Describe
youritheir exparianca, Did you,/ they experience tulture shock?
2 Iyou were going to relocate to work/study abroad, what would you de to prepare?

3 ifpeople from anather country come to worke'study inyour organisation, what are the
most impartant cultural differences they need to be aware af 7

2 B 711 Watch the video. Write the first names of the speakers and match
them with their countries. Some of the cauntries are not used.

Argentina  Australia Brazil Denmark Germany NewZealand Poland
Swaden  the Netherlands  Lkraine

sfrom_______ 3 igtom
i from . q it fram

Watch the video again and answer the questions.

What may employees need to do when worldng forintemational companies?

Why s working abroad not the same @ travelling for pleasire?

What might happen after you break the ice and get to know 3 German persan well?
What do Braziliars tend to be [ike?

What did Marcus find difficult but fun?

Whiyis it apceptabla in Polard to say ‘ves/no* and nat cay ‘thankyou’ and ‘please’ so much?

[ BT I R T W N T !

4 Who said what? Match the speakers (E, R, M, H] with the sentences. Use two of the
speakers twice, Then watch the video again and check your answers.

1 Ithought | wasvery fluent im English when |, you know, when | lived at hame.
2 Butinitially they are a bit mare reserved, so don't be put off by that.

3 But thenwhen you actually come to live here, you realse the nuances and phrases that
you don't know at all

& Theue af thank you and ‘please’ - it's probably less widely used

5 You always have lunch with someone - you never have your lunch alone
TORCEY 4 TRSOUroeS 6 You might be a little bit shocked that the Poles tend to be mere abrupt, oF that's haw
syl they will come across

Vocabulary Working abroad

5 Look at the wards and phrases in bold in Exercise 4. Discuss the meaning of the
words with a partner and choose the best meaning or synonym, A, B or €.

1 A fpeak with a native accent § A feelingunhappy or lonely
B apeak a language very well B sl thout people wou know
C speak fast € wthaut help from anyone ebe
2 A makeit diffscult forsomeone topay amertion 6 (tend 1o
B arrange to do something later A have a tendency to leome acrass)
L petdemativated B be always annoying
3 A dight differences in manner C o ina particular direcion
B slight differences in calour (rewme acrmsst
€ slight differences in meaning A eaty for people to undarstand
& A comman of usual B meet or find by chance
B popular ar well-known € seem to have particular qualities
C 1o be found everywhers

¥ 6B




7.1 € Global work cultures s

Adjectives, prefixes and opposites

GA Whatare the opposites of these words to describe people? Add a prefix such as dis-,
im-, ia- or un-, or write the antonym (opposite).

oirect frendly formal honest  helpfil kind  polite  resarvad |
socable  respectful

! Completa these sentences with suitable adjectives. The first letters are given,

1 People inour culture come across as quits f ___and communicative when you firss
M2eT 1Fem
2 Youshould atwaysbes  and generous with visitars. And we expect to be treated

the sarme way when we go droad

3 It common tosay what you think with people in my fountey, Hiyou're too'i
peaple won't understand you, or might even think you an d I

4 Peopls here tend ta be very undarstanding and hi_ if you have a language problam
But when | was working abroad, some people were rude ta me because | didn't speak Englich
fluently at first - that was mean and u

5 [T very mpartsntto be r_ 1 Managers and thoss in authority. You shouldn's be
I Mat respecting pecple s congidered vory | in my country,

g

Vork in pairs, Discuss these guestions.
Wiy do peaple in your countny ge te wark/stuchy abroad? Which countriesregions ane popular?
What are the advantages and disadvantages of working or studying abroad?
Would you like o work or study abroad? Why £ Why net?

D Teacher's resources: IFyou went to work/study abroad, which country would you choose?
eNtra acvities How L coyou think it woold take you 1o adapt?

B oW e

) PROJECT: Research aculture

+ Work in pairs or small groups. Do you know people who have come
towerk in your country? In what ways has their experience been
positive or negative? Research ways of working or studying in
a cullture that's different to yours. Follow these steps.

= Interview a person you ko who has gl worked/studied abroad
or bl come [ work/study in your country,

+ Prepare 6-8 questions and record the intarview on your
miohile phades

= Consider some af these points:

being directindinect. customs and etiguetts
cultural misumderstandings  national character

[ ways of working

= Lisa pypretsion: Like thesa for checking and confirming
infarmation:
5o, do youw mean . 2 Are pou saping dhal 2 Can st

check, vwiten you sap, .. 7

Write ten dos and don'ts for people from abroad
coming to work/study in your country. Use the
expressions in Exarcise & to help you.

e i
+  How successfully have you achleved the lsson outcome? Give yoursalf 3 score
from 0l need mare practios) o S knowe this welll

G0 to vy Seff-assassment in MyEnglshiab to reflecton what you have iearmt.




7.2) Cultural anecdotes

Learnies can use the Past Simple, Past Cortinuous and Past Perfect Simplie
1o tell anecdates.

Lead-in 1A Work in pairs. These are some things people need to do to help them adapt
when they are warking/sudying abroad, Which ones do fou think are the
most/least important? Why?

| finding somewhere tolive  getting ta know new friends and colleagues
' getting to know the reqson  joiningaclub  learning about the cultune

B What else would you add tothe lise?

Listening 2 #4701 Listen to three peaple with experience of working in other cultures
and match the speakers with what they say (a=il. One of the items is not wsed.
Speaker 1 (Luisl, llong about working in India:
Speaker 2 (Marcus), talking shout working in Kenya: ___
Speaker 3 (Shivanil, talking about working witha U5, manager,

a “'IE I:":IE-'E-'I'I.'EE too l:.'il'ﬁ'lfl' f The 5F|E‘E|'iE'r had an .]fg iment with thea binss.

b Employees didr't want to say o', g Thespeaker awplaing the meaning of ‘loss

€ The meeting started in 2 surrising way of face’

d The speakerwas embarrassed and h The speaker laft histher job because it had
offendead been ton strecsful

o The speaker saw the positive side of an i The speaker was warking with optimistic
enusual cesiom colleagues

2 Listen again and decide ifthese sentences are true (T) or fafse (F). Correct the
incorrect sentences.
Speaker §

1 Luis once went to 2 meetingin Mumbai where there was a religious statue and the
smell of food cooking

2 The Indsans wanted to create a positive atmasphere to halp the MEeeting process.

3 “Loss of face’ means embarrassing someone, or offending hims/her

Speakerd

& [n Kemyia, ‘Hakuna matata’ is an exprassion that means we shouldmt wormy' but this
optimism can lead to workers not finishing tasks by a given tme

Speanari

5 Shivani had became itl because she was warking so hard. o she sent her hass ar angry
email copying in all the team,

6 Shivani's boss was insisting on Raving the latest figures by the end of the month, se
witten Shivani didn't send them, she sent her boes an apolagetic email

4 Warkin pairs. Discuss these questions. Give examples from your personal
experience where possible.

1 How important kit in yourculture to create # pood atmasphere before 3 irsiness meeting?
2 How Important & it ta wintk in an office with 2 positve, relaxed aumosphéare?

3 Which of the speakers had the most negative expenience? Wiy do you think that was?
4 How doyou think this kind of cormmunication probtem could be avoided in the futera?

mr Teagher's resources: extra activilies



7.2 )I Cultural anecdotes

Grammar Past tenses: Past Simple, Past Continuous and Past Perfect Simple I
|

5 Look at sentences 1-3 from the recording. Match the verb forms with uses a-c,
1 When | went into(the chairmar's) office, | was surprised to see a shrine. |
2 While | was living in Kenya, | discovered that cotimiam & highly valuedin Kenyan society,
3 Later, they admitted that that they couldr't meet the daadiine, even if they had
previausly agreed toit

a LUsethe Past Perfact Simple to talk about a finished ar cormpleted past action orevent
that happened befare another actinn or avent in thi past,

b Use the Past Simple to talk about finished or completed actions/situations, or past
events that happen one aftar the ather.

€ LIse the Past Continuews to talk about past actions or events that were in grogress or
happening at the same tme.

=P page 124 Spe Grammar reference: Past tanses
=P page 117 Seo Pranunciation bank Phracing and intonation in past sentences

G Match the sentence halves.

1 Just afer the exam finisher, A hehad forgoetten to bring hes presentation slides.

2 Itwasunfortunate because b that he'd leamnt about a new language and culture

3 The worst thing was they ¢ theyhadagreed to the deal when in fact they hadn't.
a d

Once, when we negotiated with he suddenty realised he had made a mistake but it
& Chinese supplier, we thought W oo late.

5 Whenwe finally arrived at the & hada't teld us thew CEO was coming bovigit,
meeting. f they'd already had a break and eaten all

& Hedecided that the best thing the pastries!

about his year abraad was

/' Complete the sentences with the Past Simple ar Past Continuous form of the
werbs in brackets,

1 You inait bel in the meeting yesterday;, (helyou?

@ Whilel_________(trewveliaround India, complete strangers often faskime
personzl questions abaut ry marital status and how much maney | learnl

3 lrememberne _______ [still study] for his degree when he igetian
eppertunity o work ebroad. buthe __ {notacceptl it

& Whenlfirs [joinl this inpernagional company, | [can not
adapt 1o the time differences for having online conferences but then it
ibecome) casier,

§ Whenyou [negotiate) with Amercans, [youafind) they
usuadly saidwhatthey __________ (think| and were very direct?

6 Whenyou Idol business in Japan, (bl you surprised at the
way peaple (hold) your business cand and studied it carefully?

Teacher's resaurges;
extTil actwitias

Speaking and 4 workin pairs or small groups. Tell anecdates about same of the situations in the
writing bow. Use past tenses from this lesson.

an anaying doss‘parent  acommunication problem  animportant meeting
a special occasion withmusic stressful situation 2 time you quit something
the first time you were away from home  your first job

Let me tell you about my expenence of working/studyng indat
Al the time, | was <ing._ - Once whendwhile | was __ (had to._.
I cotintries Such a5 ., IS wery impartand 59 ., Forexamole, when/while

£ Write one of your anecdotes in 120-150 words. Use different past tenses, Look
at the audioscript on pages 145-150 to help you,

+  How successfully have you achieved the lssson outcome? Give yourself a score
from Q. need mare practice) to 5 (| know this well)

+ GOToMy Sel-assassment in MyEnglishiah to réflact on what you have [sarnt:

Self-assessment
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% COMMUNICATION SKILLS
7 3) Decision-making

Lessan outcome Learners are awara of differant ways to make decisons and can usa phrases
for expressing preferences.

Lead-in 1a Peaple from different cultures make decisions in different ways. Work in pairs
and answer the questions.

1 How doyou make decisions with other peopla?
2 What is the most effective way for you 1o make decisions ffor example, when organising
an event like a party for a colleague or felliow student)?
£ Read the information on how two different cultures approach decision-making.
1 Whichculture, A or B doyoufeel claser to?
2 What rigks arg there when someanefrom Culture A s werking with someone from Culrure 87

r Culture A r Culture B
It's impartant to have consensus, This means it's mportant ‘ts imporiant to be decisive. f the proup cant reach a decsion,
e et a8 4 group and have 3 discussion before decisions are | | then the perscn responsible should mike one, based on the
made. The process of reaching a result is just a5 Faportant information available: Achieving results and reaching decisions are
a5 the resultitself. Deadlines are useful to keap people miare mpartant than the process of petting there. Pasple who
focused, but they showd be szen asflexible and can be respect deadlines show both commitmant and cormpetence,
meved around as circumstances or obhjectives change. These who don't may be seen ac unprofessional or dsorganised

VIDED 2 EB731 watch s Stefanis and Paula prepare for a meeting with potential
customers fram & Mexican chain of business schools, Susan and Pedro,

What goal do they each have for the meeting?
Whichapproaches do they want (o takea? WiyT
What protiems do you famesea?

In small groups, discuss which is the best approach (Option A or B) for Paula and
tefanie to use to get commitment from their potential customers. As a class,
decide which video ta watzh first,

Option A - Focus on yeur expertise and iead the discussion toward fixed dates and
decsions you have inmind,

Optian B - Focus on finding out mare about thel needs and priofities and make
decisions together about dates and other steps.

option A B 732 B Watch the videos in the sequence the class has decided and answer the same
options B 732 questions for each video.

1 How da Susan and Pedro react to the aoproach taken?
2 What is the solution that is agraed? Whn suggeds (1?7
3 Dwerall, how successful weas the dedsion-making process? Why?

I pairs, disciiss how you think Paula and Stefanie felt at the end of each video.
Think about the result and the decision-making process.

5 B2t warch the Conclusions section of the video, Nots down the three
cultural gifferences mentiened and the recommendation for overcaming them.
Have you experienced any of the differences? if so, how did you overcome them?

Reflection 6 Think about the following questions. Then discuss your ansiwers with a partner,

Which communication style da yau think is more effective when reaching decisions? Why?

Does your culture influence how you make decidons? How? What are one advantage

and one possible disadvantace of your own personal style?

3 Following this lesson, decide one thing which you can do to handle working across
cultures more effectively in the future,

Pud

=% page 117 Ser Pronunciathon bank: Strong or weak?




7.3 | Communication skills: Decision-making

Functional Expressing preferences

language 5 Complete these enpressions of preference from the video with a word or phrase
- in the box.
| happyto kaen 1 I'm to[keep the focus on our launch date].
preferfnotite | 2 1d [try to-find corsersas]
SUFE  wani 3 Wete__ [workaround your needs]
4 |just to [make sure that we're all being realistic]
§ I'm______ that [we don't want to waste your time],
S Mateh the beginnings of the phrases 1-7 with the endings a-g to complete more
expressions of preferenca.
1 My preference is / wauld be (notd a I'd[choose the red one],
2 ldon't mind b to stk to our current supplier]
3 Iwould rather (not) ¢ [whatwe do/ waiting for a bit longer],
4 I'minotl keen d [had the meeting next weeak]
5 Hitwemuptoms, & [make the dacicion nawl
€ lwould rather [we/yow'they] f [you emailed us the details].
T We'd prefer itif g on(the idea s changing our plan].
E Which phrase in Evercise BA indicates that the speaker does not have a praference?

97 Complete the dialogue with the correct form of the verbs in brackets.

Az Where shall we hold next YEArS |_:||'.}d|..|;|1;i|;|n coremany? 'mnot keenan ! (besalkch
the same hotel again. The catering was terrible

B: ¥is, 14 rather wet tlook] at ather options, toa,
A it (bedupmome 1*______ (cancel) the whole event, its such
& headache to erganise
B: Don'twiorny! I'm happy ? [doj some research. 30, what are we looking for?
A Id preferitifwe’___ ((odsel somewhere elaser ta the oty centre
B: ¥ies, but then it gets expensive. 1d prefer * (ot increasel the cast. People
Bant mind ig0l toa hotel further away ifit has goad pubdic transpart links,
A: 0K, Fll leave it with vou
Teacher's resources;
exLra sctivities £ Work in pairs and practise the dialogue in Exercise 94,

L0~ werkin pairs and look at the three situations. Discuss the points in the box
and any ideas of your own. Talk about your preferences and try to come to
an EI?’EEI'I'IE'I‘.II‘_

1 You want to organise a team-buitding event for the staff in your department

sccommadation  activities duration  locacion  mve of year  tramsport |
|

2 'ou wantto redesign the roem you are sitting in right now,

colaurs - décor  equipment furniture  lighting

3 Youwant Lo cpen 2 nev retarl Siore inyour town

gdwertising location  pricing  productrange  target market
type of store

£ Wha had the strongest preferences in the group? Which phrases
from Exercises 7 and 8A did you use? ¥Which ones did you find
difficult o use?

«  Howv successfully have you schisved the lesson aufcome? Give yoursedf a score
from Ol need more practicel ta S 6 know this welll

« o to My Self-assessment inMyEnglishLab 1 reflect an what you have learnt.

!nﬂ-ﬁw




BUSINESS SKILLS
7-4) Relationship-building

Lesson outrome Leainers are awere of strategies for building relationships and can use phrases
10 keepa conversation going.

Lead-in 1A Workin pairs and lookatthe topics in the bow. Which do you talk about when you
meet people for the first time? Which do you avaid talking about?

farmily hobbiesfinterests  professional experience and qualifications  politics
relationships seligion spart trawel  weather work

5 How doyou build relationships with new people in a social situation, e.g. at a dinner?

Listening <A Workin pairs. Look at thelist of strategies for building relationships with new people
and discuss which you think are the most important.

STRATEGIES 1 Beinbarested and ack guestions. & Find out-ardd talk about things you have in
FORBUILDING 2 Be carefil yous intérast doesn't sound likeinterrogation LOMMan, & g nbenests, amily ofc.
RELATIONSHIPS 1 Don't make asumptions about p-eﬂ.plef.'a-ﬁ the Erst T Hpnuihll.a-dapt'.tnurmualmﬁmuni:—hﬁnn
ien prassons you hava of theme shyle fo b choser to the ather person's.
4 Take time to get to know the ather perion B Try to talk ebout things the other person wants

§ Think about how they behave and tha possible reasars why, 19 talk about.

m

#7107  Listen to the beginning of an informal dinner at an international
networking event.

Which topécs does Pater try ro talk about with Tadashi?

What topics de Peter and Pilar mention?

Which strategies from Exercse 24 does Peter use?

What first impression dio you think Peser has of Tadashi and Pilar?
WWhat irmpression do you think they hawe of Peter?

#3702 Listen to the next part of the conversation.

How does Peter adapt to make the comvérsation mene comfortable for bath Tadashi and Pilar?
which tapics da they talk about?

Wihich strategies from Exercse 20 does Peter use?

#1704 Listen ta Peter later that evening, talking about what happened.
What canclusion does he resch about first impressions?
Which pénts from the bist inExercie 24 did he think about?

P O W oo N B W R

Functional Keeping a conversation going

languaga A Look at the example from Part 1 of the conversation. Then match the sentences 1-5
to responses a-e and follow-up questions or comments i-v ta show how to make
links in conversations. Check your answers in the audioscripts on page 150

hllillmm o commant Response Follow-up question ar comment

1 What doyou think of the a |went to Bl i s thatsic
elartions? “\\

2 \What doyou do? N b I'm warking on ona at the moment. li Butyoy must have anidea. What do

\ We're making ads that wall rur in pdanuj;q fau Lhink?

3 What sort of campaigns da e ldon't know — i Youne an accountant. Really? Fm afinance
Wil design? spetialist Who da you wark for?

& Where did you go on holiday? d Soynu'reenthe middls then? iw Groat!

| 5 You lknow, false have two & I'm an atceuntant during the day ard | v That project sourds rrull"'inr-:rqsun-g_

Beeithers, like you I play Im 4 Local band 3% weekends |




B Mow match sentences from each column in the table below to make
logical conversations.

limitial question or cmiment

1 I'we just come back Erum_a;riptn
Takyn Haue you ever been 1o lapan?

e

Follpwe-up question or comment

Yes, that's right | playfor my local cub
mdst weekends. Doyos play?

i Definitelyl There are some fantastic
thame parks 2nd the faad is amazng,

2 lumderstand you play & laf of tennis
Is that right?

I'm wrarking on 2 new peaject with the
Mdan team, but we're still trying to get
funding

i Ohyes, e heard about that. The
funding process is really stressful,
frrtite

3 What are yioi wiorking on at the

Mo, but artuatly 'mthinking aboat going

iii Ida Puhap':m-:.huuld arange

mdment? nat year with my family. Would you a match sometime

recommend it?

C Work in pairs and practise the three-part conversation structure, Use a conversation
starter from Exercise 3B or your own idea. Use the phrases in Exercises 3A and B
to help you.

I"ve just come back from ...
| urcarstand thatiye
What are you working on at the mament?

TEnCher's réspures:
AR ThILies

P TASK

e

C Think about what did/didn't go well.
« Which topics from Exencise 18 were
discussed?
= \Which strategies from Exercise 24 were used?
« Which phrases from Exercises 34 and Bwere used?

Give aach nther feedback and make '.|.n':|£_|:-E'LTinn'L for
Ry BB imprad naxt e o pracse

SA You are at an induction day in a new company.
Prepare to talk to some of the other recruits
and build relationships. Lopk again at the list
in Exercise 1A and the strategies in Exercise 2A.
Think about what topics you will talk about
and what questions you can ask.

Work in pairs. Introduce yourselves and spend

a few minutes making small talk and building
your relationship. Aim to talk about at Least two
to three topics. Try to reflect on the conversation
while you are having it and adapt your approach
If mecessany.

Change parmers and repeat the activity. Try to
respond to the previous feadback and improve
your approach,

Hiow sucoessiulby hiawe you schéewed the lesson oulcome? Give yoursell § scare
from 0l need more practice) to 541 know this welll,

Gp to My Self-assessment in MyEnglishLab bo reflect on what you hae kearnt,




WRITING

75
it
Lesson outcome in a written report.

Lead-in

1 Read the extract from a formal report about a problem
in project teams. Underline all the examples of
suggestions, advice and recommendations. Then
COMTIEATE i piirs.

Report on cross-cultural
project teams

Recontly it has bacome cbwius that saff
need to ba frained in crods-cultural working
an we e hae several praject teams with
members fresy different countries. For thesg
projects to be most effective, it = advisable
that evervora i award of the cultuml
barkground of aach tearr membar. i
paople am not famillar with the diffieronces,
then cubtural pmHems will become mone
complicated Consequently, toavoid
rmisunderstandings, it is eisential that
Fuerpona [n the team keams how cach
cultura differs.

We theraione suggest that all st2fF in theze
bearns do @ suitabie cross-cultural raining
course You ought to do this quickly
becazne, unless traning i aranged with
imimediate effect, same projects wall
probably suffer, if this happened, itwould
bea diaster for the company.

Qur recommendation would be o organise
4 course for the staff immediately, Another
sugpeastion s to visit the other countries, i1
team members visited other mamkers in
thelr own couniries, they would get ta know
each cther batter and develop belter

warking relationshios.

Making recommendations

CEEERO

Leamners can give advice, maks suggestions and recommendations

Functional language
< Complete the tzble using the words in the box.

ddvisatde obviows ought sepgest  wauld |

Farmal

It has became "

is?__  fhat] evaryone has I;ral':ning

It Is eszential (that) you do it now

1A% adufice you ta change supolier

We strongly recommend fthat)you add more designs

Dur recornmendation? ke to mange waith that compansy.,
it Is recommended (that) evsryone anends the course.

ichath cur clients are not happy

Meutral

Yiou should ncrease prices
My advice & to have a néw marketing campaign.

One idea is to have drare deliseries

One thing yaucould do & changs the loga

I ] were yaw, I'd changa yaur supplier

UWe tharefore * ithiath you secrust more staff
¥out to hawe & gale
Wie nsed to train staff bettes

infiormal

Have you tried speaking to har?
What/How about having a new logo?
Liet's work togethes

I'thinkit's a pood idea towark b teams.
Make sure(thathyou change the ordes
It's best to bu in bulk

You'd better get some help

Wy darr't we changs the desion?

D Teachar's resources: extrn activities
D The report containg examples of first and second

canditicnal sentences. Ga to MyEnglishLab for optional
grammar wock

= page 124 See Grammar reference: First and second conditional

S A Warkin pairs. Proofread the informal email on page 131 and find eight language
mistakes, Think about grammar, missing words and unnecessary words,

& Look at the notes on a situation on page 129. Write a formal repart of about 180 words
giving suggestions, advice and recommendations about the best course of action.

C Exchange reparts with your partner. How many functional language phrases did your
partner use? Is there anything you think could be improved?

v Howr successfully have you achieved the lesson cuttoma? Give yoursalf 3 score

Self-assessment

from O need more practicel to 51 know this welll

Lo to My Self-assessament m MyEnglishLak to reflect onwihat you have ear
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Business workshop 8:

10z

ks
Lesson pafrome: LEaime s Can use Demiman e and non
pallecatiare related to werk enditeadership.

Nearoleadership
Lesson outome: Leainens (a0 e rilatn promais (who,
that, weiich, when, where, whase) indefining and non- defiming

tative lauses waan speaking and wrinng. -

Communication skills: Giviag and racsiving fedbark
Lessanouteome: Leamers are aware af different waysio
qive feedback and can use a range of phrases for giving and
receiving Teemack,

Business skills: Leading mewtings

Lessam owkcome: Leaimirs e awars of techiigues Brdealing
with liserruprions and can e a range of phrases far laadng
s il i

Writing: infarming af 2 decsion

Lesson aistcoime: Learmers can write an emall inforning staff
arcalbeagues bt decisiorms taken

Resew B
plkl

Pranunciation: A1 Giattal eops
B2 Phrasing and intonation Inelative clavses  p 117

Widen: Safari Vet Schood
Hmm:?: Leamarsoep
Froject: Hesearch Al wiite 3 sharl article aboir a greal ader

Reading: Businpss paders need newoidierge
Graammar: Aelative clauses
Lpeaking; Truth or fie game using relatie dauses

Viden: Bositive ared devenpmental feedback
Functional Langusge: Giing and responding to feediack
Tarck: Giue and respond 1o developmenta] feedback

Liztening: Managing a-team mesting
Functional lasguage: Leading ard mand)ing meetings
Tash: Lzad 3 mini-meeting

Moded text; Email about decisions made by Board of Dirmiooms

Functional language: Formal and semilomal language for decisices

Grammar: Beduced relative (hauses
Taak: Wirite @ formal email to inform staft of decisions made

Grammar referenos:
135

77 4L



S  Learning to lead 4

Lesson outromae Learness £an use tommon vers and noun collocations related to work
~and leadershig,

Lead-in 1A Discuss your views on these comments,
1 Greatleaders are born not made
MNobody really agrees about what the characterstics of a grest leader are
Being a leader is different from being 3 manager,

2
3
B Work in groups. Decide what the three most characteristic features of a leader are.
2

¥ou are going to watch a rideo about a TV show called Safarf Vet School. What do
yOu expect to see?

3 E&11  Watch the video and complete the notes.

i 1 The naimee of the reality TV show Safari vet School
|
i 2 Thetype nfcmj.:;zmnts

'3 The purpase of the shaw

| 8 Nadia's role i the task

| B The rale of Sewe the TV ves

S

Watch the video again and decide if these sentences are true (T) or faise (FL
Correct the indorrect sentences,

The contestants come from South Afrca,

Madiz admits she feels intimdated by this challenge

The animal must be treated quickly or it could die,

The Park Manager criticisas them far not complating the task
Madia feels the team members were not happy with her,
Glowe s Madia asked her team oo Ay questions

Waorkin pairs or emall groups. Discuss these questions.

Im what wiays do yau think Nadia will be a good leader? How might she become

a bad leader?

£ Doyou agree with Steve tha: Nadia needed 1o consult her team miore during the sk
Why / WWhy mot?

3 I what Sipuations & it Decey Toe & leader (o ask their team guestions? in what situations

should a leader take control?

& Would you watch Safar! Vel sohoo? To Wiat extent is it entertainment and to what
eHIEn! is (L educational? Which do vou prefer?

U O &onm s oW oo

Teachers resources:
eatra activithes = page 117 Sew Pronunciationbank: Glottal staps

Vocabulary Leadership
5 match the two parts of the phrases you heard in the video. What are the verh

and moun collocations?
1 . knowing wihen to delegate a ey decisions ..
2 . these are jUst as important i renning b respensibiling?
3 Asteam leader, Madia has tomake € ateam
& _ vou'd taken on too masch d tasks

» 78 4




8.1 o Learning to lead

iy

Replace the underlined phrasels) in the sentences. Use one verb from the box
in each sentence and put it in the correct position.

opewith deleqate priovitise cun set trustbl win |

A goded manager knows when to give part.of the work 1o 2 member of the team

Let's put these tasks in orderof importance so we do the mest impartant work first

Staff must fiael sure that thei- manager's judgement is comeact

She wants to establish shart-term and lorg-term goats for ber cares

You needa lot of skllsto e i charge of 2 large depariment.

People believe that great leaders are honest and will not do anything bad or wrong

I think it'sveny hand to deal siceessully with fadlur,

The new manager & finding & hard to gain his staffs respect because he i yeunger than them

B o~ @ own & M P e

s

Find the verb (1-6) which rollocates with all the words in a group (a-f). Check new
words in your dictionary,

1 copewith a anefior, decisions, mistakes, people fies safe

2 qive b anexample high standards, priceities, the tone

3 make € 3 cnsis, eeslant dhange, stress, strong Critism

4 un g a bamsiness, the country, & megnng, a team

§ oot B Wour mstincts, the statistics, your team, each other

6 trust I clearimsructions, constructive feedback, praise, support

Waork in pairs. Discuss these questions.

Do you find it easy 1o cope with stress? Holw do you cope with it?
How can managers best gvesuppart to their staffs

What should a manager da whan staff make mistakec?

in wihat ways can a manager set an exam ple for the team?

What can happen when managers and staff don't trust each orher?

Teachers resounoes;
Erira activitios

LS L = ]

) PROJECT: Great leaders

LA Work in pairs or small groups. Research a great leader. Follow these steps, o
= Indrvidustly think about leadérs from teeo orthree of the areas in the bow -

| business enteérainment sports  yourfamily
your fiends  your organsation  your community

= Trytodefine what makes them good lzaders

= Takk to your partner/group ahadt ane person and why
he'shs isa gonod leader,

= Who doyou think arethe best leadars from the
peapts you talked abaut?

i1 Research the biography and key qualities
of one of the people you discussed in
Exercise 10A. Write a short article of
- 100-120 words about that person,
saying why you admire him/her.

Irehim Miserei, Papss CEG

How successtully have you achieved the lesson outcome? Give yourself 3 score
fram D1l need mose practicel to 5 Il know this welll,

o to My Self-assessment In MyEnglishLab to reflect on what you have leamt.




8.2) Neuroleadership

Lessan outcome Leamers can usa relative pronouns o, Hrat, which. when, where, whosa)
; in defining and non-defining relative clauses when speaking and writing.
Lead-in L Leokat the sentences. Can you work out the meaning of the beld woeds from

the context? If you need further help, turn te page 129 and match the words
with the definitions.

It i rmpartant to reward good behawviour.

There are opportunities for professional development

She had great empathy with people.

The comipany seems o have a very old-fashioned mindset,

A moment’s reflection will thow the stupidity of this argumsant
Childrem sometimes fave strong will,

Work in pairs or small groups. Discuss these questions.

Does 3 good leader akways need to have a strong will? Wiy { Wiy not?
Why i it impartant for laaders to have empathy®

Why & reflection importantin leadership?

FTI WS I WT T J  PTR ]

Reading 24 Lookat the article headline. What do you think is the connection batween
neursscience and business leadership?

i Read the article quickly. What is the writer's conclusion?

a [aprincple i isa good idea o train keaders’ brains to mprove their skills.

b Leadership brain-training techniques are generally unethical and high risk.
£ |ts redatively quick and easy ko adapta leadar's mindset with brain training

FT

Business leaders need neuroscience

'Do you want to sall it? Put a brain on it Mol Cmckett, reumsoerist

Excitement about neurseience is high amosg business Camtion 15 edsenfial. As neuosesentist Molly Crockeit
cxperts. Noaroleaderabip, “which s baged oo esearch poinied our, more people agree with the findings of &
ity the baain sclivity of leaders and petential leaders, is - w  scienfific amicle with a picture of the brain thae the same

& fast-growing arca. For decades sxpess s manzgers as articke umillustrated. Neoroscience iat is rliable can leach

s imerchangenble. Then researchers: staried 1o leatify the us mare shour leadership, Howeser, there ane also ethical
differeet types and neindsets of executives and what impact concerns, An unscrupuleus boss coull pse brain-training

iheir behaviout had on teir
LRATF it T
Pon, 1oy pondlimg overythang
w I ¢an about nearoscience,
saye Abbde Smilh of Chicago
Baaoth business school, ‘aho
fias booked gy the benefits foc
15 gasculives. "We lnke ps o Even
thai these behavioars mdicate
mandsed. Bot the question is:
whal can chomge
Brains cae D Tana .El'i'lF
¥ recently. presented ‘reseprch
bich i : : .
g : R
tlh:iﬁ and change “the hroin's

45

L1

Lechnagques 1o make ks leam betier
al pumsuing bl or short-term ands
Crespite this. leaders shoold
pursue positive, thoroogh
scientific methods to improve
hawe the bruin performs. Harbars
Sahakinn of Candridee Liniversiy
foumd enireprenenr were beifes
ndpted to taking 'hot” decisione
siich as makirg a risky investmend,
than their managenial counterpans
Extrapolating from ithose
resulis, companies could design
courses o refrain ML EAZETE
brutus o make the risk-nverss
becomse mare entreprensurisl
DOme phstocle b tme A new boek

Mewrsecierer for Leadoraliip painzs oot that fo develon some
il thiese skalls siif] ‘depends on tremendony neogivarion amd
will, snd vears of practics, mfsction and feedback™, Mo
chief executives di o have years. Buol their miccessors do

hardware® sn people become miore altrdstic, 1 we cam

1 wark out hve! to chagge exeeitives froam ane ‘Type" (selfich,
say ) o anogher Gltnsistic) it could open up whole sew
possibilities for tmiming and developmens,

BO € "trugal: caraful to buy onby whet is necesary




8.2 )| nNeuroleadership | W al

. Read the article again and answer the questions.
1 ‘What doas the writer say i the reaction of business experts to neurnscience?
2 Whatwas the assumption about managers when studying croanisatans in the pase?
3 How can neurcsaence potentially help companies and managers?
4 What six ‘types’ of executives are mentioned In the article?
Teacners resources: 5 Wy should companies be cautiaus about brain training?
ke s & What five key elements are required to develop nevroleadership skills?

Grammar Relative clauses

54 Read the information about relative clauses. Then logk at the underlined phrases
{1-4} in the article. Which are defining and which are non-defining relative clauses?

# defining refative
clawse iz part of & B Whart are the relative pronouns that introduce the relative clauses? YWhat are other
sentence that gves comman relative pronouns?
essential information
abeut a parson or thing. = page 125 See Grammar reference: Relative clairses
=% page L17 See Pronunciation bank: Phrasing and intenation in relative dauses
Ga Complete the sentences with suitable relative pronouns (when, where, which, wiha,
whase, that). There may be more than one possible answer,
i RTINS elastok 1 Busimess needs leads daptto lex and changing condit
clause 5 part of a inessn rs can adapt ta compley and changing conditions.
sentsnce that gives extra 2 Barack Obama, father was a Kemyan economist, was born in Hawaii
information about a 3 Thisis the bram-training app | told you about.
person or thing. 4 Doyouremember the day you first started at the company?
§ Aleaderchip style & putecratic imvalves indhvidual controd over all decisions.
E Sheisamanager ___ many people admure,
T Owford University, ________ twentyseven British prime ministers were educaced, has
thirty-eght colteges
B DOrTania Singeris the newmosciertist _____ wesaw at the conference

£ Inwhich sentences can we omit the relative pronoun? Why?

/A Combine the sentences using relative clauses,
0 Eyoto s in the central part of Honshu sland. It has 3 popelation of about 1.5 millkn
Ky, wehich has a popolation of abowt 1.5 mullion, & in the central parr of Honsha islang. [
The warkshep was cancelled at the Last minute, She planned to attend it
Leading & team must be very difficult. lwouldn't like t doit
The eniversity has a course on negroleadership, | studied there.
Her book instantly became 3 bestseller fwas published Last year.
The restaurant has a good selechon of desserts, We often ga there for lunch
Landon is an expensive oty it s the capital of the UK

B oo oW B oW P e

o Teacher's pstauroes:

P extra octhvities When do you need to use commas with the relative clausas in Exercise 7A? When

can you omit the relative pronoun?

Spea ki ng Ba PTEFIH;E' five sentances about your life using relative clauses. Make some true and
some false.

1 0 T FRankTing, wihers my motier s Tamily Hve, swiny summer,
Ay sister who ivarks in Marketing, used to be a prafessional haskethal plape
B Lisgen to each others sentences and ask questions. Decide which sertences are true
and which are false.
M redlly? feming mé, wihat s the nae of Framkfurt afpore?
That's Interestimd, Canyou fell me which team she played for?

+ How successfully have you achieved the lesson cuttome? Give yoursedf a score
from 0L need more practice) 1o 50 know this wetl),

£ Go oMy Self-assessment in MyEnglishLab oo reflect on wian you have leamt

Self-assessment




COMMUNICATION SKILLS
8.3)

Giving and receiving feedback

Lesson outcome Learners are aware of differant ways 1o give feedbade and can use a range of
phrasas for giving and receiving feedback.

Lead-in 1 inpairs read the definition of feedback’ and discuss the questions.

feed:-back fudbak/ @853 Wi noun uncountable]
1 advice, critbomm, etc. about howr spooessiul uﬁefu] mnina B

1 Why is feedback important for you?
2 Why is feedback important in business?

VIDED 2 B231 Watchas Matt prepares for the project-closing meeting, following the
successful launch in Mexico and Japan. What sort of feedback is he looking for?

S A Insmall groups, discuss which is the best approach (option A or Bl for giving
feadback to your manager. As a class, decide which video to watch first.
Option & = Positive feedback
Faedback confirming what somaone did well and their successes
Option B - Developmental leedback
Feedback telling someone what they can improve on.

B Watch the two videos in the sequence which the class has decided on and
answer the quastions for pach video.

What do they sy Matt did weetl?
How does Matt respand?
Duerall, how successful do you think the feedback mesting was? Win?

1
2
3
optiond B e3: 1 what do they sary Matt could have done - or could doin the future - to improve?
2
3
C

optiona B2

How does Matt respond?
DOuerall, how successful do you think the feedback mesting was? Why?

Work in pairs. Based on the two videos. what do you think are the benefits and
the risks of each approach to feedback?

4 E 334 Watch the Concusions section of the vide and make notes under the
following headings. How far do yeu agree with the tips? Why?

Giving feedback 1
2

‘Recening feedback | 1

Overall conclusion

l

Reflection 5 Thinkabout the follawing questions, Then discuss your answers with a partner.
2 1 In general which appraach do you prefer when giving or receiving feedback?
2 Doyou actively =k for feedback from omers? Do you think it's a good idea? Why 7 Why
not? Whio dayau ask for fesdback from? What kind of feedback?

3 Follewning this lesson, decide one thing which you candato give of receive feedback
e affectively in the future




2 3 )| Communication skills: Giving and receiving feedback EERDO

Functional Giving and responding to feedback

L NQUAGE & put thess axamples of feedback from the video into the correct categary in the table.

1 Ithirk you did a very goodjob of [communicating with the team].

I [#svwas] your responsibility vo imake sure that we all knew each other], but .,
I think in future i [you gave s all 3 timelire], that might [help]

It[izAwas] good that you [asked Stefanie to help out]

[Fm always very busy, but] | don't think fyou understood that]

What [Henj's] saying is that [you often waited until things were urgenzl.

¥ou could hawe [calied each of v, that would have been good

P T I T Y

Positive feedback | Developmental feedback

I'm really imprased withs/by [the work { The {wwark wacn't completed on tire], da vou have any
youdidon .| [ i wby?
| hat a by deal, but Far newt time]. rememberto .

7 Mow add these headings to the table for responding to feedback.

Eglore | Responding to feedback

Respond and reflect | S—— R ¥ -
Thank | Great! Thanks Stefanie {an you be 2 bit mare specific I'mhappy yoa feal that
I | appreciate that feedhack, | ADOUL 7 Right, f1 {certainly] bear that in
Can you say more about whatyaw | mind.
miean by ¥ I'll [certainky] take those

Can you geve me an exampleof .7 | comments into account,

H4 Look at these situations. If you were the manager, what would you say?
1 Anew member of staff seems very shy and neves contributes idaas in meetings.

2 Afellow manager dominatzd a recent meeting with impartant clients and interrupted
them all the time

3 Amember of staff has started arrving at work Late: Other collesgues have notoed this

Teacher's resaurces B Compare your ideas in small groups. What were the best examples
EXLrA actiuities of developmental feedback?

9n work in pairs and roleplay the
situations from exercise BA. Take
turns to give and respond to the
faedback.

B Work with another pair. Choose
your best roleplay from Exercise
94 and repeat it for the other
pair, In your groups discuss
howy easy it was to give
developmental
feedback. Who
responded best to
feedback?

How successfully hawe you achumeed the lesson outcome? Gave yourself ascom
froan O (| nved more practicel to 5 0 know thes weill

G ko My Self-assessment in MyEnglishLab to reflect on what you have learnt.



g 4) BUSINESS SKILLS
y Leading meetings

£550 Learners are aware of techiigoees for dealing withinternuptiors and can use
. S arangeof phrases for leading and managing meetings.

L Woerk in pairs and discuss which statement (a or bl in each pair you most agree with.

1 a Meetings arewhere decisans are made. People should argue strongly about their
opinians and disagreement is not tnusual.

b Meaetings are for hawving dscussions and sharing opnions, The decisions should be made
later by individuate.

a Theleader isa just a facilitator. Everyone can speak freely when they want

b The ieader controls the m2eting, People must be invited to speak,

a Meetings must start and Fnish on time.

b It’s 0K to start up to fifteen minutes late and finish kateif necessary,

a There should be no external interruptions .. mobile phone calls,

b Important phone calls may be accepted during 2 meating, but only for up ta fve minutes,

Listening #1500 Listen to the beginning of a meeting and answer the questions.
Wiy has John arranged the neeting?
What & the goal of the meetng?
What are the free stages of the meeting?  focus on the gosl

4000 Read the 7 Golden Rules and listen to the middle part of the meeting.
Which strategies does John, the leader of the meeting, use to manage interruptions?

?- Allowe the interruption, and then go back to the eriginal speaker.

Acknowledge the importance of what the interrupter s saying.
Golden Rules Stop the interruption and ket the first speaker finish.
for managing Lirmit the length of spesking time,
interruptions in Stop the interruptan and check with the first speaker IFthe inberrupter can continue.
meetings Raiss your voice and speak louder.
hove the focus back o the agenda and the process.

—

W01 Listen tothe end of the meeting. What are the action points for each parson?

Listen again. Which of the following did John do?

Review the discussion & Assign action points to different peaple
Reviews the decisions 5 Askforacceptance or understanding of the tasks
Ask for confirmatian of the decisiors 6 Seta day and time for the nevt meeting

Functional Leading and managing maatings

language g, . oiete the phrases from the start of the meeting in Exercise 2 with the words in the
box, If necessany, use the audioscript on page 150 to help you.

focusing  thinking goal called

Welcoming
Openimgthe | |° __ this meating becauss | need yous hidp 1o prépare the
meeting pressntation]

Thed ____ forchis meetng is to [decide which information we want to
present 1 senior management]

5o, wa have one hour Let's start by 1 ar [oar qoal, then we can
collect and discuse som e deas 300 make some decisions],

O, let'sbeqinby® _______ abeut(the management meetingl

Tranks, suveryone, far daiming I!ul1h|5.5.peaatmaetlng today]




8.4 D Business sills Leatling meetings mmmo

B Now complete the phrases for dealing with interruptions with the words in the box.

| pgenda back concern  imiportant  limit

Managing | can Enderstand what you'Te sayng is * , bug plesse leg Angela
interruptions.  finish, We can come to you next.
Dol yow oy 1o * yoaur [overnviewd] 1 abaut [two manutes]?
og, ! 1o o [Fhilippe]

[Bettinal | understand yoor
[The market research results] arent on foday's®

C Putthe words in the correct order to make sentences for the closing stages of a mesting.

Reviewing | 1 has beens This ¢ productive / a very / meeting
the discuision | 5 through / useful £ bath our successes and areas far concern / ITwas/ to talk

Raferring v | 3 are/ from this / action / mecting / points d The /.,
action points | 4 or/ Phifiippe £ an gverview ( the media camgpaign S you'll prepare
5 rtasks O 7 s everyone s their S with s 7
B s .;ﬂ'r.' todad Ir'l'Elf hmE.qurEf![Iﬂni About ! Does an'p'l:ll'lﬁ'n' wWhatf?

T = e L Mext steps T at2 pm.on Let’ < meet / week / finalise averyihing £ agsn r|:|.I'Fruia'|.l ne:-t
eatra activities B wour comphated tadks £ aFbusiness ¢ on Thursday # Fegce send me £ hefare rlooe |

GA work in groups of
three. You are going
to teke turns to lead
a mini-meeting on one of
the topics below. Read the
information, decide whowill
lead each meating and prepare.

P TASK

| Meeting topics
1 Decide on an event for an end-of-
year party. Discuss what nsads to be
plannad, a timeline for planaing and
action points.
2 Decide on the best time to do homework
from this course. Discuss your ieas-and why you
think your preference is best.

3 Sharea problem you're having in one area of

your ife. Discuse the problem, identify possibie
salutions and decide the et steps,

| L Afer each meeting, give feedback to the leader,
Use the checklist to help you.

Preparation The leader:

* Meeting leader. Use the categories and phrases startad the meeting with a clear goal and process.
N Exercise 5 to he repare. Think about the :
: LMl piFEp : managed intemuptions wall

structune of the meeting. : ! .
Meating participants: Frepare the language and TESRFWRLL IR VO AN AR e L
. H I L] .
. ssigned acEon painis.
phrases you think yoa'll need to descuss the topic alhgé;d P
During the meating, you will try o interrupt anather clased the meeting
speakeronoe or twica

Sl o B R

In your group, discuss how easy or difficult it was to
£ Hold your meetings on éach of the topics. Lead each meeting, Give reasons for your answers,

«  Hew sOccessfuliy have you schieved the lesson outcome? Give yaurself a soara
frarm 011 need mare pracibce) 105 11 know this welk,

= (G0 to My Self-assessment in MyEnglishiLab o refle ot on what you have lEarmt:

Self-assessment



74

Lesson outcome

WRITING
l.nftirh"ling of a decision

€ (1] 1 1=

Learness ¢an writs an email informing staff or colleagues about decisions taken.

Lead-in 1 Readthe formal email informing managers of decisions made by the Baard of Directors.
Proofread the email and find eight spelling mistakes. Then compare in pairs.

“Fiom B Ik CED Tol Allmiricgers . Subfect: Banrd Meating geoaiims

Thig is 1o inform you of the decisions reached i the meeting vesterday abaut the
future leedership ang managemaent structure of this arganisation,

As | am retiring at the and of the yeer, | am pleased fo announce that my succesar
has baen apointed. The Beard has dacided that the new CED will be Franco Sarrents,

currently CED of our [talan subsidany.

Secondly, it was decided that'all directors serving on the borad shauld hawe hands-on
axpaerense within the company as there seems 1o have besn a disconnect betweaen
therm and the management team recently, Tha debate about the disconnect was livaly,
but hinaly we réached aconsansus that directars will vt sach depardament over the
rxt month and hold guestion and answer sessipns

The final dacision of the mestng was to avertum the decision faken last yvear to
rediice the number of current managers. i was agread that with the ongoing Increase

i edpart saes, this was no ':-:rgf.r MECESEEY,

Functional 2 complete the table using the words in the box.

language

e Teather's rescurces:

© extra activities
Tha email contalng
examples of reduces
relative dlauses. Gota
MyEnglishLab for aptional
QramHmEr work.

Self-assessment

agieed annownce came consensus  couldr't infoem know  reach el |

Sami-lornsd

Farmal
Thisis i * youof purdecisionta .. | I'mwriting to? vou about
We are plessed/ delighted to? — the decision ta ..
The Baard has decided/agreed that . it o ety * what was cended
We reached a Heittibout . Lot mn tall you what we decided.
The final decision was 1o, Ve all agreed /decided that ...
It wasd that ... We've arranged o,
e Tailed ta® 21 agraement about We thaught thar it wias best to ...
We* to a decisan that/abaut We? agres about ...
v by bk Sy that wie've decided to

it maore formal,

B Lookat the meeting notes on page 135 and write a formal email of about
180 words to Inferm staff of the decisions made.

C Exchange emails with your partner. Which functional language phrases did
your partner use? How many were different from the ones you used?

=P pane 125 See Grammar referance: Reduced selative chauses

A Workin pairs. Read the informal email on page 131. Rewrite the email to make

+ How successfully have you achieved the [essan suttome? Ge yourself a score
from G4l need more practoeito 5 0 know thiswetl,
*  Goto My Setf-assessmentin MyEnglishLab te reflect on whatyou havelearnt




1.1 Roles and responsibilities
1 Complete the text using the words in the box,

after care charge for head imvolves  leads
makes  reports  with

Brigors new job? meeting new clents and
he? to the Sales Manager. He is responsible
! presenting the products and winning
orders. His bass, who* the sales team,
mgtivates his staff well. Az ® af Sales he sets
them targets every month. He looks £ them
very well andit = a happy team. Grigos works clacedy

J the distribution team and ®

sure that arders are delivered on time. He also has 1o
take? ____ ofthepaperwork. Grigor hopesto be
ime__________ ofhisown company one day.

1.2 Future forms

2 Choose the correct option in italics.

1 Iwas Late this morning Fm sure | m going to pet £ 'm
getting a warming fram the boss.

£ Theoffice opens / s opening at 10 o'clock on Fridays.

3 What 0o you think? Are we going to sell § Do we sell
imare this manth?

4 Hesdecided he asks/ % going fo ask his boss fora pay
fi5e Ty,

5 What time are you meeting / do you meet him at the
station Later?

6 What? The course finishes at b p.m? 'm going to ¢ { miss
my train.

T They've closed the alrport becawse it snows / 5 going fo
snow more this afternoon

8 |'mseeing/ see the new clients later today.

Functional language
1.3 Greetings, introductions and goodhbyes

3 Complete the dialogue using the phrases in the bax,

abicofadelay firsttime forcoming  have you met
mperson insuch arush  let's go and say hello
natbad, notbad  see you again

A Hil How's it gaing?

B: ! ~What about wau?

A: Fine thanks,

B: Good thp?

A Welanded only 30 minutes lae, 2 ak
Frar&furt Airport

B: ! Julla Knopf befose? She runs the
marketing office,

Az e, | have NMice o ®

C: You o

B: Excuse me.Sorry tmbe® like this, buk Fve
got & meeting in fve minutes. Befiore | leave, €
ta Miranda Stales She works in head office,

A Hi Miranda, I'm Jack Levine from the Mew York office.

Mice to finally meset you * \
I Wou top.50.® in London?
A: Yes, ikis.
B Wellthank you ® to this meeting.
Az You're weliomes,

1.4 Asking and answering questions in first
meetings

4 ch ion i
wmgmﬁnmm in italics to complete

A: Can 'offer/ take you a drink?

B: That fronfd / would be great, thanks

A Where are you *positioned / based at the moment?

Bt In Geneva, but | was in Rome for two years befare that

A Do you ‘wark £ report ta Roger Kleitz?

B: Yes, ido. Do you know him?

A | Pwearked / faired with bim last vear,

B: When did you Yioin / attend the company?

A Fose yiears ago

B: Are you 'open / free for lunch today?

A& Sarry P'm meeting Matt Mitler,

1.5 Ordering information

5 Put the sentences in the correct order,
Dear M Ursbala

A I'vetherefore arranged, after a coffee break, for
the Quality Control Manager to take you through
the procadures.

b Piease da not hesitate to contact me if you have any
questions before the visit,

¢ Wi look forward to seeing you on Octaber Tth at aur
Factory premises.

d The Prodection Manager will maet you 2t the entrance
at 9 30 to show you and your colleagues zroend

e After that you will understand how we manage to
maintain the highest quality control.

f ¥ourssincerely

g | will join youw and the other managers for lunch at 1 pm.
in our staff restaurant

h Inthe afterngon we can meet in my office 1 discus the
details of youwr order

i lamwriting to confirm that we have organised your visit.
toour factomy on October Tth,

J ungerstand that you are particularly interested in the
quality controlwe do.

Brizn WWatking




%

2.1 Marketing and brands
1 compiete the text using the words in the box,

appraach base core devalued growth J
re

history loyalty marketing stretching  ventu

W have decided to take a cautious *

to expansian, because we know there is a lot of bad
L with many companies whose brand-
stravegies have led tothe biand being
. Thisinfurn can cause the brand
. .wihich hiad built up over years, to
disappear. Thanks to gur interactive ! =
which hag broadened our ¢liens * Jsales of
our béauty products have seen very fast §

e Tha 35t twvo wears. We'va now decided to

move away framaur? business and to

Lo into the ultra- ey spa hotel bariness.

2.2 Connectors

2 choose the correct aption in italics to complete
the text.

WRecently £ Previgusly ¢ A well as we dacided that the
brand needed refreshing so we discussed what 1o do,
We got together with focus groups ‘sech &5 7 also /

and elicited customer faedback to determine bow our
brand is currently perceved. Then / Previousiy £ While
o branding consultants gat to work on the new Logo
*As well as | In addition | Far instance, we asked staff to
come up with some ideas for a new lngo, too. *However
I Althaugh ¢ But the consultants FIH:IMEEI soime great
ideas, a design from a mernber of staff was finally
chosen. *Now / Recently / When vee still have 3

Lot exfwork to do before the product range can be
Launched with the new branding and the ad camgaign
firatised, but we are confident we are making changes
far the battar,

Functional language
2.3 Giving and responding to advice

3 Complete the advice given by a managar using the
phrases in the box.

witwy dan't we wenee:-l you shouldn't ]

haveyoutried thiswouldbe it important

Az I never seem to have enough time Lo do my work

B:®________ planming your work for each dayand
week? That can helg. ? . to sort this problem
outnow®  foreach team memberto mest
thedeadlines.®_____ be missing them so often,
L hawve alook af your tasks for this week
together nown? | think* an cppartunity for
YOI T IMprove your arganisational skills,

2.

4

2.

5

T hRE B A Y 0 s A W R

4 Signposting in presentations
Complete the missing words. The first letters

are given,

Let'sih___ with the mast impartant part - the
new line of praducts.

e likeyouta® alook

atthis slide. It shows the new packaging and logo,
which | think ook really geeat. Secondly, the praducts
thermselves have been redesigned and now lock much
fresher and more up-to-date. *F____ _thislast
slide outiines plans for our digital marketing campaign.

As]said e . We aim o attract yeunger
Customers, Thisisvery®___  ifwewantto
rEmEin competitie,

I'd like to thank everyone fior thair input an this projact.
The Marketing Manager will say *m shour
that Later Well, thankyou very much fos ®L i
Il hand aver to Fran row.

5 Accepting and declining an invitation

Match the sentence halves.
Fim aifraad

We very much

I Like to

I'mv writirg

Itwould be great if

Fm saery

Unfartunately, |

I'd lorve tocom

can'l make the apen day as | am away.
toyour open day but I'm away.

but | can't come to the open day.

to invite you to our opan day nest Friday
ioni fonavrd o seaing you at our opan day.
inyite you to sur open day.

you could comie 1o the open day

that | will be unable to come to the open day.




3.1 Gettinga job

1 complete the text using the words in the box, Some
sare not used.

applied character clichés come competition
ompetitive  employee  emplover  gained
mern  internship  jobsecker motivated
mativation respansibfity sort stand

As ain} ¢ . Jirm has not been very successful
s far, He has ? for over a hundred jobs, but
not one potential 2 hias invitad him for an

Interviaw. Why s this? Maybe he doesn't *

aoosswellinhisOVinavery® ___ jobmarket,

While he was at university, he® SOme
experiance during ainl with & big
compant, His manager found him very ®
aridl hasd-working. Unfortunately, Jim's job applications
don ® out from the crowd 5o new he

has paid an expert ta ¥ the prnblemnm
The expert says Jim uses too many & I =
h.f.l:I-' and he needs t add something which shn:rm his

3.2 Indirect questions

2 Rewrite the direct questions as indirect questions.
1 ‘What degree cid you da?

We'd Like to know
2 Whiy 00 you want to wark for us?

Couild you tell me ?
3 Where 60 you expect to bein five years' time?

Can you tell me ¢
4 What will my responsibilities be?

I like ta kmow
5 Whydoyou think youre the right persan for the job?

Coarld tell us 7
6 How long were you working in China?

We'd lke to know

Functional language
3.3 Active listening

3 Complete the dialogue using the phrases in the bax.

* dor't understand what  exactly do you mean
| tell me abitmore  you are frustrated whatl meant

A: Hi, Sam. I'm afraid we're not going 1o meet the project
deadling.

B: OK, wihy don't yiout about it?

A: Wa're going to be at least a week Lace Thers are some
issues which are out af our contnal,

B: What? by ‘out of our contrel?

A: Well, the constrection warkars have gons on strike
becavuse of a few small incidents.

B you s2id about going an strike,

A Well, three people had small accidents and now
they want more money becausa they say the workis
dangerdgus, butl I:IEEgrEE'.

B: S0you dan't think they should get more money?

A: That's not # -1 don't believe the wark s
mipre dangerous than any other project but | do think
they've got a paint about the pay.

B: | canses that Wwith the situation, If we
offer them a small banus if they can get the work dons
of time, do youthnk they'd accept?

A: | don't know, but we can try

3.4 Useful phrases for candidates

4 Complete the text. Use only one word in each gap.
Thank you for your oday. I'miraally
interasted in thi job, Cauld youell memore?____
it, please? For examgde, could you tell me what a normal

dayis? énd can | speak to some of the
people 1 wauld be warking * 7 And, finalky,
whencan | expect to® from you if I've been
successiul oF pat?

3.5 Useful phrases for covering letters

S Choose the correct option in italics to complate
the covering letter,
Dear Sir or Madam
Please find my OV ‘acvertised / attachad, | have just
‘studied / completed my management degree and
would like to be *cansidesed ! thowgh! for the
‘post § placement of Trainee Manager. | warkad
for a multinational company last summer ard
‘proved  appeared that | could work under pressure.

I'weruld very much Sregard / appreciate the apportunity
of an interview,




4.1 Business strategy collocations
1 complete the text using the wordsin the box.

|
cut - developed emerging  lines major |

| margin ressed nsks tackle takeower |

Oneof our rivals has justmade alnd? _________ bidlor
our campany. n the Last vear, sales have suffered greatly
duse tocheaper product # coming from

mew ! miarkets and we ame mo longsr one
af thet playersin this industry, We have
tried various strategies to ® the prablerm,
buit we are nat making enough money to surviva, Wae
hawa § opportunities to move int different
markets andhavenot?_____ dsiitable strategy
to® __ costs and maintain 3 healthy profit

! We are not in @ position to take amy more
% and | feel that accepting tha bidis now
our only aption

4.1 Word building = verbs, nouns

and adjectives
2 Complete the sentences with the correct form of
the word in capitals,
1 Hisideaswere totally @i
changed the way the company warked, INNOVATE
2 The_ ofour business is due ta
the sucoess of our new product, EHPAND

3 We are not doing well due toour
fo appeal 1oa younger market. FAlL

4 A press release announced e

before staff ware told abowt it ACQUIRE
5 Whenwe __ thecompany, we

kept all the staff. TAKECWER
6 Ifthis new strategy vl

be making a profit sgain. SLICCESS

4.2 Modal verbs

3 Choose the correct option in italics to complete the
sentences,

1 We showldr'e / don't have fe miss the praject deadline.

2 Vou don’t have to / mustr'T wodk late tonight Fyou don't
| want to.
| 3 Mew regulations state everyane will have o/ must wear
hard hats at all times.
& % a good idea o do a aining course. You iave o/
- showld book |t now.
5 We recommend you clean the machine regularly, ideally,
you shroutd 7 mwst clean it eveny two weeks.

6 ‘¥ou showuldnt / mestn’t eat o drirk a0 your desk. 1t's not
aliowved,

Functional language
4.3 Offering and asking for help

4 complete the dialogue with the phrases in the box.

I'd really Like s there anything else | canmanage
needahand thanksfor would be
wiould you like me  would vau mind

A: | haven't got the sales figures and this report has to be

finiched by the end of the day
B: L o fimd them for yow?
At offering but ! think* ta finvdl
them.
Bt lcando?® to helpif kcan
e collating those market reparts? That
F hetpful
B: Of cowrse. Mo prablem, ® with anything slse?

Az No, thanks. | think that's everything

4.4 Leading and participating in
problem-solving meetings

5 Complete the dialague using one word in each gap.
Az Canyau b what the issue is exacthy?

B: WeTe losing customers because of our pricing strategy
Az WWould it be R MeOunbe Dur preces?

B Fwe! that, well redige our profit margin.

558 1o up on what Adam just said, couid we
the reduce price for a short while?

D: 1think that # 3 lot of sense.
& andwee'll need ta look fior new suppliers for the future.
D: 'm happyto® that an.

4.5 Reporting problems, reasons and results

6 Wirite sentences using the words in brackets,
0 Product recalled Safety issues, ibecause)

The groduct was regaiipd because of safgly issugs.
1 Saletfell Poor product qualing. {due tal

2 Poor product quality. Unhappy customers. (ted)

3 High costs. Customers bought cheaper rival products,
iresult afl

& Product was redesignad. Attract new customers. (order)

5 Thenew strategy. Production problems. [nesulted)

i "
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5.1 Logistics

1 Choose the correct option in italics to complete
the text.
Many companies use “ourier £ rmbof companies instead
of the ‘pasting / postal service. However, this has made
iraffic ‘crowding £ congestion in cities worse in the past
few years. Instead of delivering to customers’ hames,
sOme comipanies now wse clection *fockers £ couriers
Qne main custamer concern about online shopping is
the safe delivery of their goods, so suppliers must make
sure that they are *propedy ¢ rightly packed,

5.1 Word building - verbs, things
and people

2 Complete the text with the correct form of the
5 in brackets,

The rise of online shopping medns that fast !

{deliver) of goods is key to.a compamy’s success or fallure.

Consaquently, ? imanufacturs) ar retallers
must ensure that the * (distributel of orders
s carefully planned and this is the jobof a *

logistics) Furthermare, the®__________ {packi needs
to be sufficlent to keep goods safe. Some companies
_  lopemtor] thei own vehicles for
trarsporting ' Ipack) to custamers, but
others use specialist companies

5.2 Passive forms

3 Ccomplete the passive sentences.
1 ‘We must buy new software.
Blew saftware
2 They have already found anew factory,
A newd factory
3 Thecompany will launch & neéw product.
A new product
4 e have just changed the design,
The desgn
5 They didn't finish the project on time,
The praject
& They couldn'treturn the goods
Thee goods

Functional language
5.3 Agreeing and disagreeing

4 Complete the dialogue using the phrases in the box,

soreeatall Fmafraid I'm notsuse that's
l might work rubbish that makes

A We need to recruit mpre staff ungently.

B ldort' . VWeonly need to reorganise the
shifts and then we can manage with the existing staff

A tive best solution,
B: Whynot?

A: The staff are already overwarked. Many are daing
owertime and they're making mone mistakes.

B: That's? . They're not averworked.

At ldisagree with you Look, why don't we
recruit five temperany staff until we've caughtup?

Bt Ilsupposa

Az Thenwee can review the situation and decide what to do

B sense.OK

5.4 Negotiating
SA Choose the correct option in italics to complete
the sentences,
1 How does that dewelas / sound / ga tn evenyone?

2 My propasal / offer / purpose would be that we look at
increasing cuwr grders.

3 Loow forwara ¢ Good { Welcome to see you again,

4 That s2ems good ideg / fensitive / reasonable

§ Todiscrss ang J start, 19 like to 32k Mike to outline the
key paints for discussian

B Match sentences 1-5 in Exercise 58 with

negotiating steps a-g.
a Welcoms

b Invite others to presant
£ Precent suggestion

d Requestfeedback
e Giveferdback

5.5 Useful phrases for letters of complaint

6 Choose the carrect option in italics ta complete
the text.

T days ago, we ‘took / received ! delfvered our arder
from you “Lnfertunately / Unluckily / Unfavourably, the
orderwas incorect. We ordered 2000 vinits but anly
180 arrived.

It yous do nat 3react 7 answer / respond to this letter
immediately, we will be *farced /! required / bowund to
took for another supplier and *appeal / request/ require '
that you coliect the 1,800 units from our warehodse.

We hopethat this situation will be Srammitfad ¢

reseved ¢ determined 1o our mutual Tsaticfaction |
ol ! fulfiiment,




6.1 Running a business
1 compiete the text using the words in the box.

advice angel crowdfunding  financial
founders funding gooutofl imestment profit

sefup  start-ups -farget market

Lnnh online and youlll find experts happy to give
to these who want to 2
4 ned business, [Fyou have a great idea that you think
will ell, wou reed 10 et [0 KRow your !
DEEM!!-E, sadily, the majority of 2 Wil
buzsiness in the first year, You might make
asmall® inthe first year, but Gan you fustain
it? Many T ofnew companies Lock for a
bassinass A who baliaves the businats s a
good ¥ im arder to get the =2
neaded to expand. Finding an investor wha can affer not
only ¥ help but alsa experience is often the
ideal selution, although recently = . where
lots of peopie provide small amounts of money, has
become very popular as an alfernative.

6.2 Reported speech

2 Complate the reported speach.
1 “Wefinished by Lunchtime today’

Thie manager said they gay.
2 “What’s your plan for the new business®
He z=ked me
3 Theywen't be working here in 2 year's hmE’
Isaid in ayear's time
& Have you been warking in haspitality for lang 7
They asked him fer long,
§ “The 5ales Manager will wisit iomorrow”
[told har aay,
& "Tcan finish the report now.
He said he
T ‘Where doyou work?
Thay asked me

Functional language
6.3 Dealing with objections

3 Chose the cormect option in italics to complete
the sentences,

1 Doesthat solution address / chailenge yaur concerns?

2 That mvaves sounds like a very good idea.

3 What sort of price did you have in ides < ming?

§ ¥ aware / know that the price is an gsue for you,

5

Yau could spend / spread the cost by paying in
instalments.

& ktheinstalment payment plan interest- rate / free?

T Ve appreciate £ support that yvou have budget
restrictions.

6.4 Presenting visual information

4 Choose the correct option in italics to complete
the teut,
In this 1sfice /! part of my presentation, Fm gaing to
talk about sales. On this 2graph ! slide there are two
visusals. The 3pde / rownd chaet shows our share of the
cregrall market and you'll *nofice / wnderstand that we
newy have a5 percent share, The Sline ¢ straight graph
shows our monthiy sales totals and it's fsignificant /
considerable that growth has been very steady ths
vear. Looking more "nearily J closaly atit, its Snferesting
{ correct 1o see that saies did not decreasze in the
traditionally show summer months.

6.5 Summarising

5 Match the sentences 1-5 with masumryﬂpu-l.
Focus on the parts in bold.

1 Hawier the winmer of the Mew Business Aiward, talks
about how he started hiscomparmy.

2 There were many problems at the beginning. Some
issues were out of s control

3 Heexplains haw be managed to maintain customer
loalyy,

& Ascosts kept going up, he made 3 decision not o put his
prices up. Costs rose but he kept prices the same. ____

5 However, as a result of this he managed to keep his
laval customers and attract new cnes, s sales inreased
greatly.

identifying main gurposestopic
paraphrasing

LiSIT] SYTIEImS

usimg lirking words

using repaorting verbs
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7.1 Working abroad

L Complete the text using the words and phrases
in the box, Some are not used.

beput off comeacross  commion ﬂupnt1
dlone  nuantes rude tendio

Working abroad can present difficulties, especially f
you are net ! inthe language of the
coLntry and you many 2 _ by lackof
understanding of cubtural differences. Your colleagues
might ! ac rather impolite, but it may
simply be that their cultune is just more recersed. People
from a cultwne which is mare incirect ¢

appear less friendly than those from a culture whers itis
i practice tobe more direct Remember
that it can take a few weeks or months to get used to
living and warking in different cultures. Be patient and
miake an effort to get o know your colleagues sucuall-,-
50 That you dor't spend too much tirme?

7.1 Adjectives, prefixes and
opposites

2 Add the correct prafix to make the opposite of the
words in brackets,
Whan [ first started working in Wenezuela, peopls
thoughtbwast__  [sociablebwhen | refusied
1o jain them fiyr lunch and dinnar. They thought Twas

being ? {frierdly, but it was because | wae
shir; not because | was being (respecthul)
I hadn't bean * [monestl when | sald that

spoke good Spanish on my OV but | did have problems

foilowing'______ Mormall conversations. My
stwsdbes had been rather ¢ {helpfull in
that area.

7.2 Past tenses: Past Simple, Past
Continuous and Past Perfect Simple

3 Complete the text with the most suitable past
tense form of the verbs in brackees.

Marmy vears ago, whils |1 Iworkhas the
MR Manager for 3 multinational, |2
[makel 2 big mistake. My job * fimvoive)

recruiting engineess for gur overseas branches. After
i [recruit] someane, |1

Iprepare} them far the cultural differences. One
ergineer ©_ (insist] on taking his young
Famdy with him immediately 1o East Africaand the
Engineering Director agreed, Bul after three waeks,
be?  (resignjand® _ {returnl
tothe UK. 1% [warn] him before [2aving
that Life wauld be very differant there, but he

i ___ (natlisten]. He came home because

his family 1__ [not ba ahlal m gat tomata
katchup so they 1 \tan not) aat their
food Crazy but true!

Functional language
7.3 Expressing preferences

4 Complete the sentences using the phrases in the bow

I'd cancel the meeting  |'d prefer it if
not pay in advance  the boss En't kean
tochange the design  we don't mind

1 Ifit were up tome,

2 waiting a few days,

3 yau'd argansse the trip for everyane.
4 Theywalild rather

5 on the new plans.

6 My preference wauld be

7.4 Keeping a conversation going

5 Put the dialogue into the correct order. The first
line is done far you,

What doyou do? !

[Ad you go there for busness or a holiday?

P sure you'll enjoy it. 115 @ very interesting country,
m designing 2n ad campaign for a large car producer
Yes, I looking farward toit

Soyou can’t tell me? That's O, | chouldn't have asked,

I'm sorry ¥'m a3 bit tired today. I've just come back
from Korea

What are you warking on at the moment?

Mo, bart fm going theri nest month for business.
Business, Have you ever been there?

I'm & graphic designer,

I'm afraid not. It's all secret at the moment.

Oh right, can you Tell me which company it's for?

- moE A S

7.5 Making recommendations

6 Choose the correct option in italics to complete
the text

It hiae hecome *suitahle £ abwinus | probable that many
staff have problems working acrass cultures. Therefiora,
we strongly irecommend / mention / note that all

staff have cross-cultural training. and it is "optional /
advisable / adiisory that you organise this immediatety.
Wy Yimstruction / apgvaval ¢ advice is to find a good
outside company which specialises in this. In fact, if |
“siali be £ am ¢ were yoli, F'd contact Jack Higgins from
BVC. They used a good comparny Last year. We *ought ¢
shouid ¢ must to contact all staff as soon as possible and
driaw up a schedubs far therm ta attend.




8.1 Leadership
1 Complete the text using the words in the box.

cope defegate ghes make praise prigritise
seis  takes [rust  won

Wihy is it that some people jUst s2em 1o be hopeless at
heing a manager, unable tot kiry decisions
are with crises? One manager | know just
refuses to® &ny impartant tasks to his
team and only ever * ___ crivical feedback
bacause b daes not allaw his staffto- do the work they
am employed to do. He is abways stressed bacause he
an toa much responsibility, For socme
reasan, the senior management team * his
judgement and opinions and see nothing wreng Onthe
other hand a friend of mine works far someone with
encelient leadership skills. He has | the
respect of his staff and helps them to3
tagks Hal goals with them, and always
miotivates them to do ther best and he never forgers ta
give tham ** when they have done well

8.2 Relative clauses
2A Complete the sentences with when, where, which,

who, whaose,

1 The conference, was held in the Bahamas,
wias really useful.

2 The hatel wie had the training session was
amazing,

3 This factory, wias built 100 years ago, will
e replaced neut yvear.

& Dur Chisf Financial Officer. has been with
us for tan years, i retifng next manath,

5 Thae business guri, new hook came aut

this week, is giving a tatk hese nestwesk,

& He'sthe person has applied for the
managar's position

7 She's the Chief Enecutive Officer company
has won many awards

B 2017 wasthe year wee first made 2

ressanatle prafit,

B In which sentence can we also use that? And in
which sentence can we omit the relative pronoun?

Functional language
8.3 Giving and responding to feedback

3 Choose the correct option in italics to complete
the mini dialogues,

A | think you did a really good *work # job ¢ task of
planning the office relocation.

B: I'm happy you 'are / mean / feel that way. It was quite
difficult to get evenything done so quickly,

C: | think in future you shauld ask a eolieague to help you.

B Thanks, that'sinterdsting. Il %hear / put S have that in
ming.

E: I'mvery‘impressed / aware / good with the quality of
WO wari,

F: | really understand / appreciate / realise that feedback.
Thamks.

G: Itwas your responsibility to get the task done on time
but vour team was late,

H: O FIL certainly take those comments into Smind ¢
fepdliack / sCCounr,

8.4 Leading and managing meetings
4 Choose the correct option in italics to complete
the dialogue.

Az Thanks for ‘coming £ attending / belng to the meeting,
which | know | 2held / made S called at very short notice
The ‘agenda / goal / thinking for this meeting s to find
WIEYE T0 Cut costs. We have one hour for this meeting 5o
Iet's start by *talking # focusing # thinking cn possible
new suppliers.

B: What about my request for more staff?

A: | understand your qficuiny £ concern / busiress but
thatismt on today’s *diary 7 papey ¢ agenda.

8.5 Informing of a decision

Match the sentences halves.
This is toinform you

Just o let you know that we
The final decision

In today’s meeting, we came
We thought that

We reathed

I'm weriting

iz a decision about padaaging design

2n agreement about the new pay structure,

to infarm you af the policy Changes,

of our decsion o Introduce New contracts

are having a meeting tamaerrow morning.

it was best to change the date of the interviews.
was to ask people to suggestideas far a logo.

5
1
i
3
a
5
&
7
a
b
T
d
B
f
3




) Additional material

Lesson 1.2 » 2B

Tall organisations huee iots.of management lavels,
There is generaly mone bureawcracy and decision-
making s showr and centralised in the top levels of the
higrarchy (top-down decsion-making). A criticism of
tall organsaticns i that they are slow o innovate
A I:I'E-F'Eﬁﬂrﬂ-lrthuﬁqmpdiﬁm I-Ipﬁn]qlrltlmm
are alin many oppartunities for promation. Lange
complex corporations with a led of sta¥f are typical
examples af tall arganisations.

Flat organisations are less hierarchical There are

Few levals of middle managamient. Decsion-miking

s mane decentralisad and therefore quicker, The

linees of mmmunlﬁmn babwesn slalf and senior
managers arg more direct and two-way (top-dawn

as wall as bottom-up). Flatter oganisations are said

to be mose creative and innowative However, with
fewar ranagerrent levals, there ar fowar chances of
promaticen. Managars can have more responsibilithes
and stress. Start-ups with fewer staff am typécal flat

a ! : e o, I

T g —
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Lesson 2. 3 > 10A

|
1 "r'-:lurtumpm,rls in rheutl,'r:m:re & 20-minute bus
ricle fram youir home. However, it now plans to move
oA nerwy Industrial estate over an hour away by car.
There ana ahways fraffic jamd getting them because
there are no public trandport links yet, Ak your
father/motherwhat you should da,
T —re——— = —

—

2 ‘You have moved 1o & new country to imerove your
language skillsand job prospects. You had no idea how
lonely you would feet after six months, Your colleagues
at work do not socialise oulsids the office and you
hawe found it hard to make friends ary other way i
Brcause your Moguage dkills are still guite basic.
Sheuld you just give up and go back to your country?
Talk to your flatmates abows what to da,

1
—_— 5 Ol =t

3 You have recenthy been promoted at work. The jobs
irnecshves managing staff, which you have never dane
befoee. Ak some senior managers for their top tips on
howr 1o marage staff - a lot of whom ase clder than you

———

—

Lesson1.5% 3A

Going to conferendce.

But may be late Friday

Cango Friday.

SOrTy.

Thanks far email re induction day
Denteet appeintment at 8,30 that day.
Frmonot free Thursday.

m " 8 B n A

»LEEC

Lesson 1.4 > 5A
Role cards

Read through the infarmation and prepare for the roleplay.
You can include any additional infarmation you want.

Student A

Visitor role (Scenario 1)
PROFESSIOMNAL

Mamea Use your own name
Jak: Sales assistant

Location; Australla - office in Sydney
Local manager. Bruce Mansen
Tirrse in Company: 7 monting
Length of visit: Oing week

| mumber of times
I Londan CInoe before
Project expenence;  Zeio

| PERSOMAL

| Background Crriginally frem Canada
Tramel: M wisited fifteen other countries
Studind: Atuniversity n Canada and

Australia

Weather back home:  Wonderful
Plans for the evenirg: Mo plans

r Host rale [Scenario 2)

Wekcome your guest to the meeting and make smadll talk
Eo puk your guest al ease. You can ask questions alxoun
your guests role in the company {o.g. jab title, location,
marager, experience], bow long hedshe is in town,
whethar he/she has been o your city before, whare ha/
she comes fram, travel, where hes/she stedied, the
weather and his/her plans for the evening.

Dbserver role [Scenario 3)

Observe the meeting and natice how the host and guest
make crnall take. What ardas do they perform well in?
Hin ccubd they improwa?

Lesson3.4 » 6B

Interviewers

1 Decide on the structure and working envirenment of
YOUr company. As the intenviewer, which parts af the
ok are your priorty?

2 Readthe aydicscript of the intendelss on page 147.
Think of four questions 5o ask the interviewes,
Include questions about thelr gualifications,
experionoe, attitude and perconal qualities. indude
bath open and closed questions.

3 Think about questiang the interviewes may ask yau
and hiowe yau will answer them: eg. How Big i the
cortpany Ix the work emdiranment faormal of dafaeml?
What are the working fiours?, et




Additional material Y|

Lesson 2.5 » 3A Lesson3.4 » GB

N ‘ [
== P . Interviewees i
Ce: H::ﬁ::mm | Laak 3t the job information and define your |
From: Tod Vesaly transferable skilks, in case you dor't have sverything
Subject:  Hoo Exhibedon gresew sporsaned by DEF Pt [ the campany is lonking for

| 2 Think of the questions the interviewer might ask and

Hi Kiran Prepase your answers: 2.4, think about your

Thanks for the invitz. I'm soery but | can't come an
£2nd Mowernber, Ul be gway that day,

But this event sounds great and my cofleague,
Mariss Shiedds, s intarested in coming instead of me.
Can you put her nams on the gusst list?

Chesars! Hepe If goes well
See wau soo0n!

Best

Ted Vesaly

Lesson 3.2 > 3

WHar Ao oo ke dlovng ot The meckands?

B voi Rave sy Troubie fudivg us ¥

Hanvie s evier Bege o prnall

g you profer working (napendently o 4 d Teamd

Are you pregared to work lend Hoars !

WHaT were your favoinrTe subjects of colleas!

giverify?

U yewr plaw 1o Mave childven in fhe sear futare?

Bo your prisfer Tod v cofice?

Teil ae abrourt # Increttfl profect you've

worked o

10 What i3 vour groctest pastion?

T BHats voor srogdeait actisvenisfr?

T tere did you 90 on holiday last yvear™

15 WS A9 o faow abput us [ our compame?

T4 WHo wits o menTor for vou at aniversity | in yoar
previous fobf

15 Wby Aon'f you cat weat?

16 V'l liie T konows whty you didn't inclaets any
reterehcet i your OV,

TF Com o give wz The phone sawiber of your
bert Friena?

TF G you tell we about 8 Tiwe wheh voo worked
well in & temu?

1T Bis'dl like 10 konow why you left vomr prewiou

ok

A0 I your were av awnad), sat kind of aitfme
il vour be7

LU I ST

Ly Ba =

R —— T

e e

T - =

exparience and qualifications, your transforable skills,
your parsonsl qualitiss, ete

3 Review the espressions and questions in Exenciss 5

Prepare three or four guestions to ask abaut the
organisation (o g its size, lecation, etc ), the working
enviranrment [s.g. if it is formal or informal), the job
{e.g. working hours, how performance is measured, etz )
and amy other mfcrmation you watld Bke to know

Lesson3.2 > 11A/E &lesson3.5) 1

SALES INTERNS
EED ED Fﬂl!

[ you have a degree in business studies
OF §ports education? Are you competitive?
Ase you looking for an internship with a
dynamic, international emplayer?

Az Surfing Technologies we need graduates who

are highly motivated, crganised and communicative,
You must b pregared to leam quickly abaut the
latest trends in surfing and you will ba resporsible
for selfing to key clients.

Surfing Technologies are besed in Sydney and we
v nmtmkmmrduhuﬁnnguurmu
mterns an axciting career in sabes with opponunities
fo travel around the werld. This pasition s for 3-5
manths. Mo previous experionce is reguived and
wirizing hours are flexille.

If you think yau have the necessary skifs and ars
passionate about surfing, please send your CY with
& covering letter to our Head of Recruitment at
hr@surftechrologias. au.

Sucoessful candidates will be callad for an interview.,
We wiould lowe to hear from youl

| o —




> Additional material

KREEEEL A0 58 BUSINESS WORKSHOPS
Aole cards

Read through the information and prepare for the roleplay. Kin, the representative of Bot-automation,
You can include any additional information you want, the Japanese supplier

Studant B ¥ou are tha supplier from Japan, You have quated
= an apprawmate fiqune of 6.4 million zloty for the
delivery and instaliation of three robote. Considaring
Observer role (Scenario 1) the size of your client’s warshouse. itwould be

much more efficient with four robors: e2ch robot
costs 2,1 millian zloty, aithough you are prepared to
negotiate a discount forthe after-sales servce for
this contract. The final price of the deal will depend
on the terms and conditions you negatiate,

Dfoserve the mesting and notice how the host and guest
ke small talk_\What areas do they perform well in?
How could they lmprovet

_-E——_-I:ﬂ-—-—-—-l.-—-=-——u_—!.

Visitor role (Scenario 2) 'I . !’l_!paﬁrut:me guestions o get to knaw your
[‘J‘E‘Iit =
PROFESSIONAL : ]

| examples of goad relationships with other clients

Job Vuorks in Human Respurnes, ndiefertals
bearm maember
Location: Garmany - Frankfurt office ¥ j:{EIMr the t:li:nt‘s[_?uuft'rm;snahuut payment and
. Wy berms: confirm it is 50 percent on signing
::ua.ilrna:mger. : et the cantract, and 50 percent on deliery :ndqn
o R AT Ot pear instaliation. During installation, two enginmers
Length of visit: Two werels adapt the system 1o the client's needs
.':‘:Sf;;f: o Mevar » Yo offer one installation pericsd as you find this is
: : | mare efficient for you and the custamar,
Frogact experiens; Zerg
BE [ = Yow weork with very reliable transportation
EERGONAL ) companies. If the robots are damaged in transit,
Bﬂﬂwnd: I:‘“E'“‘”'!I' from Gﬁm“’ﬁ' : YOUT COMpany (s f"pmﬁlblﬂfﬂfrﬁ}lﬁ'rﬂ
Trawel: Have visited two other countries damaged goodks.
Studied: Atuniversity in Switzerland I = Explain your guarantee terms, |e if there
Weather back home:  Very good is & rajar technical failure, youw will send
Plans far the evening:  Would like to 588 a musical maintenance wechnician to repair it within
0 — . 1 36 heurs. This work is outsourced to a robotics
y specialist in the clisnt's country,
r Host role (Scenario 3) » You provide hands-on training in English during

installation so that staff leam how to aperate the
rabate and hasic maintenance. Buf this cervice

is provided at an additional cost of 43,000 Haty
Thie training is normally done by twio specialist
engineers.

Welcome your guest to the meeting and make small talk
0 Pt your guest ab ease. You can ask questions about
YA BUEsts role i the company (e.g. jobr itle, location,
manager, experience], how long bedshe i in town,
whether he/fshe has been 1o your city before, whare
hasshe eomes fram, travel where hedshe sbudied, the
weathar and his/her plans for the avening.

- o = —
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/—*\ Mutberry'sis one of the main
Mulberry's 7 piayers inthe uwin 15
percent market share, it has
1,370 grocery stores inchading 760 convenience stores, In
recent paars it has suffered a decling In sales and its markey
share has fallen due to competition from the dscount
superrmnarkets,
In thie last deécade the chain irvested haavily in building
'big bow” outlets away from town centres selling

everything from cothes to electronic goods. Anaksis

argise that the chain needs ta focus on its core business
ang edl off other businesses, such as in-stare cafés, The
chain sedf-sendoe checkouts heve cut stalf costs, Hs
online shopping service only makes 1g on every pound
because of delivery costs on its minimum order of £25. 1
stocks 25 000 product ranges including 1,500 own-brand
products, which keeps distribution costs high and
drwhalms customers. According to Kantar Retail, the
average househodd buys only 400 products a year, with
fust 27 items in their weekly shog
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Lesson 4.2 3 10
sample PEST analysis

Intraduction

Lagartijo & a small Spanish-based comparmy fourded in
2006, B produces handmade keather bags, shoes and
accassories and sells these in high-street shops, The
preducts are made with Spanish leather bue manufactured
n Indonesia, which has cheaper labour costs, and then
the finghed preducts ane imported back to Spain,
Lagartio also imponts produects made with fane animal
leather. such as thoes, bags and belts made from python
and alligator skin,

Political factars

."-||]n|n ant! Indopesia
a6 trade

Economic factors

Spin has a minonty
rght g govEmimeEn

Social factors

prepated o poy
reasonaliy priced naihies
arals

By outicurcing manufactuing 1o indanesia, Lagartijo has
been able to keep oosts low while at the same time
producing high-gualty leather goads. 1t is dearly missing
an opportunity ta sell its goods online both in Spain and
1o cther countries which value Spanish leather goads as
el a3 sy produds made from more exobe animals
Honwewar, Heere s a threat that consenation mavemenis
may begin campaigring against the use oof prt i dined
ailigator sking, which would affect Lagartijo’s business, To
redhuce the risk, the company needs i find out if there is a
conservation problem about using these tiins and dacide

whattihar it wants to continue with these pradurt linec

&

Lesson 7.5 » 3B

ditmatien.on fross-caftural fedwms
JEa AT ST Bl = pr8fects delased [ anizaderstanatiina
-

SuadestiAdvise

gt fecaback from eich Tegns Measbey
ssre frdining

artande iesfIng wrri stols oy
SASVE tacliter] 10 STer Togans

Recimpenaarion

Lessan 5.4 > GB

| ATAX (Seller)
ATAX has had a vary successful year and is planning to
produce more coats (40 percent rane nexd pear), and i
opening a new factory in southern Turkey LALIRA is an
impaortant customes for you, You see the potential for
medium- 1o long-term cooperation, 56 You want to sign
a new contract far next year,

o e five areas to negotiate, with different aptions |
in each anea:

= number of coats [units] » aumber of colowrs
*number of designs « lavel of discount « tarms of papment. |
Each area has a number of associated points. IFyou

scevret ower 15 points, Wou win a personad €5,000 bonus:

= |Comments  Paints |
| Number of coats
| 2,000 | want to sell maximurn | 4
3..11"3' _| number possible : '
 500rmore | -
Hl.lmhirnf eolours
;3 Lﬁnhr-: colours means 'E
! igher production costs, |,
i 20 a lower number & 4‘
10 or more better N '
Hl.lmhl‘nfdﬂgns i |
|3 Mare designs means | & |
g | higher production costs, | o
o1 50 @ lOWer nurniber is .
| 10 pr more | better, |2 ;
““‘?F'_"_'— .
| 15% | ¥ou are grawing. soycl | 6
ey ' hawmneﬂexghulm,-nn ! £
— Fﬂ'lﬁ'. pE S
25% _ i
Terrlmfpal.l'nmt o
30 days o I'-lanagmg cashflowls |7
below rtant, soyou prefer |
tn AVE LpEE I e
45-g0rays | S ERRFRESCh A (g |
| Phoukitidsye ==} |
Don't forget n the process and whe what |
inthe negntl.\d':: 455 Eid !
Lesson8.2 » 1

A the process of gradually becoming bigoer, better,
strofger or mare advancad

b someane’s general atmitude, and the way in which
they think about things and make decisions

€ determination to do something that you have
decided to do, even if this is difficult

d careful thowght, or an idea or opinion based on this

e the ability to understand other people’s feelings and
protriems

P the things that a person or animal does
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Doyou hawve a degree in media? Are you very competitive

and looking far 2 fast-paced job working with a small
highly maotivated t2am? Then vou might be the person
MoiMed|a & inoking Tar

We want someong who is very ambitious, has expelient
cemmunicatiee skills and is caresr-foosed. Intensive
traming is given by aur Senior Sales Executive so an

BUSINESS WORKSHOP 5 » 50

Tadeusz (Ted), Company Director of Meble 808

The Japenese supplier has quoted a figure of 6.4
millian zloty for the delivery and instailation of
three robots, A fourth robot will cost an additienal
21 million zlaty but your maximum budgetis 7.7
million zloty. As Company Director you don't think
afourth robat is necessary for now. The final price
of the deal will depend an the terms and conditions

aiility bo ledrn quickly i wial,
The job irvolves sourcing and developing new client
relationships, initially by cold-calling, w0 good tefephone robotics technology,

tkills ane necessary &nd the hours are flewibie. » Ask the supplier for axamples of client satisfaction
IF you think this &5 you, send a CV e or referrals.

matcslaterg Molhedia.com « Check payment and detivery terms, o.g, they have

- S— = m——

= guated 50 percent on signing the contract, #d 50

Y4 Negoriate. You alse have to consider the costs af
ralning existing staff o hiring new staff 10 use the

W pencent on delivery, You prefer pot to pay the final
To: Marc: Sl 50 percent until after a trial period of six months.
From: Tirm Warihy- + Check how the robots will be transparted. Thay
Subject:  Re:

E must not be damaged in transat. i they ane
darmaged, or parts are damaged, the item has to
be replaced mmediately,

= sk abiout guarantee terms, &g, if the automated
system breaks down, you want the supplier to

_ send amaintznance engineer Lo repair it within
I ike taltking on the phone and working flexible hours,

24 hours.
My friends tall me it | d at selling th o
60 1k 1] B GOt SRR IO wranllng g « Check the terms for training and after-sales

service. You want free mantenance to be
prowadid in the first two years, Training should be

Bye given in Polish.
T Woerthy

Daar Mr Slater
I'm writing about your job, | atiach my CY.

I've got - cegree in media and need 1o find a job as
quichly as poasible

ook farwarsd to warking with wou

Lesson 4.5 » 38 BUSINESS WORKSHOP1 » 7

Protilem Reason Result EEENENEHF myse=—ana o
CLEtmET (1lean't contact | customerscancel o fin Jyhose
2 x From: Angeq Martingz
complaints Eufs;ﬁm:; |rdace | Contracts Subloct  Hob-geshing® paicy
(21 staff rude and Het-desking was intreduced & wear ago when wa
i unh!tp_l'j_l_l_ I moved inbo the new headguarbens as 2 way to
shones nat raw material replace handsets maki: mare flaticle use of workspace. It has had a
umnlisr posiivg affact and sncoursges new relationships
wiorking supplie
—“m‘m —] r;nﬁrml.l oY e R end connections. Howevar, ere are 8 lew issus:
5|znr'u|:nl=EI ; masts i EED%ZE:r:aﬁ 1 hany peaple can teel really strongly about
e — vhare they it and az a result, most of aur hot

desks are informally allscaied to the same
Irtviclual on cartain days af the weeh

2 The prganisationa! hierarchy 15 flactad in whao
Lesson 5.5 ) 3A nlways gets the best desks. This can cause

= 7 resamimant among staff who feel less valued,

. Derails Drgpminnad
. = 3 Paople tend to leave pEraonal possessins
late payments mont seendue iRediare arcund on these desks
' _ | papmeitc o 4 There iz a rush every merming for tha best
damaged goods | TEMAMINg Spots.
wrunggnud; | srcafritiand we mtroduce a few principdes that
. Can mErove our currenl hot-gesking procadures,
invoice incorrect i _ _
inferior quality | o wasp of saving office space ond reducing costs, Staff
N T T MMMeran.LEEH auzilahle desk when they
late deliveries e warking in The office,

31304
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Hi s

v sl gt your emsl about the supplier probsem,
Have vou fried talk to Salvades Graca, the boss,
abiout tha delivery problems? Yoo swghl speak to him
immediately, Howsaver, make sure that you aren't foo
direct about the business. He'll probably will &5k
anpat general things first Ha'll think wour rude i you
start with the business chat immadiately.

Untortunately, unless th problam confinges, yau will
hava to find & new supphier. We don't afford to delay
producticn any e, You'd better to start oking far
dltarpative suppliers i you can't speak 1o Selvadios,

T TR I N ——

Lesson 5.4 » 6B
LAURA (Buyer)

ATAX s an important suppher forvou, The products are
eenerally popular, and vou believe you can sell moss iF
wou have more calours and designs. You have flve areas
to negotiate, with diffarent options ineach area;

« numiber of coats {units] » number of colows

* rumber of desigrs - level of discount = tenms of paymert.
Each area has a number of assaciated points. fyou
score over 24 points, you win & persanal €5000 bonus.

[Hnmﬂﬂmﬂim“ ] _l-_‘

| 2000-2500 | Youwanta siight
1 Eﬂ:l 3500 increase on Last year, 5

”95‘..‘!‘29"" | 4
* Number of colours
|3 ; :*memrsrneam f
! etter oppartunity, e
. — 50 a higher numberis B
i_ﬂi_ﬁlrmure i better, |_'.i"
| Mumber of designs
[3 More designs means | 2
|5 | better sates opportonity, "“ﬁ —
—— saahigher nsmberis  F5
Sormore | peere '
S =
! 15% 'If'.;mhawmds ns (7
BTN andl edours, you can
Iﬂ%. R ﬂ.’?du.lnﬂl]nl:ﬂ' ﬁ |
A% orabove | e
| Terme of payment
|30 days or below | Hanilﬁng cash flowis | 3 |
| 4Sdays reant, so you prefar [T
- slower payment !
ED Ifﬂ'r! nrah-cru'e uf":'m;m;.g- B _
ﬂ-ﬂﬂhl‘gﬂm rll:hep'-u{e:urul wikio zave what
in the negati
P =

M

T

Lesson 8.5 » 1A
RN

Hi lose

Soery you missad this morming’s sales departrnen
rieelmg. Just 1o let you knes! what was decidec
Firstiy, wa all agread thet Syivie du Martin showid
chair ihe Imermatisnal Zales Managsrs’ meeting
FIEl‘t manth We thought she was the best paran
ar this

Ragerding better communization batwean

Production and Sakes, we couldn't agres about

regular faint meetings, 'm afraid. It seems |
Produstion will confinue o complain that we give

out the wrong mfarmsation, or acoept ordars that

are oo large.

Firally, wa'va arranged & sovsl evant for Friday
avening nex; wesk Decause we thought it was a
good ides b fry and sort out a few problems
irfarmally if we could.

BUSINESS WORKSHOP7 » &
Student B

2 Directness vs. indirectness

Being direct ks 2 concept that is often admired

in cuitures sach as the LUSA and parts of Europe,
Dt not necessarily in the UK. Being polite means
different things to different cultures. Baing
courteows ang indwect is @ characteristac of many
Aglan cultures. In China and Japan, fior example,
pesple find it veny difficult to say 'ne’ as thisweuld
offend the ather person, in their eyes, sspedally
whenspeaking toa person in autharity, On the
other hand, American, Spansh, German and Polish
speakers might appear very direct, even rude to
Asians, The tancept of being Bridirect can therefone
causefriction in business Remember, not evenyone
Dedieves you should ‘say what you mean’, In
practicai terms, it & abways good Dusiness practice
tocheck and confirm what wou have undersiood 1o
avord ambiguity and misunderstandings, especially
concerning delivery dates, or terms and conditions
of contracts.

3 Individualism ve. collectivism

The concept of the individual is very strong in
Angio=American cuitures, whensas other cultueres
believe what the toflective’, or graup, thinks or
daes, 5 more impartant than an individual’s apinion
I the husiness world, the idea of team-building,

for example. is highly ualued, whisre the ‘tollective’
works together as & team with common goals.
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Amalia Attwood-Azinheira's CV

Profile

+ Anexparienced Marketing and PR professianal

+ A oreative team player wheo's highly skilled at
praoblem=saking

» Excellent written carmmunicaticn and language
skills

Employment History

Jan J0V4-present Communications department of
& coffee shog chain

My duties inclide writing pramational cogy dand press
refeqses, working with the Communications tesm in ol
camemicalions for bath socal media and the
traditanal gres,

2012-2014 Assistant Store Manager (part-tirme) of

an internationsl coffers shop chaln

Ay responsibilives included the ollowing:

« Monaging the diy-to-day food and beverage
operaniang

» Erminng all custorrters ane prowvided with excedent
REFiCE

» Ordening supplies, nventary control and
redationships with supstien

v CigariEing, Maining and motbating stalf

+ Agsisting the Geners! Manager

2007-2012 Hotel receplionist, working for an
astablished hotwed chain in Lisbes, Paris and London.

DO06-2007 Trawelled abroad

Education and Qualifications
2012-2074 M&in Communications and Publi
Fetartions

2002-2006 BEA Degree in Marketing, Ursversity
of Landon

2000-2002 A-ewels® in French, Spanish,
Fortuguese and Business Studies, Wandsworth Sixth
Form Collega, Londan

Computer skills
| am famdiar with miost office software packages,

Interests
Cinema, classical music, reading, hiking and vaga

Additional nfermation
I havi a clean driving licence,

Refersas: avallzble on request

T

* A bewelac puldic exars that students rake in England and HH.H-

@mmrm-;éiﬂ?-m:

Employers are enticing staff with
informal werkspaces

In Poland today leading companies, competing for
the most talented smployaes, want 1o altract and
retain their staff with work ensironmendts a cut
ahove traditional offices

Pany Polish millennials - thase born in the 1980s
and 19905 - like their counterparts in ather
European countries, are adopting a different
-EIFIFII'ﬂal.'h o thsir careers, Tl'vn.lalIl wale teamwark and
Creativity amd are neat used o strict hisrarchical
management. A small but growing nomber of affice
develspars are attempting 1o capture this sparit,

The bess formal appecach te workplace dieEign, mow
cammon among high-tech companias in tha LISA
15 & new phencmenan iy Centeal and Eastem
Eurcgpe. Companies thane are now mimicking
Goagle and Facebook. Their offices include aress
designed for diferent types of work, such as
creative spaces with walls for writing notes; silence
bowes', where people can concentrate in peace, as
wietl a5 relaxation rooms with games conscles and
pacious kitchens with full fridges

The cffice has to support creativity, conversations
and teamwork. Companies have naticed that their
workers are much more efficlent if no one imposes
where they have ta work

Last yaar KPMG moved its offices o the brand new
Gdanski Business Centre. KPMGSE websile stated
that the move was 'not only a change of address but
alsa a step farward in thinking about the compary
as & workplace, Indeed, its Warsaw emplayess brag
about having new spacious kitchens, moadern
conference rooms and 3 large roofop terrace

Standard facilities in modem office blacks toaday in
Warsaw include restaurants, hotel-like lounges in
the reception, opcle racks and showers. The nisw
Warsaw Spire, the secand talles: building in the
Pofish capital, offers renters not ondy 100,000 =g
metres of office space but akso a preen area with
pards, an amphitheate, art galleries and cafés,
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18th November
Re: Application for Social Media Manager position
Dear SinMadam,

| am writing to apply for the position of Secial Media Manager at Media Solutions, as advertised on yaur website,

| believe | would be a feal asset to your company: | have & degres in marketing and an Ma In Communication and
Pl In addition, | have worked in  vaniety of sactoes, from the hatel industry to telacommunications. ' eurrently
wiorking im the Communications department of a well-known coffee chain,

| consider rrysell to be reliable, flsxible and | have excsllent communication and language skills. | speak
Portuguese, as wall as Spanih and French and | am currently learming Chinede,

Please find a copy of iy videa OV anclosed.
F ook fonward 1o bearing from you with regard 1o 3 pessibie interview,

Regards

Amalia Attwood-Azinheira
P B m et TN
Fram: birtebamseniDyahoo com L4 From:  cindycasigrmail com
Subject: oo 2 Looal H-HiiMlm&Er F Subjecl: Sooal Media Marager post | g MOV | E

Hil

by e b2 Birte, and i'd lowe to work for
mrdilir dafudiong e wen wour web ard i
bk really mtersting, i'm a ‘peophe person®
i lpve sowial media and spend all my time
duing it. ' nol onfy socable, but ako rmally
craative and Id get on weall vith all the team
and the cients. My english teacker shagys
said | \was great at writing sogies, <o fm sure
wilting repoets won't be a prablem, Alo, |
I all kirwds of team sposts and fmea
rartial arts expert. See my video! | 165 a bit
lamgar thar a minube - sormy _.

Lowking fxrwand te hedrr ng from you soon,
Birte Bernden

[ﬂJ n 1.2MBE

BUSINESS WORKSHOP 4 > 1/
Student B
White's Is an upmarket retailer
with 350 stars and online
deliverny it hes langely ignared

—

the price war batwean the major players and discount
retailers, Instead of competing on price, it differentiates
itzalf by offering premium food, specialist products and
well-staffect stores. The retailer, with a strong reputation
for ot compromising on quality, had i best results ever
last quizrter by capturing 5 percent of the UK gracery
markel. Many consumers go to the discount supermarkets

To whom it may concerm

| would welcame the coportunity of working for your
company as & Secial Media Manager: | have racently
campleted & degree in businass administration anhd
have werled as an intern in the marketing department
far local govarmmant

Currantly, I"mowoerleng a5 & Custormer Service Manzger
ir & call ceevtra. This is 2 chafenging position & 1am
fespansible for a large team, afthough | enjoy dealing
with people and problem-solving on & dally bass,

Ir adddicr, | have always kept up-te-date with curment
social media frends Please find atfached my video CV
whare | descrba my Key guadities and skills. 1. am
confident thai rry SHIlS will prowe wsetul for this post

| would vary much appreciale the cpporfundy of an
irterview tofind Sut mare aboat the posstion and
damonstrate how | can b of valus to your COMpany,

Bast regards
Crdy Cagira

foor the essentials, such as tinned goods and cleaning
prodicts, and White’ for fresh and orgenic producs,
espacially meat. White's also has a range of gourmet
maals-to-go which are populas with busy customers who
dan’t want to eat out and want to reat themseles
Although they alresdy stock over 10,000 peoducts, the
store nieeds to keep innovating with it own brand
products to meat the changing preferences of demanding
consumers. its largar supermarkets are not & prafitable
as its corvenience stones.
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Cindy Castro’s CV

PERSCMAL SUMMARY

A alented, well-organised and strong pesformer who has a prowven rack record of acheewng excellent resuls.
I arn passionans about reisng standards and am commimed tofurthering my professional develepment in an
organisstion that can provide md the appo rtanity to develop my skils and knowledge in sodal meda,

WORK EXPERIENCE

April 2017 to pressnt
My respongibilities ndude:

= rranaging 3 large Learn

* problem-sobing and dealing with difficelt customers
* coffiMuncating management directives 1o tafl
* eniiring excellent results, acoording to monthly targets

Internship m markedng for the Department of Transport in locsl gevernment
i the Phiippines — thes was & sis-month positon

Jully to December 2016

INT4=2018
2002-2010 4

SPECIAL INTERESTS

Custamar Service Manager in acall centre for & national telecom company,

Diegree n Business Admiristration, Hamburg Business School, Germany — this induded
a ore-year Crasmus exchange programime with the Universry of Copenhagen

Irpernationdl Baccalaureate®, Santo Tomas Schoal, Mania, the Philippines

* Captain of the women's hodey taam at wniversty
* | =ing and play lead puetsr in a local rogk: band

* Dwon an award foe public speaking while sndying for the Interratonal Baccalzureats.

Contact information

Emil: cindycasifigmal.com  Mobie phone number; +49 40 706 822

| “Iesernations! Baccalaursate: nssmational schoal-leaving certificate fat sudants take when they are 1718

Lesson 6.5 » 1A

Business adwice for entrepreneurs

Gearge Johnson givas entreprensurs advice abaut setting up
# business and says it is different for everyone. His first point is
that they must believe passionately in their produwct or service
and lowe itor they won't be able to sellit. After that, the first
thing they should do is conduct extenshe market research and
listen ta feedback. He also says that gond planning is vital,
especially time management. and that this plan should act
“&s a map for the business. The best plece of advice someone
gave hirm was to be open to advice but to remember that not
alt advica is helpful and that he should ignore any advice that
doein’t feel right. However, entrepreneurs should be ready to
ack for advice when they need it Anather important thing s
1o manage their finances carefully so that they know exactly
what their money is doing and this becomes even more
impertant as the company and the amounts of money get

130

bigger Since he hat worked with retailers, George knows that
it's wery impartant for entrepreneurs ta value their product
and not to sell it to retailers at prices which are too low. Thay
ned 10 know exactly what i the best unit price for thamselves
and keep 1o it But without customers 3 compary is nothing,

s0 developing custamer relations is very important because
wirthout customers a business will fail. Another thing which

is impartant (o rememiber is that it can be frightening when

an entrepeeneur suddenty discovers that he s aleader and is
managang & tommpany, His advice is o leam 1a trust key people
and 10 delegate work appropriatedy. This is hard for someone
who has bee responsble for everything. Finally, it's important
to know hw hard it is to sucoeed and that they will prabably
work harder than they have ewerwaorked
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Student C

Tony, the representative of Novarobat, the
Singaporean supplier

You are the supplier from Singapare. You have
quated an approximate figure of 6.4 million zlaty
for the delivery and installation of three robots.
Considering the size of your client’s warehouse, it
will be much mere efficient with four robots: each
rabat costs 2.1 milllon 2loty, although you are
prepared to negotiate the prica of the fourth one
for this contract But the final price of the deal will
depend on the terms and condizions you negatiate.

+ Prepare stime questhons 1o gat to know your
client better.

+  Explain why they should buy from you, Give
examples of good relationships with ather clients
and referrals.

+  Answer the client’s questiors about payment and
daliery tarms: confirm itis 20 percent on signing
the contract, 30 percent on delhvery and 50
parcent on final installation. During installation,
an engineer adapts the systerm o the client’s
needs.

« Youoffer b instaliation periods as this allows
e fexbility for the clisnt

+ P the rabots are damaged in transit, your
comparty i responsible for replacing or repairing
damaged goods. However, the goods must be
unlaaded with care.

+  Explain your guarantee terms, e, if there isa
mngor technical fallure, you will send a locally
sourced malntenance technician to repair it
wiithin 43 hours

« Yo prowide traning n English during instaliation
sa that staff learn how to operate the robats and
basic maintenznca This service is provided at
an additional cost of 21000 zlaty. The trainng
is dane by @ specialist enginger. You expect the

4 Linear-active, Midti-sctivie ar Reactive culturnes

Aceording te cross-culturab espert, Richard Lawis®,
Italians, Spaniards, Latin Americans and Arabs
are ‘multi-active’. They are generally talkative
and ey 3d do many things 3t the same time.
Theese cultures are knawn a5 palychronic’. In
contrast, e Germans and Anglo-American, ae
“finear-activie, meaning they have a lingar wsian
af time and action, They like to plan and organise
and do one thing at a time = they think this way
they are more efficient. These cultures are called
‘monochranic’. Beactive’ culturas are those that
walise respect and mourtesy, 25 reflectad inmost
Asian cultures Reactive cultures preter to listen
rather than talk, and take their time to consider
proposals carefully.

& Amthority and hisranchy

Behaviour regading authority can mean that

in Ching the mast important or senior person i
treated with a great deal of respect, while Anglo-
American countries and the ¥etherlands tend

ter bie ess Formal with people in autharity. These
cultures will also have companies with flatier
and less Merarchical organisationzl structures.
Hevertheless, we've found it depends on the
sectpr, 50 an T company anywhera in th world
will usually have aless formal culture than say, @
trank or financial instituoon

If wou bear in mind thesa five areas and remember
theway wa oo things in our culture isnt the onky
way, you will connect with other cultures more
successfully when doing business around the glabe.

* Richerd 0. Lewis, cnoss- caltural comminication conzoltast

campany b2 provide their own mterpreiern, it MY ExfN ks EE8e ARG b

Lesson 2.1 9A
s In yaur anabysis of the adver tiserment, firstcescribe the

Lesson 8.5 » 3B

product and the advertisernert. Which marketing channels Decisions from Monday's sales meeting
are used? e.g. print, TV, online, product placement, celebrity Poinit discassed Decision
endarsement fwith 2 famous person promoting the brand). B AP

» Describe the advertising tampaign In mode detal. Think Rt selosidioie ﬁﬂ@;}eﬂfrﬂﬁhﬂ
about these questions: How often does the lego appear? | YWy ¢
wWhat is the slogan? Who is the target market? 15 the replacement \eam [eader John Hedges - previously
praduct part of the brand's core business, or an example of far national sates reganal team leader -

_ brand strerching? 2 Wears

» When you compare your analysis with another pair ey sabes staff Lack of coRtact training company
describe your parsanal emorianal response to the advert training irmmedately to arrange
and the findings from your class survey - ok T

« Remember ta say why you think the advertisemants are | coreytes da i ich: S
effective or ineffective. Ase your classmates 2 pozsible confarence venue | Plaza Hotel or Grand Moon

target market? Did people respand emotionally to the —_ I —
advert? How was the gdvertising campaign memerable?




~ D Additionat material

BUSINESS WORKSHOP 7 &> 2

Student A

BUSINESS WORKSHOPS > 51

Anna, Logistics Manager of Meble BDE

The Singaposean suppdier has quated a figure of
&4 million Hoty for the defiveny and installatian of
three robats. & fourth robot will cost an additional
&1 million oty but your makimum budget s 7.7
millan tloty. &s Logistics Manager, you think s
faurth rabat will be a very good investment. The
final price of the deal will depend on the terms and
canditions you regatiate. ¥ou alsa have to consider
the costs of training existing staff orhiring new
staff 1o use the robotics technolagy,

¢+ Ak the supplier for examples of client
satistaction or referrals.

Check payment and delvery terms, e.g. they
have quoted 20 percent on signing tha contract,
and 30 percent on delivery. You prefer not to pay
The Minal 3G percent untd after a oial period of
six months.

ChiaCk Tdwr the robots will be transported. They
st not be damaged in transit, If they are
darnaged, or parts are damaged, the item has 1o
be replaced immediately.

1 Time

Cifferant cultwres have different attitsdes to time. In
Counries such as Germany and Switzariand, people
like b e punctual o the minute and wadll often
dedicate specific speaking times in meetings. Certain
culturesview time astinear, for example, in Germany,
Switzerland, Scandinavia, the UK, the United States
and the Netherdands. in Dutch there is the provert:
Stay a while, lose a mile’. The idea is not to waste
time. Howewer, in Southern Ewrape, Latin Americz and
the Middle Ezst, relatinnships and the event are what
count, and schedules are less relevant. Teme is flexible
because of the business redationship. Althoughit's :
good to be punctual for business meetings, be aware

that meetings might start late and/or aver-runin
cultures with a fiexible attitude 1o time.

In mast Asizn countries, peopie see time as oyclical, as

with the life-death cycle. This opclical, or circular and .
repetitive, waw of time affects the way peaple make

business decisions and may causa conflict in business

communication. Westerners, for irstance, often want

tomake a quick decsion, Asians, honvever, always .
thinklong term: opgartunities and risks need to be

assessed carefully, and they need to consider what

has happened in the past We cannot assume business

decisions inother fultures will be made inthe came 1
Wiy as inour culture. As any person working insales

will tell you, in order 1o strike a deal, we need to make

a tonnection.

Ask 30Ul guarantes terms, e.q. If the Jutomated
Syatem breaks down, vou want thesupplier i
seridd a maintenance enginesr o repair it within
2 baurs
Check the terms for training and after-saies
servie, You want free maimtenance to be
prowided in the first two years. Training should

e glven in Palish.

BUSINESS WORKSHOP 3 » o1

v S A
Amalia |'{ Birte Cindy
The candidate had relevant I | The Head of Communications When the company checked
qualifications, spoke several at Media Solutions wanted to Cinay's social media profile, thay
languages, demonstrated good hire Birte because she was very found she wrate a reqular blog
writing skills and showed a persanable, enthusiassic and about marketing and PR trends
pession for social media; they came across well in the videg CV She has now been hired. Why do
found she posted phocos and and the intensien. Howewer, The you think thatis?

artickes on social media sites every
day. Unfortunately Amalia was
nervous in both the wideo OV and
the interaew. 5o beth the Head

of Cammunicatons and the HR
Manager thowght she would be
better suited toa different kind
of position in the company. They
wiere worried she would not come
across well when communicating
face to Tace with clients. The HR
Manager has kept her O on file
i case a more suitable position
comes w inthe near future,

HE Manager thowght her writing
was awful, that she would have
difficutty when writing reparts and
atso thoughtsoma of the team
would find her 2 little irritating

In addition, they losked into her
social media profile and found she
had prated some inappropriate
videosand posts abowt her
personal life. Birte has since
pecome a very dsccessful personal
trainer and YouTuber witha hegs
fan base,

> 1364




Additional material p|

Lesson 1.4 » 5A
Role cards

Read through the infarmation and prepare fior the roleplay.
¥ou can include any additional information you want
Student C

Host role (Scenario 1)

Welcome your gues to the mesting and maks small fak
10Ul yeur guest gt ease, You can ask guestions about
oL ﬂl,.lll-l.‘l":r. raba in the company I:I_E;. _ini: trthe, lecation
managar, skperience), how long ha/she is in toawn,
whiether ha/she has been to your city befora, whene
hua/fsha conpes fram, trawel, where he'sha studied. tha
weather and his'her plans for the evering.

Observer role (Scenario 2)

Dbsarve the meeting and nofice how the hast and guedt
miake srmall talk. What areas do they perform well in?
How could they imprave?

Visitor role (Scenario 3)
PROFESSIONAL '
g =T LS LT AT MATE '
Jok Financial officer
Location: Canada - office in Tomnig
Local manager: Paiilene jones
Time in compary, Mine months
Lergth of wisi Six days
Mumbser of trnes
in Lordion; Mever
Project expensence:  Gme small progect ab university
PERSOMNAL
Background; Criginally from San Franckon, US4
Tramal: Hawe visited three other countries
Stuclied; At university inthe LA
Weathar back horme: Cobd at the moment
Plans for the evening:  Wants 10 go to see a socer
game in Lendon

BUSINESS WORKSHOP 4 » 4/
Student €

i CRLC is a beading discount supermarkat
m chain with 650 stores in the UK. itselis 2
yery mited ange of items - under 800
miostly packaged prodects - and offers
e services, such as home defvery or online shopping.
Farthe first tirne ever the company gained a & percent
share of the grocery market last year and sales reached a

recard £7.7 bilfion. However, profits fell as the price war ate
into the retailer's profit margine, its strategy is to sacrifice

BUSINESS WORKSHOP3 & 14
Student A and B

Birte Bernsen's CV

pirtebernsendvanon.com
Ekype nanei birce,Dernsen

I have just completed a degree in

marksting end =vrent managemsnt,
specializsing in adwertiging ewvents
ard consumer anaiysis. T am an
enthusiascic team player with
gxcallant ceomunication and
leadership skills. 1 enlny working
with cthers and am always ready to
taks on new challenges. I am locoking
for the chance to work for a dynamic
intarnational organisacicn.

» Tamkwonds instructoc for children
aged 3-12

s EonlEsr Ofn a2 summer Campy
cesponsible: Eor organising sports and
other sctivities for children.

+ Yolunteer work £or & charicy thac
provides help [or pecple with sating
digarders.

]

2014-2018 BA Degres in Macketbing with
Event Wapagemsnt, University of
Copeohagen

2011-2013 Echaol-leaving Cerclficare

Social media (I srite my own blogh,
martial acts, black belt in
Taekwonda, sports ‘and health, dancing
Lindy Hop apd travelling.

choet-term profit marging in order ta gain a bigger market
chare. Analsts believe CACS cheapest price guaranteed
strategy will not allow it to grow in the future,

A racent survey of S0000 custarmers revealed general
dissatisfaction with plder stane design, sipnage, lighting,
cleanliness, cramped aishes and check-out areas, Customers
alsowant mare fresh food options which would imalve
investment in chilled space,

21T
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[Video ALT 2.1.1]

P = Presenter MLF = Martha Lane Fox

M1 =Man1 JA =Jo Amess E1 = Expert 1

E2 = Expert 2 AP = Alex Polizzi

JB = Julia Braime M2 = Man 2

P: Marketing is vital to any business — large or
small, old or new. Companies need to build brands,
promote their products or services and drive sales.
Traditional marketing, like television advertising, is
very expensive. The digital media, however, offer
cheaper alternatives. Using the power of the
internet and social media to build and support

a brand can be very effective.

Martha Lane Fox founded a successful international
online business which she later sold for hundreds of
millions of dollars.

MLF: You can build your own website much
cheaper than you could have done when we were
starting out. You can build a transactional website
much more cheaply. Other things that interest me is
the kind of niche areas that are now being formed.
You know, people can connect either through social
networks or other mechanisms, and you can maybe
tap into markets that before seemed pretty
specialised but that you can find people from your
own country or from around the world that are
interested in the same things as you, and that’s,

| think, one of the big trends.

P: Using social media for marketing is a good
strategy for start-ups with small budgets.

M1: You can take your idea, you can create

a Facebook page, you can even create a video

and put it on youtube, and then see if it sparks, if

it catches people’s imagination. Let that run for

a few months and then you can decide whether

or not to invest your life savings.

P: Jo has started an events business. She
wants to build a brand that will attract high-end
corporate and wedding business. She needs

a website that will develop and promote her brand.
She is seeking help from digital marketing experts.
E1: We're going to run through some questions
and some of them are quite difficult to answer, but

| just want to really try and do your best to answer
them. ‘What is our vision?’ ‘What do we want to
achieve?’ Nike’s vision in the 60s was ‘To crush
Adidas’, amazingly. Nike’s vision today is a little bit
more sobering: ‘To bring inspiration and innovation
to every athlete in the world.” And it’s just interesting
to get your perception on this.

JA: When people walk in that door, they need to
justgo ...

E1: ... ‘Wow'. Exactly, it's creating this ‘wow’
moment, that’s what your brand is all about.

P: Next, they focus on the website.

© Pearson Education 2018
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E2: If you imagine someone coming onto your
website, straightaway you need to be able to let
them know what your business is about, and | don't
think currently what you’ve got there directs that.
P: After a few weeks of hard work the new
website is ready.

AP: This website is now live from today.
‘Enhancing visions with luxury.” You did that!

JA: I'm overwhelmed and speechless.

AP: What strikes me about all these images

is that they are both on trend and they have

a timeless quality.

P: The new website attracts attention. Jo is
contacted by Julia, an influential blogger who
targets the wedding market. The blog has 60,000
followers. It could be another successful marketing
channel for her business.

JA: We're events stylists. ‘Lusso’ is Italian for
‘luxury’.

JB: Soit's a prestige brand that you're looking
to build.

JA: We are.

JB: I can tell by looking at this you've really
looked at trends, but you haven't just followed the
trends, which | think’s really important. There’'s new
staff here that | haven'’t seen before.

P: Julia is clearly impressed. She makes an
offer to Jo.

JB: We’'re really interested in featuring these for
you. And I'd love to as well speak to you about
maybe becoming a features supplier as well as this
looks ... looks excellent.

P: Jo’s brand now has an effective presence
on her website and on social media. Before long,
she sees a growth in her business.

Digital marketing channels are easy to access

and often very cost-effective. But the basic rules
of marketing are the same whether a business
chooses traditional or digital channels to sell its
products.

M2: You need to understand what you’re selling,
is it marketable, who’s my audience that I'm
marketing to, you need to build that USP, that
unique selling point that differentiates you from
other people that sell something. And figuring that
out is, it’s classic skills, but you're using a different
way of doing it, the internet, it's a different channel,
different method.

P: Despite the rapid growth in digital marketing,
traditional channels remain strong. The challenge
for businesses is to choose the channel, or
channels, that reach their target markets most
effectively.



[Video ALT 6.1.1]

P = Presenter RR = Richard Reed Lo = Louise
G =Gerry Le =Lee

P: Many young people dream of founding

a start-up, but just because they have an idea, it
doesn't make them the next Facebook. In this film,
we're going to meet two young entrepreneurs who
have got an idea and some capital and are trying
to build a business from nothing.

Businessman Richard Reed is visiting to look for
an investment opportunity. One idea has caught
his eye — a social media marketplace for cycling
enthusiasts.

RR: A lot of people have told me I've got to go
and see you, guys.

Lo: Oh, really?

RR: Yeah, yeah, yeah, yeah.

G: I'm Gerry by the way.

Lo: Louise.

Le: Lee.

RR: Richard. Come on, we've got a minute.
G: Basically, our platform is trying to create

something different — it's a social e-commerce
platform. It builds on the success of our blog which
we've run for a year. We've attracted over 18,000
visitors through our whole social network.

P: This elevator pitch from Gerry claims that
the sales commission from the brands who sell on
their website will bring them £96,000 of income per
year.

RR: Man, that would be a great first year. Let's
hope it happens. Really well done. It's a great pitch.
It's a lovely looking thing as well. Yeah, I'll take the
plan, sure man. Well done.

P: Like many young start-ups, Bicycle
Basecamp is basically an idea, a laptop and some
hustle.

G: I'm an avid cyclist and | have been for many
years. | realised that there was no place online
where cyclists could go and sell their bicycle to
other members of the cycling community.

Lo: Gerry comes up with these ideas, he's

a little bit crazy, eccentric, goes off on a tangent.
And then, | suppose, | sit down and count how
we're going to make that happen, if it's feasible,
how much it's going to cost, when is it going to
happen and hopefully try and achieve it.

P: A formal meeting with Richard Reed about
his seed investment is the next step.
RR: I'm curious about Bicycle Basecamp and

they're right at the beginning, so I'm happy to put
in three grand of development capital. But | need
to see a working prototype of the site and proof
that they really can deliver on the business side.
P: Gerry and Louise get some space in an
incubator for start-ups and decide first of all to
change the name of the brand. They have spent
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money on some designs and want to test them out
in a focus group.

After three weeks, it's time to meet Richard again
to see if he will invest for a further round. Have they
used his £3,000 of seed capital wisely?

RR: Tell me, what have you done with the seed
capital?

Lo: We did a lot of work in terms of graphic
design on the new name and the logos, so we had
to pay for that. We also looked into intellectual
property so we wanted to know that we would be
able to get the domains if we changed our names
and buy those up.

RR: | thought we’d agreed that you guys would
focus on building a working prototype.

G: Yeah, we have.

Lo: We have a proposal but we don’t have a ...
for how the prototype would ... for how the website
would be, but we don’t necessarily have an actual
working prototype. We've got all the things in place,
so how it would be.

RR: Yeah, but no prototype.

G: No, what we're at right now is we've
developed this idea for the ultimate destination for
cyclists to buy and sell products.

RR: But that doesn’t make a business. Who's
going to be the person who’s in charge of HR?
Who’s going to be the person who’s in charge of
finance? Who's ... ? You know, a business is this
multidimensional thing that you need someone to
be good at each bit of it. And I'm nervous that what
you’'ve got is a group of people that are good at one
bit of it. I'm still trying to tease out from you guys
who’s doing which of those bits.

Lo: I’'m taking on the role of doing ... Gerry’s
the founder, | look into the operations, I'll be, I'll be
the one who'’ll be managing the business.

RR: Can | offer you some advice?

Jo: Yeah.

RR: Talk more. I'm not saying you talk less, but
I’'m saying you talk more, because if you’re trying to
raise money from people, anyone sitting on my side
of the table, when they’re thinking about the
business, of course they want the idea and the
passion and the vision. Of course! Then when that's
sold and landed in the first five minutes, then you’ve
got to convince someone that they're going to be
capable of delivering that vision. | think, at this
stage, you're not investible. I'm not saying you're
not going to get there, I'm not saying that you’re not
going to that area .... | want to invest in a business,
not in a community. Communities typically aren’t
monetised. They're communities! If | go and hang
out with my friends to have a chat, | don’t want
someone trying to sell me something. And when

| go shopping, | don’t want someone trying to be
my friend, | just want to buy the thing. But you're
younger than me and | could be out of touch, and



that’s maybe the way that the world is going. OK.
Thank you.
Lo: Thank you.

RR: | appreciate all the time and energy you've
put into it.
P: Louise and Gerry didn’t get that investment

and have now moved on to other things. For the
entrepreneur, that’s not a failure. They need to
simply keep creating, getting feedback on their
latest start-up idea and setting projects aside
quickly when they don’t succeed.

© Pearson Education 2018
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1.01 DR=David Robinson JW = Janet Wood
DR: In this part of the show I'm talking to
organisation consultant, Janet Wood. Janet,

the tall organisation structure is still typical in
companies today, isn't it?

JW: Yes, and this traditional pyramid hierarchy has
many problems.

DR: Suchas...

JW: Well, decision-making is generally slow. This
type of company can be very bureaucratic and
inefficient. It’s slow to change and innovate, which
is areal danger in today’s world.

DR: Butistherereally any alternativein a large
corporation?

JW: Yes, there are examples of successful
innovative organisations which do things
differently. One of the most famous is W. L. Gore, a
multinational manufacturing company.

DR: W.L.Goreis probably best known for the
fabric Gore-Tex, isn’t it?

JW: That's right. Billand Genevieve Gore started
the company in the USA back in the 1950s with

a flat structure. Today, the company still has no
traditional organisational chart. Gore believes that
if people are passionate about their work, they're
going to be highly self-motivated.

DR: So, how does the company operate?

JW: Well, there are over 10,000 employees in 30
countries divided into teams of 8 to 12 people, who
work on projects and products together. The staff
at Gore are actually called ‘associates’. They don't
have job titles. And they don’t have managers.
Instead they choose to ‘follow’ leaders. Basically,
you decide what you are going to contribute to the
team and you establish your own work and pay.
DR: [hear the associates actually elected the
company’s chief executive, Terri Kelly.

JW: Yes, she’s one of the few people at the
company who has a job title.

DR: There’s been a lot of talk in the business news
recently about a concept called ‘holacracy’. Can
you tell us what that is exactly?

JW: Yes, the expression comes from the Greek
word holos, meaning ‘whole’. Holacracy is
essentially a system with no bosses at all.

DR: How does this manager-free system work in
practice?

JW: Well, it’s probably too early to know. Just two
years ago Zappos, the U.S. online shoe and clothes
store which was started in 1999, introduced
‘holacracy’. Now all the functions of the company
have been delegated to teams called ‘circles’.
Zappos has about 1,600 employees distributed
among some 500 circles. Each circle has a ‘lead
link” who has a similar role to a project manager.
DR: Does this person, the ‘lead link’ decide who
does what tasks?

JW: No, circle members decide their roles and
responsibilities in meetings. Larger teams have
circles within circles. Staff can either start a new
circle or join a circle depending on the type of work
they’d like to do.

DR: Sounds complicated.

JW: Yes, the CEO of Zappos, Tony Hsieh, says it
could take another two to five years to complete
the transition. In fact, Zappos has a training session
next week, called a ‘Culture Camp’, and I'm flying
to Las Vegas tomorrow for that.

DR: I'msure that’s going to be a very interesting
experience. Janet, thank you for coming into the
studio today.

Extl.01

1 Well, decision-making is generally slow.

2 This type of company can be very bureaucratic
and inefficient.

3 ... there are examples of successful innovative
organisations which do things differently.

4 W. L. Gore is probably best known for the fabric
Gore-Tex, isn‘t it?

5 Today, the company still has no traditional
organisational chart.

6 ... she’s one of the few people at the company
who has a job title.
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7 Now all the functions of the company have been
delegated to teams called ‘circles’.
8 Staff can either start a new circle or join a circle.

1.02

A: Hi, Juliana. What time does the department
meeting start tomorrow?

B: At10o'clock as usual, but | think I'm going to
be about fifteen minutes late. | have a dentist’s
appointment.

A: Areyou going to be able to talk after your trip
to the dentist’s?

B: VYes, it's just a check-up. In fact, I'm giving a
presentation on the company restructuring.

A: I'msure that’s going to be interesting. Is it true
we're moving to offices outside the city?

B: I'm not going to tell you anything before the
meeting. You know that.

A: Well, 'm going to sit right at the front. | don’t
want to miss anything.

1.03

First meetings in an international business setting
can often be difficult. Two strangers come together.
Often, they both have to speak a foreign language,
English. So you have strangers who aren’t sure
what to say to each other. And they aren’t sure how
tosay it. The result is pretty predictable: a difficult
silence. Now, silence isnt necessarily bad. In some
cultures, silence is good; it's positive because it
signals respect. But for me, if you want to get to
know someone, to understand them as a person
and as a professional - which is essential for doing
business together - then silence is a risk, because
you stop this process.

If you want to learn about the other person, and
build a relationship, you need to ask questions. And
this is the real value of asking questions - you learn
stuff about the other person.

So ... Which questions do you ask? I would say,

in terms of style, keep it short and simple, just

ask simple starter questions. If you are meeting

a visitor, you can say things like, ‘Did you have

a good trip?’ Is this your first time here?’ These
kinds of questions are good because they allow

an easy answer, they’re not too personal, but they
can quickly break the ice and get the conversation
flowing.

You know, sometimes the specific questions don’t
really matter; you just ask a question to get the ball
rolling. And then it’s important to ask follow-up
questions - if you don’t, small talk can feel very
mechanical.

In terms of what you ask about in those first few
minutes, | think in business you need to have a

mix of personal and work topics. On the work side,
asking about roles and responsibilities is good, and
the organisation behind the person, and where
people work and travel ... all these questions are
easy to answer and give you useful background.
And if you listen to what people tell you, you'll find
more ideas for other questions.

And all this asking questions, well, it builds
understanding and in the end ... trust. Remember,
it's impossible to trust someone if you don’'t know
them well. And how can you know them well?
You've got to ask questions! Oh, one final thing:

if possible, find something you have in common
with the other person - maybe you visited the
same place, you like the same food, the same
music or sport. When you and the other person
have similar interests, the conversation often
goes better.

1.04 p=paul E=Eva

P: Hi,isit Eva?

. Yes.

: Hi, Eva. Nice to meet you. Welcome.

: Thankyou. It’s nice to be here.

: Did you have a good trip? Hotel OK?

E: Yes, no problems. | haven’t seen the hotel yet. |
came straight here from the airport.

P: 0K, well, follow me. My office is just through
this door. So, here we are. Can | take your coat?

E
p
E
p

E: Thankyou.

P: Good. Take a seat. Can | offer you something to
drink? Coffee? Tea?

E: Just water would be nice, thanks.

P: OK.Hereyougo.So, isityour first time herein
the London office?

E: Yes, itis. Butl've been to London once before.
P: OK.Forwork?

E: No, justa holiday that time.

P: So, where do you work exactly? Are you in the
Zurich office at the moment?

E: Yes, I'mresponsible for sales support there. |
work 20 percent in Geneva, though.

P: 0K, and, doyou report to Paul Blaettner?

E: Yes, | do.You know him?

P: VYes, | worked with him on a sales project last
year. | was thinking of inviting him to join us later.
Are you free for dinner this evening?

E: Yes, that would be nice.

P: Fine, so I'llorganise that. And, funny, you know
I also worked in Geneva. When did you join the
company?

E: End of last year.

P: 0K, then I just missed you. | moved to this job
here in October. So you know, I'm now Head of
Customer Service, and also this new international
project around Service Excellence, which is why
we're here.

E: Yes, I'mreally looking forward to this project.
It's going to be a lot of work, but I'm ready.

P: It'sreally good to have you on the project. So,
shall we make a start? | know you have a busy
schedule and lots of other people to meet.

2.01

1 Goodmorning, everyone. My name is John
Hawkins, and what | want to do today is give you
ashortintroduction to the company. | won't take
more than ten minutes because we have a lot to
get through today. But if you have any questions,
please feel free to interrupt.

2 | would like to start by offering a very warm
welcome to everyone here today. Thank you

very much for coming. I know many of you have
travelled a long way to be here. As you know, I'm
Pam Ellis, Managing Director here. What | want

to do today is give you an introduction to the
company. Firstly, a little information on operations;
secondly, more about the people; and finally, the
culture we have here. But to begin, | want to look
at operations.

3 Good morning. I'm Paolo Orlandi, Managing
Director of Production here. Er, sorry for my poor
English. But | must, before we take a tour of the
factory, give you an introduction to health and
safety, so that everyone is safe here. Please, do ask
questions if there is anything you don’t understand.
I know some things | say may not be so clear. But,
it’simportant everyone understands what to do
and what not to do in the production area. So,
please, ask me questions. Any questions, any time,
if anything is not clear. I'd like to start with some
rules on where you can walk and where not to
walk. Asyou can see ...

2.02

1 So, before | beginand tell you why lam here,

I would like to start with why you are here. And
how can I know that? Well, I asked a couple of you
during coffee this morning. Jackie, over there, yes,
she wants to learn about which countries we are
active in, as she wants to work abroad one day.
Good, I'lLtalk about that. Peter, he’s a finance guy
and wants to know more on the numbers. Are we
profitable? Important question, Peter, and I'll talk
about finance too. And Samir, the interest there

is how to become a leader as quickly as possible.
And I will talk about that too - what kind of
organisation we are, and what kind of people do
well here.

2 Tobegin, before I say anything, I'd like to ask
you a few questions, find out what you know about
this organisation. Who knows how many people
work here? OK ... put your hand up if you know the



answer to these questions. Which countries are

we active in? ... OK. What are our main products?

... Hmm, so, not so many of you. That’s fine. That’s
why I'm here. My name’s Pam Ellis and | want to tell
you a little bit about ...

3 Now, tostart, I'd like to share a story with you,
about a young man, around twenty years ago, who
was sitting right where you are standing, new to
the company, a little nervous on the first day, not
knowing what to expect. Well, that was, as you can
probably guess, me all those years ago. On that
day, I listened, and | continued to listen and learn,
and now I'm Managing Director. So, welcome.

2.03 JH=John Hawkins

Au = Audience member

JH:So, let’s begin with the most important part

of the company, and that’s its people. And there
are three important points | want to make here.
Firstly, we're a very young company. It was set

up only three years ago and the average age is
only twenty-nine. This means we're fresh and
energetic and we really like innovation, which

is our main strength. Secondly, we're a small
company, with only fifty-six people at the moment.
This is also important because we want to stay
personal; people know each other here, we have

a family atmosphere, which our customers also
feel and love about us. And finally, and as | said
earlier during lunch to some of you, we are very
international. In fact, we now have twenty different
nationalities in the company, working in five
countries. For me, on a personal note and speaking
very openly, this is important as | believe very much
in being international and the value of working
across different cultures. So, if you can take a look
at this slide, you will see the nationalities in the
company. | hope | haven't missed anyone. Truly
international. Great. Yes, a question?

Au: Isthe company growing? Getting more
international?

JH:Great question. Really good question, ina
number of ways. Yes, we are growing, probably

to around sixty-five people this year. But | don’t
want to grow much more or we become too big,
too much a large corporation. So, yes but no. We
are small. We want to be small. And we plan to
stay small. But I'll say more about that a little later.
Are there any other questions now on that? So, Ill
close there. Thank you very much for listening. And
I'llhand over to Paul to tell you something about
products and services.

3.01

1 Whatare your strengths and weaknesses?

2 Areyouworking at the moment?

3 How long have you worked as a chemical
engineer?

4 Do you have any experience in green
technologies?

Why would you like to work for us?

What would you do on your first day at work?
Do you have your original certificates with you?
Where do you see yourself in five years’ time?

3.02

1 You've told me about your strengths. Can you
tell me what your greatest weakness is?

2 Could you tell me about your work experience?
3 You write in your CV that you have good
leadership skills. Can you tell me about a time
when you showed leadership skills?

4 Although you have the right qualifications, you
don’t have much work experience in this sector.

I'd like to know if you've ever done any voluntary
work.

5 Could you tell me how you would add value to
our company?

6 This job involves visiting waste-water facilities
around the country. I'd like to know if you are
prepared to travel for the job.

7 Right. Finally, I'd Like to know who | should
contact for a reference.

co~NoOwn

3.03 1=interviewer C=candidate

1

I: You've told me about your strengths. Can you
tell me what your greatest weakness is?

C: I'm not sure, but my friends tell me I'm quite
demanding.

I: Areyou a bit of a perfectionist?

I don’t know. Sometimes perhaps.

Anything else?

Erm, err ...

Could you tell me about your work experience?
: I'm afraid | don’t have much experience, but |
ave a PhD in waste water management.

TwoATNATA

You write in your CV that you have good
leadership skills. Can you tell me about a time
when you showed leadership skills?

C: Sure. lwasresponsible for a large team of
researchers while | was doing my PhD in the States.
And in my last job | was the assistant project
manager for a waste water facility. That was a
temporary position because someone was on
maternity leave.

4

I: Although you have the right qualifications, you
don’t have much experience in this sector. I'd like to
know if you've ever done any voluntary work.

C: Erm, let me think now ... Well, when | was at
university, | did voluntary work visiting schools. |
was working on a project together with teachers
and children, raising awareness about water
consumption and waste water processes.

I Isee.

5

I:  How would you add value to our company?

C: Sorry, | didn’t catch that.

I:  Could you tell me how you would add value to
our company?

C: That's a difficult question. As | said before, |
think I'm highly qualified for the job, I'm a fast
learner and I'm really passionate about green
technologies. Itisn‘tjust a job. It's a lifestyle.

6

I:  This job involves visiting waste water facilities
around the country. I'd like to know if you are
prepared to travel for the job.

C: Yes, of course. That will be very interesting.

7

I:  Right. Finally, I'd like to know who I should
contact for a reference, in case we decide to offer
you the job.

C: References? Well, there are two or three
contacts. I'll need to check and get back to you. Is
thatall right?

I:  Fine. Do you have any questions for me?

3.04

1 S=Sue M=Max

S: Thanks for coming in today, Max. ... So tell me,
why do you think you're the right person for this

job?

M: Well, 'm hard-working, ... I'm flexible, ... I'm
good at working with colleagues and customers,
and | have the relevant experience and skills.

S: OK.Thatallsounds good. Have you ever
worked in a regional sales team?

M: No, | haven't.

S: Oh, OK... Do you have a driving licence?

M: Notyet.

S: Isee. If you get this job, you will need to have
adriving licence. So ... You've told me about your
strengths and experience. Can you tell me about
your weaknesses?

M: Hmm. Well, ... I'm not very organised, like with
paperwork and other things.

S: Isee.

M: So, what are the next steps? When can | expect
to hear from you?

2 S=Sue J=John

S: Thankyou for coming in today, John. I invited
you here because Anna has told me a lot about you
and your abilities.
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J: That’s great. Thank you for your time today.

S: Of course. So tell me, why do you think you're
the right person for this job?

J: Well, 'm hard-working, I'm flexible, I'm good at
working with both colleagues and customers, and |
have the relevant experience and skills.

S: OK.Thatall sounds good. Have you ever
worked in a regional sales team?

J: That’sagood question. | haven't, but | do have
many transferable skills. I've worked in different
local offices of the same company, so | understand
the balance between local and regional priorities.
So, while my experience is local, | have a good
awareness of the sales focus from regional
perspectives too. I've also indirectly supported a
regional project with local information.

S: That’s good. Anna told me about the project
you worked on. So, moving on ... Do you have a
driving licence?

J: It's good you asked that. I'm currently learning
to drive, and | have my test in two weeks’ time.

S: 0K, that'’s good. If you get this job, you will
need to have a driving licence. Now, you've told me
about your strengths and experience. Can you tell
me about your weaknesses?

J: Well, 'm very good at dealing with people,
which as you know is essential in sales, but |
sometimes struggle with the administrative work
and paperwork. | am aware of this, though, and I'm
working on it so that | can improve.

S: 0K, it's good that you're working on this. Do
you have any questions for me?

J: Yes, I do. Could you tell me what a normal day
or week in this job would be like?

S: Sure, itwould start at about 8 o'clock and
initially what you'll be doing is ...

4.01

Why is it difficult for companies to plan for the
future? Because it isn’t easy to know what'’s

going to happen in this complex world we live

in. How can a business ever know what will have
an impact on its performance and success? In
today’s session we’'ll look at a popular tool to plan
business strategy called PEST analysis. That's P-E-
S-T. PEST is an acronym and the four letters stand
for the different types of external factors that a
business has to face and generally has no control
over. By external factors | mean influences outside
a company that can however impact a business.
So, what do the letters P-E-S-T stand for? Well, P
stands for ‘Political’ as you might guess. E means
‘Economic’. S stands for ‘Social factors’ and finally
T refers to ‘Technological factors’. I should mention
there is also an extended version of PEST analysis
called ‘PESTLE’ - that’s P-E-S-T-L-E, which puts
‘Legal’ and ‘Environmental’ factors into additional
categories. Anyway, going back to PEST, let’s look
at some examples we can putinto each category
so you get a clearer picture. Then later I'll get you
to apply PEST analysis to a company you know
well. You don't have to take notes as all of this
information is on the intranet.

4.02

So, examples of political factors are the stability
or instability of governments in a company’s
markets which will affect business growth.
Another example is the employment laws in

each country, which are obviously decided by
politicians, and thirdly corporate taxes, also
decided by government. Economic factors are
often closely related. An economic recession is
clearly going to affect demand for a company’s
products. High inflation is going to affect costs and
prices. A third example is exchange rates, which
will affect exports and imports. Social factors, as
the name suggests, are about people and society.
For example, changing consumer preferences

and the age demographics of the population can
affect demand for products. Also, is the population
growing and how fast? As for technological factors,
we all know the impact technology has on our
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lives. Businesses have to analyse the possible uses
of emerging technologies, for instance automation
on production lines. Another example is the impact
of the internet, such as online shopping, and
thirdly the smartphone revolution which allows a
company to reach customers faster than ever.

4.03

Obviously, a PEST analysis is not only about
collecting lots of data. The next step is to prioritise
the most relevant factors and identify any business
opportunities these offer. For example, can a

new technology improve production processes
and reduce costs? It's also crucial to identify any
significant risks, or threats, to the business. For
instance, if consumer demand is falling in one part
of its market, should the company develop new
product lines? Finally, managers have to go beyond
analysis into action. A company mustn’t miss any
opportunities for the business so these must form
part of the business plan. If there are significant
threats, the company must come up with a strategy
to deal with these risks too. | should mention that
PEST is used with other tools which also analyse
internal factors, but we won't go into that today.
OK, let's look at a PEST analysis of a well-known
footwear company.

4.04 RrR=Roel B=Bibi P=Peter A=Annette
R: OK, let’s get started. Good morning, everyone.
Great to see you all here today. Now, what | want to
look at today is a problem, a nice problem in a way,
buta problem, the fact that we're now getting a lot
of telephone and email enquiries from new countries:
Belgium and France, and Germany;, of course, but also
the Czech Republic, Poland and Hungary. | think the
new website is helping; it's very attractive and it’s
generating traffic. But it is creating a problem.

B: Canyou explain again what the problem is,
exactly? New customers - thatisn't a problem, is it?
R: No, the problem is that in many of the emails
that people are sending, particularly, but also some
phone calls, people are not using English; and we
don't have the skills in house to deal with customer
enquiries in Polish and Czech, etc.

P: OK,sothereal problemis a lack of language
competence here in the company, which we need
to solve or we will lose potential customers. | guess
that's the point.

R: Exactly. So, | wanted to take a few minutes of
your time to discuss this. Any ideas?

P: Um, would it be possible to train our people
here to use the different languages? It’s a cost, but
it's a solution.

R: 0K, intensive training could be a solution. I'll
note that down, thanks. What else can we do? Bibi?
B: How about using a call centre service for
different languages? People who call us, they

can choose the language they work with, and we
contract a call centre to handle first contacts, and
then they contact our sales staff.

R: Thatsounds like a possible solution.

A: OK, butI'm not sure how that would work. If we
do that, it will just increase our costs.

R: Let’sjust stick with ideas for the moment. So
Annette, anything to add?

A: Maybe we recruit some people with the
languages we need.

R: Ithinkthat’s a nice idea; simple and doable.

I don’t know the cost, but I like the fact that we
might be able to do it relatively quickly.

4.05 R=Roel B=Bibi P=Peter A=Annette
R: Soare there any more ideas? No? Well, | think
recruitment is the best option.

B: Why do you think recruitment is the solution?
R: Well, we are looking for new salespeople
anyway, at least two. And so it’s a very easy thing
to just add languages to the profile required.

B: I'm not sure that it’s the best solution. | prefer
training.

P: Bibi, just building on Roel’s idea, I think it’s
easier to hire someone than train them in language
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skills. For our staff to learn Czech or Hungarian, it
would take a very long time ... years!

B: You may beright.

R: OK, then | think we need to look at recruitment
as the quick solution. Agreed?

B: OK, I can live with this.

P: Yes.

A: Agreed.

R: Shallltake this on, or do any of you have time
to do this? Annette, you normally handle people
topics.

A: Do you want me to do that? I'm happy to take it
on.

R: Great. Soif you could get a job description done
by the end of this week for us to discuss, then we
can advertise next week, maybe hire by the end

of the month. Problem solved in ... what, three
weeks?

B: Ifyou need any help with this, just ask, Annette.
Its quite a lot of work.

A: Great, thanks.

R: Great. That's what | love about you guys - such
agreat team.

5.01 A=Anne And=Anders

A: Anders. Good to see you again. Are you well?
And: Not bad. Just back from a weekend to see
family in Copenhagen.

A: Very nice. We're just in here. Please, take a seat.
Coffee?

And: No, I'm fine with water, thanks.

A: Please, help yourself. So, firstly, | should
apologise for pushing. I really needed to have

this meeting this morning. So, sorry about the
very short notice but we have some new financial
objectives in the company, from the board, so
I'have a lot to do on this end by the end of the
month - all very urgent.

And: No problem. We need to discuss next year,
anyway.

A: We do. So, as | said in my email to you, | think
there are some important things we need to talk
about. What I'd like to discuss today is, firstly, of
course, price of service. Secondly, our cancellation
policy. We have more and more cancellations, and
we need to discuss how to handle this.

And: OK.

A: Thirdly, quality. You know, we’ve had a few
issues with late taxi pick-ups, some hotels have
been a little below standard.

And: OK, very happy to talk about that.

A: Tostart, I'd like to hear from you first. We talked
about these topics last time we met, was it the end
of last month? And you said you would have some
discussions with your management. So perhapsit’s
useful to update first on how that went, and you
can give me your first ideas on these topics.

5.02 And=Anders A=Anne

And: Yes, we did have some discussions. So, OK,
firstly let me just check here, yes, OK, on the pricing
side, my proposal would be that we go with an
inflation-level price rise, which means just 2
percent, because | think we both appreciate that
the economic situation is difficult, so | think this

is probably fair to both of us. On the cancellation
side, the policy is currently that you need to inform
us eight hours before a taxi or a flight needs to be
cancelled, or we will charge you for the booking.
This is something we want to keep. We think eight
hours is reasonable. And then, on the quality side,
well, which is more on hotels, we only book as

per your instructions, three- or four-star hotels,
and we use the national rating system as a guide.
The problem we find with hotels and experience
of hotels, some people like one hotel and some
people another. | realise some people are unhappy
with some of the three-stars, but some are happy.
So we would recommend no change here.

A: We've had some very unhappy executives.
And: | realise that, but as | said, in some of the
same hotels, we have happy executives, even from
your company. So, | think this is more around what

some people like and don't like, and it's not really a
quality issue. So, how does that all sound to you?
A: Thanks for that. So, going through the three
points ... Just to clarify, do you mean a 2 percent
increase on both taxi and hotel accommodation
prices?

And: Yes, that's right.

A: OK, Ithink the 2 percent, that’s a little high;

we were hoping for something lower. Would you
consider 1.5 percent? That is more or less in line
with the current company policy on vendor prices.
Before you answer that, on the flight cancellation
side, because business is less and less predictable,
and more and more trips are being cancelled,

we need to agree a different policy on this; we're
paying for too many cancelled flights. My proposal
would be that we go to three hours pre-warning of
a flight problem from our side. | think that would
really help us. Most trips are cancelled the morning
of travel, so three hours would deal with this fine.
And: But three hours is very short notice.

A: Itis. Butit's reality. So we need to find a way
around this. On the hotel quality side, | think we
need to change how we do things and just go for
four-star instead of three-star. Assuming we did
this, we would want a three-star price on all our
bookings; I think this is justified by the volume

of bookings.

5.03 And=Anders A=Anne

And: OK, thanks for this. | think this is very fair,
overall. On pricing, | can agree to 1.5 percent. We
will need to review it again in the future but for
next year, fine. On the flight cancellation problem,
your proposal s very difficult for us to accept. If we
make a flight booking, and then cancel iit, we have
a cost. This isn't something we can accept.

A: OK, but then you need to negotiate with the
airlines.

And: We do talk to the airlines, of course, but
they’re not always so flexible. And any negotiation
on this takes time; so it’s very difficult for me to
accept this shift to three hours. We could maybe go
to six.

A: Six? OK, that might work. Its better than the
eight - it makes it easier to cancel on the day of
travel ... so let’s agree to that.

And: OK, good. And then on hotels, | think we

can do this but we will need to limit the range

of hotels. That will help us to be more flexible

on price. You have a big choice of hotels in some
locations. Can we change this to two hotels per
location, for example?

A: Thatseems reasonable. OK, fine. Two hotels
per location. | think we have six in some cases. And
that's too many.

And: OK, good. Yes, so two hotels per city location,
and we have a deal.

5.04 And=Anders A=Anne

And: So, is that everything?

A: VYes, | think that we have an agreement. We said
that prices would go up by 1.5 percent. We agreed
to change flight cancellation time without penalty
to six hours before scheduled travel.

And: Correct.

A: And we are going for four-star hotels at three-
star rates, but with just two hotels per location.
And: Yes.

A: What do we agree as the three-star rate?

And: That's actually going to be difficult because
the rates actually vary a lot. Can we take the
average three-star hotel rate in that location, just
to use as a benchmark?

A: Fine. Great. So, thanks very much, Anders. If
you confirm thatin an email to me, then I will get
agreement internally with my manager. Then we
can draw up a new contract.

And: Very good. I'll email you by the end of this
week.

A: Excellent. Well, that was quick and efficient. We
have a little time for you to tell me all about your
weekend in Copenhagen.



6.01

1 Whatdoyou like doing in your free time?

2 |like hanging out with friends.

3 Do you have any previous work or voluntary
experience?

4 |take the dog for a walk every day.

5 Whatdo you think you'll be doing in five years’
time?

6 I've never thought about that.

Ext6.01 s=susana D =David

S: Ithink there are some unique challenges for
young entrepreneurs like me.

D: Whatdo you think they are?

S: Um, I'had to find finance, which is harder
because I had no experience. And | had to learn
how to manage a team and be a good boss.

D: Do you thinkit’s stressful?

S: Itcanbe, butlhave learnt ways to deal with it.

6.02 and 6.03

Part 1: the overview

In this next part of my presentation, I'm going

to tell you more about the target market for our
new company as well as market growth and our
forecast for the next quarter. As you know, we
produce specialist and high-end cases for mobile
phones, tablets and laptops in a range of sizes for
each product line.

On this slide you can see three charts. This pie
chart shows us the age demographic of our target
customers. You can see which ages the colours
refer to on the right. You'll notice that the 18- to
25-year-old age group is our biggest target group.
Next, you can see the growth of our market in
terms of annual revenue on this line graph. The
main point is that the mobile case sector is both
our largest and fastest-growing sector.

Finally, on this bar chart, you can see the stock levels
we have and our forecast for the next quarter year.
At the end of Q4 we’ll have this much stock and

you can see from our projected sales that we're

not going to have enough. We'll need more stock

to be able to fulfil the orders that will come in. For
that reason, we need a short-term loan so that we
can buy more stock. I'd now like to hand over to my
colleague, who will give you more details.

Part 2: the details

So coming back to the growth development
graph. Itis significant that the growth of the tablet
product line has been slow and the laptop line has
fallen slightly. On the other hand, you can see that
the mobile sector has risen sharply and is projected
to continue. These details confirm that mobile
devices, in general, are outselling both tablets and
laptops combined.

I'd also like to show you something on the
customer age demographic pie chart. Although
our cases are high-end and not exactly cheap, it’s
interesting to see that almost half of our customers
arein the 18-to-25 age group, and almost a
quarter are in the 25-to-30 age group. This means
that around 70 percent of our customers are in the
18-to-30 age group and are willing to pay high-end
prices for our cases. This fact proves that our cases
are highly desirable for this age group and they’re
willing to spend, even though they might not have
a lot of disposable income.

The last thing I want you to think about is our current
stock levels. The stock is the quantity of product we
have ready to sellin our warehouse. Looking more
closely at the bar chart, you can see that we have
greatly underestimated the growth of the mobile
sector. For that reason, we don’t have enough stock
to meet the demand. We need more, but we’ll need
money, like a loan, to be able to buy more stock. If we
can secure this loan, we will be investing in further
stock, especially mobile cases. We see mobile cases as
the big winner for the next two years at least.

6.04

Good evening everyone, I'm George Johnson and |
started my business, GJWoodToys, while | was still
working at my full-time job at an estate agent’s,

selling houses. Although I quite liked my job, ever
since my kids were born I'd been making wooden
toys for them as a hobby. But then other parents saw
the toys and wanted to buy them and kept telling
me that | should set up my own business. | started by
selling the toys at craft fairs and they sold out every
time. My target market was enormous: parents and
their children, because kids are usually the ones

to persuade the parents to part with their money.
Parents like something that is well made, durable,
reliable and above all safe, and the bright colours
and versatility of each piece appeals to the children.
It looked like we were onto a winner.

| continued making the toys in my garage for a while
but then, when a couple of local stores approached
me, | realised that | needed funding to expand my
production and move into slightly larger premises.
In order to do this and invest in more tools and
employ more people, | had to use family savings and
remortgage my house, which was a big risk because
| could've lost all their money.

However it wasn't long after this that a big
department store became interested in the toys
after one of their directors had bought some at

a craft fair. They started talking about placing an
order for 50,000 units. It was at this point that |
realised | had a potentially very successful product
on my hands. However, this next step would
require a huge investment and | just didn’t have
the money. With the promise of the order from the
store | tried pitching to various potential backers
to find the funding. The bank wasn’t interested, so |
started looking at the possibility of crowdfunding,
although I eventually decided against this. | also
talked to business angels. | was very lucky to meet
a business angel who'd been looking for a start-up
toinvestin and he brought not only the investment
needed but a wealth of experience, too.

6.05

So I know you're interested to hear any advice |
can give you about setting up your own business. |
think it’s different for everyone but there are some
common points you need to focus on.

Firstly, in the early days it’s very important to
believe passionately in your product or service. If
you don‘t believe in it, you won't be able to sellit.
You have to love what you do.

Once you know that you love the product, conduct
as extensive market research as you can and listen
to people’s feedback. It's no good trying to take a
product or service to market if nobody’s going to
be interested.

Thirdly, | think that good planning is key, especially
time management, but also planning every step
of the journey. A good plan acts as a map for your
business. And if something fails, you can go back to
the drawing board and redraw that map.

The best piece of advice someone gave me at the
beginning was to be open to advice, but remember
that not all advice will be helpful so, if it doesn’t
feel right for you, ignore it. And don’t be afraid to
ask for advice or help when you need it. Remember
you're not an expert in everything.

Another vital thing is to manage your finances
carefully and make sure you know how your
money’s being used, how much you're spending
and earning at all times. As you get bigger and the
amounts of money involved get larger and the
money is no longer just yours, this becomes even
more important, so start off as you mean to go on.
And talking about money, if you end up working
with large retailers, like me, don’t let them beat
you down on unit prices as they’ll always try to
push the price down as far as they can. When you
know what price works for you, stick to it. If the
retailers want to sell your product, you know it
must be good so don’t give it away.

With everything else that's going on, don’t forget
your customer. The customer is the source of

your inspiration and rewards, so developing close
customer relations is absolutely vital. As soon as
you start forgetting the customer, your business is
likely to begin to fail.

Audioscripts )|

Furthermore, the frightening thing is that suddenly
you become a leader and managing a company
and its personnel is not easy. So my advice to

you here is to learn to trust your key people and
delegate work appropriately. When you’ve been
the only one responsible for everything for so long,
I think this is the hardest thing to do - handing it
over to others.

And finally, above all, never underestimate how
hard itis to succeed. You'll probably find yourself
working harder than you've ever worked in your
life.

7.01

1 Letme tell you about my experience of working
abroad. At the time, | was working as the Regional
Financial Director of a construction company

with a division in India. Part of my job consisted of
meeting senior bank executives to arrange bank
guarantees and credit facilities. Once, | went to a
meeting with the chairman of a bank in Mumbai
and when | went into his office, | was surprised to
see a shrine set up on the table where discussions
were going to take place and incense was burning
in the room. After the customary greetings and
introductions, the chairman then turned on some
chanting music. | asked what the music was and
he told me that it was Indian mantra music to help
create a good atmosphere in the meeting. The
Indians believed it encouraged a positive outcome.
It was quite a different experience to doing
business back at home. | had never seen this kind of
thing before!

Another thing is that in countries like India,
employees will hardly ever tell their bosses that
something is not possible. Saying ‘no’ is often
considered ‘loss of face’. By ‘loss of face’, | mean
embarrassing a person in front of others, or
offending them, and this can of course lead to
problems in the workplace. While | was working in
India, | often experienced this problem first hand.
For instance, employees didn‘t report problems
because they didnt want to give a bad impression
to their bosses.

2 Whilelwas living in Kenya, | discovered that
optimism is highly valued in Kenyan society. It's
reflected in the popular catchphrase ‘Hakuna
matata’, which means ‘No worries’. This idea of
‘Hakuna matata’ sometimes caused conflict at
work and led to missed deadlines, you know,
people didn't finish a task or a report by a given
time.

When | was working in the office in Nairobi,
workers preferred to agree to deadlines without
questioning them. Later, they admitted that they
couldn't meet the deadline, even if they had
previously agreed to it. | found it very frustrating.
On the other hand, being surrounded by optimistic
people helped lighten the office atmosphere and
often diffused stressful situations. So, that was the
positive side of ‘Hakuna matata’.

3 While I was working as a supervisor in a call
centre in Delhi for a multinational, I had to report
to my boss in Los Angeles. It was very stressful
working in customer service. We had to deal

with complaints on a daily basis. The last week

of the month my American boss was insisting on
me sending a report with our latest figures for
resolving complaints, and I had promised to send
them to him. But then we got very busy. A lot of
my co-workers had fallen ill with a virus that was
going round and | was working really hard: | was
going to work early and | was leaving late at night
to cover for them. So I didn’t have time to reply to
my boss. It was unlucky because he had wanted
the figures by the end of the month, but I had

to prioritise. Then he started sending me urgent
emails with red flags and written in big, capital
letters and that was the equivalent of shouting at
me. He had also copied in my colleagues. I mean,
he shouldn’t have written in capital letters, right?
He should have picked up the phone and talked

to me. Of course, that wasn't easy because of the
time difference. And | know Americans are stricter
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about time, but he didn’t have to shame me like
that! Thinking about it, | wanted to create a good
impression because the company culture was very
competitive, so | didn't explain all the problems
we were having. That was my mistake. But the
worst thing was he had copied in all the team - it
made me look really bad. It was so embarrassing.

| couldn’t work there after that, so | quit my job. |
didnt goin the next day.

7.02 T=Tadashi Pe=Peter Pi=Pilar

T: Hello.

Pe: Hi, I'm Peter. I'm from D2 Logistics.

T: I'm Tadashi.

Pe: Nice to meet you, Tadashi. So ... I'm a finance
specialist. What do you do? Are you working on any
interesting projects?

T: I'min marketing. | design marketing campaigns.
Pe: Oh. ... Er, so what do you think of the elections?
Who do you think will win?

T: Idon‘tknow.

Pe:But you must have an idea. What do you think?
T: I'mnotsure.

Pe:Oh.

Pi: Hi, I'm Pilar.

Pe:Hello Pilar, it’s nice to meet you. I'm Peter.

Pi: It’s nice to meet you too, Peter.

T: Hello, I'm Tadashi.

Pe: So, Pilar. What do you do?

Pi: I'm an accountant during the day and | play in
alocal band at weekends ... in Mexico City ... that’s
where | live at the moment ... We practise a lot
during the week which doesn’t give me too much
time with my family. | have two brothers, and we
allstill live at home.

Pe:You're an accountant. Really? I'm a finance
specialist. Who do you work for?

Pilar: Oh, er...Iwork for ACC Products.'m a
property accountant.

Pe:OK.1 ... er ... don’t know much about property.
Well, I think I'll go back to the buffet to ... get some
more ...

7.03 pe=Peter T=Tadashi Pi=Pilar

Pe: So, Tadashi, you're in marketing. What sort of
campaigns do you design?

T: I'mworking on one at the moment for a hotel
chain. We're making ads that will run in planes, on
the little screens. Er, is that OK?

Pe: Er, sure. That project sounds really interesting. |
saw ads like that the last time | flew on holiday.

T: Maybe they were my ads.

Pe:Yeah, maybe ... It's a very good place to run ads,
everyone on the plane sees them.

T: Yes. We try to make the ads specific to the
country, if possible, and we always try to putin a
little humour.

Pe: Yes, flying and going through airports can be
stressful. It’s good to have a little humour.

Pi: So Peter, where did you go on holiday?

Pe: | went to Brazil. It was a very long flight, but
I'had a really nice time with my family. It was a
special trip for my father’s 60th birthday.

Pi: Great!

Pe: You know, | also have two brothers, like you.
One older and one younger.

Pilar: Soyou'rein the middle, then?

Peter: Yes, that'sit.

7.04

That was a really nice evening. At the beginning

it felt a bit awkward, it wasn’t that easy to talk to
Tadashi or Pilar. | thought that Tadashi’s English
wasn’t very good and that he was shy and insecure.
But I was making assumptions and | was wrong

on both points. He was quite fluent, and very
enthusiastic when we were talking about things he
likes and he’s good at. He thinks a lot about what
other people say before he reacts. When | realised
that, | stopped talking so much. Then he had more
time to think, and he spoke more too. And Pilar?

I didn't really take her seriously at first; | thought
she just wanted to talk about her free time. But
when | stopped talking about work and talked
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about my family and travel, the conversation really
developed. We connected more, and then it was
easier to find out more about her job and what she
does. I guess first impressions can often be wrong,
especially with people from different cultures.
Anyway, I'm glad I adapted my approach and got to
know them a bit better.

8.01 J=John P= Philippe B=Bettina
A=Angela

J: Thanks, everyone, for coming to this special
meeting today.

P: No problem. Happy to be here.

B: Sure.

J: Thereisa management meeting at the end of
the month and | have to present a short update
on our team and our current project. | called this
meeting because | need your help to prepare the
presentation, and | want to give the most accurate
update, while also representing the successes our
team has had recently.

A: OK, how can we help?

J: Well, ideally, the goal for this meeting is to
decide which information we want to present to
senior management, and which tasks each of you
will do to prepare.

P: 0K, sounds good.

J: So, we have one hour. Let’s start by first
focusing on our goalin a little more detail. Then,
I'd like to collect your ideas on what we should
present. After that, we can discuss your ideas and
mine. Next, we'll choose the best options, and then
finally we can assign tasks for each of you to doin
advance of the management meeting. Does that
process sound alright?

All: Yes.

J: OK, let’s begin by thinking about the
management meeting and what our goal
actually is.

8.02 A=Angela P=Philippe J=John

B =Bettina

A: So think we should include some information
about the delay in finishing the new designs as that
hashada...

P: No, we shouldn’t do that. We don’t want to
draw attention to our mistakes. | think we should
focus on different facts of the ...

J: Philippe, I understand what you're staying is
important, but please let Angela finish. We can
come to you next, OK?

P: OK, sure, fine.

J: OK, Angela, back to you. Could you try to limit
your overview to about two minutes? We need to
keep an eye on the clock.

A: No problem. Thanks, John. So, as | was saying,

I think we should at least explain that there were
delays because they had an effect on the next steps
of the project, which meant that we all had to work
overtime to get back on track.

J: Yes, that'sa good idea, I'll need to explain the
increase in costs due to overtime. OK, back to you
Philippe.

P: Thanks, John. Well, as | was trying to say, we
need to be careful about the negative information
we present. We don’t want to focus on the negative
elements of the past, risk getting in trouble or even
worse, we could have our budgets cut.

B: Waita minute. Who said anything about
budgets being cut?

P: Don'tinterrupt me, Bettina.

J: OK, OK, you two, take it easy. | know you're both
passionate about this, but we need to allow each
other time to speak.

P: Yes, lagree. And | am not finished. | just wanted
to say that | think we should instead focus on the
fact that we ran into some difficulties, but we got
the designs finished and the project is now running
smoothly.

J: OK, thanks, Philippe. Good idea.

B: Ineed my budget to pay for the market
research we already agreed on.

J: Bettina, | understand your concern, but the
market research has already been commissioned

and the results are also expected back next week.
No one has said we need to reduce the budgets.
The market research results aren’t on today’s
agenda, so can we talk about that when the results
come backin? In the meantime, can you give us a
brief update on what you’ll be working on in the
project for the next couple of weeks?

8.03 J=John P=Philippe A=Angela

B =Bettina

J: Thanks, everyone. This has been a very
productive meeting. It was useful to talk through
both our successes and areas for concern. I need to
be able to present a realistic, but positive, picture
of our team’s activity at the management meeting.
P: Thanks, John. Yes, it’s been good to talk
through everything.

J: 0K, so the action points from this meeting are:
Angela, you'll prepare two slides on the designs
update. I'll mention that there were delays that we
are now on top of, but the main focus should be on
the positive outcome of the designs and the next
steps.

A: Right.

J: Philippe, you'll prepare an overview of the
media campaign we're planning and the timeline
for what will happen.

P: OK.

J: And Bettina, you'll prepare an overview of the
market research results. Hopefully they’ll confirm
what we think about the market and give some
further information.

B: Sure.|hope to have them on Wednesday, so
that will give me time to review them and send you
the most important points.

J: Great. So, is everyone OK with their tasks?

All: Yes./Sure.

J: Does anyone have any questions about what
they have to do? Or need any support?

All: No.

J: OK, great. And I'll prepare some brief
information on the overall timeline and where we
expect to be in the next two months. Let’s meet
again to finalise everything at 2 p.m. on Friday next
week. Please send me your completed tasks before
close of business on Thursday.

A: Sure.

P: No problem.

B: Fine.

J: OK, thanks, everyone.

BW1.01

1 Asthe company’s grown we've squeezed more
and more people into the same space. It’s just so
cramped now. And people have different work styles.
| don't like being tied down to a desk all the time

- moving around helps me to think, like when I'm
talking to people on the phone. But this open-plan
office makes this impossible for me to do without
disturbing other people. Likewise, it's sometimes
difficult for me to do any work where | really have
to concentrate due to noise levels and visual
distractions.

It'd be great to have a more flexible work
environment - more meeting rooms, you know,
breakout spaces for teamwork and quiet zones
where you can work alone and really focus.

2 Thereisn't anything special about our current
office space that differentiates it from any other
office right now. It doesn’t say anything about our
business. We say we’re innovative, fun-loving and
tech-savvy so that message should be loud and
clear in our office design, in the furniture and in
the artwork on the walls. Let’s make sure potential
clients and recruits see and feel what we're about
when they walk through the doors.

The company values work-life balance for staff and
I'd like more flexible working hours and the chance
to work from home a few days a week rather than
the current presenteeism, so | can pick my young
son up from school every day.

3 Thekitchenis a tiny, windowless room with
grey walls. Nobody wants to spend more time
there than strictly necessary. Then there are



vending machines in the corridor but no seating
areas. I'd provide free fruitin public areas and let’s
get away from people eating at their desks. Apart
from anything else, it's smelly!

The best ideas aren’t going to come when sitting

in front of your monitor, but from those chance
interactions and exchanges between staff. We
need to create welcoming public spaces, such as

a kitchen/dining room where staff from different
departments can actually mingle and communicate.
Let’s make sure to have plenty of space for
socialising and collaboration. How about a ping-
pong table and attractive outside spaces as well?

BwW2.01

1 So, you're asking about window displays?
Well, I think this is something the company could
improve. Kloze-Zone’s design and quality are great,
but Id like to see more innovation in the window
displays because it’s what makes you gointo a
store when you're walking down the High Street.
2 We have some special offers and promotions,
but our competitors, for example, organise special
days in their stores every season, with clothes

at 50 percent off. That attracts a lot of interest.

I know this heavy discounting doesn’t increase
sales that much, but it works really well to raise
brand awareness. We did have a special event

for the store opening - it was a lot of work, but

it was great; there was a local band playing and
staff gave out free T-shirts to customers. Another
thing is, | think we should organise some kind of
promotional event in months like November and
February, to promote the store. Those months are
very quiet for us.

3 Ithink fast-fashion retailers do a lot to market
their clothes at mostly women. | get bored with
seeing the same kinds of adverts that are targeted
atgirls. | think they should aim their campaigns at
guys, too. For example, | like going shopping with
my girlfriend. Also, when men go shopping, we
often buy two of the same thing if we really like it,
so that’s good business. Perhaps they need more
engaging marketing campaigns for guys?

4 What do | think of their customer service? Well,
shop assistants sometimes seem too busy to help
customers when you're trying on clothes in the
fitting rooms. I mean, you might want to try on

a different colour or size, and you're not with a
friend, so it’s difficult. | think they need to employ
more staff in the store. But | love their mobile app
and it’s dead easy to use. The design is really cool
because you can check out the clothes and mix and
match them online before you come to the shop.

5 Well, Iworkin the Berlin store. It's difficult
because there are a lot of High Street fashion stores
in Berlin - it's very competitive. But we work really
hard. When we first opened, it used to be fun, then
a couple of my colleagues left last month because
of the long working hours. We have to work from
nine to seven, and Saturdays, too. And even some
Sundays. | don't know about Japan - | think they
only get two weeks of holiday every year there.
But in Germany workers expect a break and longer
holidays, you know?

6 What could we improve at Kloze-Zone? The
main problem | have as a store manager is that
staff turnover is pretty high. Some young people
start working in fashion thinking it's going to be
good fun, trying on clothes all the time. They don’t
realise you're on your feet all day and you have

to be polite to the customers all the time - even
when they complain and return items. | need staff
who understand fashion, although, to be honest,

a lot of the people I interview aren’t even aware of
our brand. They confuse us with other High Street
stores! | think we need to improve brand awareness
to attract both more customers and staff.

BW3.01

Amalia

Is this webcam on? Oh, right! So, why should
you hire me? Well, | have to say | think I'm hard-
working, I'm reliable and, and ... I'm highly

qualified. | have a background in marketing and a
lot of experience in different sectors. | also speak
various languages, so that will be very useful for an
international company like Media Solutions.

I would like to work for you because | think I'm
good at communicating, especially writing,

and | could contribute to your Communications
department with my ideas and improve the
presence of your clients in social media. Err, ...
that’s all really. Thanks for listening. Oh, and please
call me if you'd like me to come in for an interview.
Birte

Why should you hire me? Because I'm a ‘people
person”: I'm not only sociable, but also really creative
and if you hired me, lwould give 110 percent and |
would get on with all the team and the clients, too.
Another thing you should know about me is I'm
really into sports and martial arts, as you can see.
You can check out some of my videos in social media
on how to do sports training. | love social media and
dedicate a lot of time to it. It's the way everyone
communicates nowadays.

What else? I've got a degree in marketing. | did an
internship at my dad’s company and | learnt a lot.
I'm a fast learner. | don’t have lots of experience
but I thinkit's more important to have the right
attitude and just get out there and do it! So why
should you hire me? Because I'm worth it! Call me
for aninterview and please give me the chance to
tell you more.

Cindy

So, you'd like to know why you should hire me?
That’s a good question. Looking at my CV you

might think | don’t have any relevant experience
but I do have experience in managing people. |

have to communicate in my job every day, where

I'm responsible for a team of forty people, talking

to different departments and dealing with difficult
customers. I'm good at working under pressure, so
you can depend on me to write those reports on time!
Oh sorry, just a minute .... another consideration

is that I'm a big fan of social media. | write a

blog in my free time, although I don’t have that
many followers yet. I'm also studying marketing
online in the evenings. So, if you hire me, I will
help you to find the best solutions for you and
your clients and improve their online presence
with the contributions of key opinion leaders and
influencers.

Thank you for considering my application and |
look forward to your call!

BW3.02

Amalia

My proudest achievement? Oh, err ... that's a
difficult question. I think it was the time when |
graduated from university ... no, sorry, | think my
proudest moment was when | organised a charity
event for homeless people in my town. It was

a lot of work, but the response from the public
was tremendous and we raised over £4,000. |

was responsible for organising the social media
campaign and talking to the press. | think | did a
good job and my family told me they were very
proud of me. It was a brilliant experience that
made me want to work in social media.

Birte

My proudest achievement has to be when | started
a social media campaign about young people with
eating disorders. | started posting a video every
day with tips for having a healthy diet but it was all
about feeling good, not making life more difficult
for yourself. There’s a lot of contradictory advice
about health tips on the internet. You know, people
say different things and that confuses people. Then
I suddenly got thousands of followers on social
media and | realised that my videos and advice

on doing exercise and having a healthy diet were
making a difference. To give you an example, |
received one post from a young woman who was
in hospital at the time and she wrote saying that

I was an inspiration to her. And that made me feel
really proud of what | was doing, my blog was
really helping people, you know?
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Cindy

That’s an interesting question. I'm not sure ... |
think it was when there was a problem while |

was still working as an intern. There was a public
transport strike and lots of people were phoning
the department and complaining. There was a lack
of information and we were getting very negative
comments on social media and from the press and
a lot of my colleagues didn’t seem very interested.
Then we had a crisis meeting and the team decided
to work hard until late at night to solve problems
and to deal with all the emails and phone calls
from the public. But | took the initiative to start
writing replies to the negative posts on social
media, so we improved our company image and
my boss thanked me in front of the whole team.
And because of me, the department started taking
social media more seriously. | felt really proud. |

was just the intern.

BwW4.01

As the supermarket wars continue we take a look
at three major supermarket chains to find out
about their strategies.

Upmarket food retailer White’s has introduced a
loyalty scheme to provide better value to members
rather than lowering its prices and entering into a
price war with discounters.

It has also expanded its own-brand range and
promises ‘price matches’ with the own brands of
other major supermarket chains, like Mulberry’s.
However, the CEO has announced that it will also
continue to invest £400 million each year on
weekly special offers and price promotions rather
than cutting prices permanently.

She said White’s will continue to focus on an
excellent in-store service, as well as high-quality
product ranges. The supermarket is making a major
move into food-to-go to meet the needs of busy
consumers.

Food retail giant Mulberry’s is still finding it hard
to adapt to both increased competition from
discounters and changing consumer shopping
habits.

Its ‘back-to-basics’ strategy includes selling off
non-core activities, such as in-store restaurants,
and it will also stop selling clothes and consumer
electronics.

The chainis also spending less on special promotions
in order to simplify its strategy and is cutting the
number of products to 20,000 to cut costs.
Mulberry’s smaller convenience stores and its
online store have seen good sales growth but
falling food prices continue to reduce profit
margins. Latest figures show its market share
remains flat, at 16 percent.

The discounter C&C has achieved spectacular
sales growth in recent years. While the other

main players in the retail food market have been
closing supermarkets, C&C has just announced

its ambitious expansion plan including the
construction of fifty new stores.

The chain also said that it will refurbish 150
existing stores over the next three to four years

in order to attract more customers. The retailer is
also doubling its product range and including more
fresh meat and a new own-brand low-price luxury
range to rival the main supermarket chains.

With these major investments, it remains to be
seen if C&C will also have to change its lowest price
strategy.

BW5.01 Aw = Anna Wozniak

TW = Tadeusz Walentowicz

AW: So, Ted, what I'm saying is we need
automation for selecting and lifting heavy
furniture from high shelves.

TW: But we've been doing that with fork-lift trucks
for years.

AW: The thing is, there have been more accidents
in the warehouse recently because of the increased
numbers of orders. Staff are constantly doing
overtime, they can’t handle the work and goods
are damaged, ...
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TW: OK, but the items have to be packed carefully
and this should still be done manually.

AW: Yes, | agree.

TW: And if we introduce robotics technology to
avoid breakage, we have to make sure the supplier
provides training. If not, we’ll have robots going
out of control!

AW: Don‘t worry, both suppliers say they’ll provide
training.

TW: So, tell me about these providers. Were they
recommended?

AW: Yes, | had recommendations from my contacts
in car companies. One here in Poznan and one in
Germany.

TW: Good.

AW: One of the providers is a robotics developer
from Singapore and the other is Japanese.

TW: Japan, eh? They are going to be expensive.
AW: Both offer quality automation and training.
We have to move with the times, Ted.

TW: | know, but I'm worried about costs

and maintenance. What do we do when the

robots break down? What happens if we need
maintenance? Are there local people who can fix it,
or will they send a guy from Singapore?

AW: Those are good questions. That’s why I've
arranged interviews with the suppliers tomorrow.
You have a teleconference with the supplier from
Singapore and I'll talk to the one from Japan. Then
we’ll compare notes.

TW: Allright. And what are your main concerns,
Anna?

AW: | think there will be some problems with the
transition, when we’ll have to deal with the old
system and the new technology at the same time.
TW: Mmm, Human Resources say there will be a
negative reaction from the employees - people are
worried about robots taking their jobs.

AW: | know, but we need this automation if we're
going to stay competitive. And they’ll learn new
skills.

TW: Well, Human Resources want to discuss
possible job losses. Unfortunately, | don't see all
of our workers continuing with robots. But | agree
some employees can be retrained. So, tell me a bit
more about these suppliers.

AW: Well, Novarobot is based in Singapore. They
do industrial automation.

TW: And the Japanese one?

AW: The Japanese supplier is called Bot-
automation. They're based in Osaka and also focus
on robotics designand ...

TW: We are going to be taken over by robots. If my
father saw this company now ...

AW: Your father would want the company to be
successful. It’s going to make everything much
easier, Ted! Trust me.

BW5.02

Supplier A

TW =Tadeusz Walentowicz TK=Tony King
TW: So, I understand you are specialists in
industrial automation, Mr King. And you have
worked with clients in the automotive industry in
Germany.

TK:That's right. And we have worked with clientsin
Poland, too.

TW: Good. That will be an advantage.

TK:As | explained to your logistics manager, I'm
sure we can help you manage your logistics more
efficiently using artificial intelligence.

TW: So, how do you work? How will the robots be
installed?

TK:The way we work is that automation systems
are installed in two phases.

TW: Two phases? Why is that?

TK:This allows for an easy ..., a smooth transition
between manual and automated systems. Your
warehouse will have to stop operations for three
days during each phase of the installation.

TW: But we can't lose six working days!

TK: We appreciate that, so to minimise the effects on
production, this work can be done at the weekend.
TW: From Friday to Sunday?
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TK:That's right.

TW: And what happens if something goes wrong?
Do you have technicians who can do maintenance,
at no extra cost?

TK:Err, ... first of all, we offer a two-year guarantee.
Many robotics companies offer less. There are
sometimes technical problems, usually because
operators are not used to the system. Any failure
will be repaired by Novarobot technicians during
this period. We also do a maintenance inspection,
free of charge, once a year.

TW: That's good to know. But what happens when
this two-year guarantee ends?

TK:Our robots are made to last for years, Mr
Walentowicz. But | recommend you contract

our after-sales service. That way you can callan
emergency hotline and speak to an engineer 24
hours a day.

TW: Mmm, I'll need to talk to our logistics
manager. Could you send me the details and costs
of your after-sales service?

TK: Yes, of course.

TW: And Id like to know about training.

TK:Basic training is provided during installation.
After that, our technicians deal with any problems
via email, or videoconference. You'll also have a
maintenance inspection, once a year.

TW: Well, I think we are going to consider your
proposal. And then, if we accept your offer, you can
visit our warehouse and discuss what we need.
TK:Can | ask, when do you think that will be?

TW: The logistics manager will contact you.
TK:We hope we can do business with you. Thank
you for your time, Mr Walentowicz.

TW: You're welcome, Mr King. Goodbye.

Supplier B

AW = Anna Wozniak KI=Kin lzumi

KI: Thank you for showing an interestin us, Ms
Wozniak.

AW: | see your team has won awards.

KI: That’s right. We are innovators in robotics
design.

AW: But Id like to know how your company differs
from the competition.

KI: Err... If you choose us, we can provide solutions
in many areas: mobile robotics, motor control and
industrial automation. We are an ISO-certified
company.

AW: | see.

KI: And we give customised solutions.

AW: That's good to hear.

KI: And specialist engineers assess your needs and
then adapt the mobile robotics to your warehouse.
AW: Great, so you adapt to our specific needs.

KI: That's right.

AW: And what about installation? How will

that work? I imagine there will be a transition
period when we still operate manually, while the
employees learn to use the new system.

KI: Mmm, ... not exactly.

AW: Could you clarify that?

KI: Sorry, but we don’t have a transition period.
We find it causes confusion. We suggest your
warehouse stops operations for six to seven
consecutive days.

AW: Seven days! That much time?

KI: Err, ... we recommend, for example, from
Saturday to Friday. This can be done over a public
holiday orin the summer.

AW: Well, that's not ideal. And what about training?
KI: Two specialist technicians provide the training
after the installation period. Manuals in English are
also provided. That way, any basic maintenance
can be solved later on by your own staff.

AW: Good. And what about the guarantee?

KI: We offer an 18-month guarantee.

AW: Only 18 months! But what happens after
that? Or if the equipment breaks down?

KI: Technicians from Bot-automation can help

via an emergency hotline and teleconference.

We guarantee our technicians will visit your
warehouse in 36 hours if complex maintenance is
needed during the first 18 months.

AW: But not after that?

KI: That depends.

AW: Do you mean there will be an additional cost
for the after-sales service when the guarantee ends?
KI: That’s correct.

AW: Mmm, well, I'd like to discuss your offer with
our director, and then we’ll get back to you.

KI: Of course. But remember if you order a fourth
robot, we will offer you a discount for the after-
sales service.

AW: That's good to know. Excuse me. I'm afraid |
have another meeting now.

KI: Please contact me if you have any questions, Ms
Wozniak.

AW: Thankyou, MrIzumi. We'll be in touch.

BW6.0.1

Ben Fischer

Hi guys! I'm Ben Fischer and my award-winning
theatre company performs at events and festivals
all over the world. We bring the works of famous
German writers and dramatists, such as Bertolt
Brecht, to audiences across the globe.

In true dramatic style, our latest production of
Brecht’s The Good Person of Szechwan has just
been hit by disaster. An electrical fire destroyed the
arts centre where we were performing in London
and took with it all our costumes and equipment.
Fortunately, nobody was in the building at the time
and nobody was injured in the fire.

We know one day the insurance company will
eventually pay the compensation to rebuild and
replace everything, but we need to complete our
world tour now and can’t wait around for the
money to arrive.

Can you help us? We need to raise €10,000 in the
next few weeks to replace everything. | promise
all donations to our cause will be repaid when

we receive the insurance payout. Not only that,
depending on the size of your donation you will
receive discounts on tickets and even free tickets to
see our play in any city of your choice on the tour.
Just see our website for more details.

As Brecht himself once said, ‘Everyone needs help
from everyone.’ By contributing to our disaster
fund, you will be doing your bit to support
community arts and help our young theatre group
to literally rise from the ashes. Thank you!

Alison Chadwick

My name’s Alison Chadwick and this is my story. |
started my T-shirt business, Alison’s Tees, back in
university as a hobby. Friends and fellow students
used to ask me where | got my T-shirts from and
when | told them | designed them myself everyone
said that was cool.

Then I thought, you know anyone can design their
own T-shirt. It's simple, it’s fun and it’s creative. On
my website you can choose the colour and style but
more than that, you can have any design or logo you
like printed on itincluding photos to make your very
own unique T-shirt. Friends will be amazed. Before
we finally produce the T-shirt, you'll receive a photo
of the design for final approval.

No more shopping for hours looking for something
you actually like. No more low-quality shop-
bought products. All our T-shirts are 100 percent
organic cotton and ethically sourced. We're helping
independent cotton farmers. We work hand-in-
hand with our suppliers to ensure highest-quality
tees.

Thanks to previous crowdfunding our business has
been a big success. Now we need your support and
your money to help us develop our mobile app so
our users can design and order their own tees on
their smartphones, anytime, anywhere.

Marcos Lépez

If you like travelling, you'll love our new tour

guide mobile app. It's like an audio guide but on
your mobile phone, so you carry it with you all

the time. I'm Marcos Lépez and I'm one of the
founders of Holidapp. It's the ultimate travel
companion. It's like having an audio guide but on
your smartphone. You'll never want to buy another
guidebook or tourist map again in your life. You'll



find out about the places you're visiting whenever
you wantin a new, original and entertaining way.
Our app is free to download and quick and easy

to use. Enter the desired location and for just €10
you will get an expert guide to one of over 30
destinations in Europe and the USA. And the list of
placesis growing longer each month.

The guide features audio tours by experts in

their towns, from qualified tour guides to local
storytellers of all ages with a passion for the place
where they live. Our platform is free to our quide
contributors and they receive 70 percent of the
revenues generated by their guides.

Each travel quide on our app comes with high-
quality photographs and can use your geolocation
to help you get the most from your guide.

We need your backing to help us cover the cost of
production, audio recording, programming and
photography. We’d also love to hear what you think
of the guides so we can keep improving our service.

BW7.01

1 Oh, whenthe Dutch managers visited our office,
it was very nice. We had good conversations about
our respective traditions, our families and food.
They loved our Indian food. Regarding business, |
would say that we're like one big family here. I have
cousins, uncles and aunties in the office working
here, and so we work very well together. | realise
it's different in Europe but this is how we work in
this country. We trust each other. It’s just the way
itis. Our business relationships are based on trust.
The only thing is that they kept insisting about

the report for the latest sales figures. And | said, it
wasn’t a problem, no problem at all. We'll have the
report ready soon. | told them not to worry about
that. You cant say ‘'no’, or ‘that’s not possible’ to a
visitor, can you? That would be terribly impolite!

2 We got on very well with the managers from
Betker Finance. It was great seeing them face

to face. Perhaps here in the south we're not as
punctual as they are. But that doesn’t mean we're
less productive. In fact | think we're much better at
multi-tasking. I find Northern Europeans tend to
do only one thing at a time. You know, they‘re only
focused on one thing, which seems a bit limiting

if something important suddenly comes up. For
example, as the Sales Manager in my region, |

have to manage a large team of people and juggle
different tasks at the same time. So, it’s normal
that when I'm in a meeting with a colleague, |
might have interruptions, like an urgent phone
call, or someone from the office comes in to ask me
something. It's the way we work. But | don’t think
our Dutch colleagues had a good first impression of
us. And we're great believers in first impressions.

BW7.02

3 When the sales manager came from
headquarters, he just said: ‘Hi, how’s it going?’

and he got down to business right away, talking
about figures and KPIs. You know, key performance
indicators. Actually, there was no time to reply, or
even for me to ask him the same thing. It was very
direct and abrupt, which surprised me. I know its
good to be efficient and have a purpose in a meeting,
butin our culture, we always make conversation
before getting down to business. | often ask the
visitor about events in their country, and find out
about their interests and maybe their family. It's
important to get to know the other person to
establish a good atmosphere. | mean, we all want to
do business with people we like, don't we?

4 When the sales representative came from
Betker Finance, it was quite erm, quite difficult
because she talked a lot about the new products
which were very erm ... interesting, but | had the
impression that she didn’t understand our market
so well. And at the end of the first meeting, she
thought we had finished, we had just begun! She
also asked me many questions, which | couldn’t
answer because | needed to get approval from my
boss. So when | said at the end of our conversation
that | needed to check everything with him, she
seemed a little erm ... annoyed. | felt bad about
that. And we thought she was staying for the week,
so we would have time to discuss the new products
with the team, and adapt them for our market, but
she left after a couple of days. Then she sent me

an email confirming points that we hadn’t agreed
on. | tried to explain that we do business as a team,
and everything has to be confirmed by my bosses. |
hope our next meeting will be more harmonious.

BVV8.01 HR=Human Resources Manager

CM = Cris Martinez AC=Alex Cortés

DL =Danni Lee

1, Cris Martinez

HR: Have you had any thoughts about your
current training needs, Cris?

CM: Well, these days I'm responsible for
formulating our long-term business plans and, as
you know, | report directly to the Chief Financial
Officer. I've done a lot of generic training courses in
core management skills over the years. Now | need
something more practical than sitting down all day
in a training room looking at PowerPoint slides and
doing roleplays.

HR: [see.So, reqular training courses are not of
interest to you?

CM: No, no, no. | want to tie my leadership
development to my real-world projects. It'd be
good to be able to build up a network with other
senior managers in Grupo Tula around the world to
share ideas, ... and problems and solutions.

HR: So, a support network of peers would interest
you?

CM: That's right! We can learn a lot from each
other’s experiences. One key role of senior
executives is managing change and | think we can
support each other with this. It would be good

to get the perspective of executives with diverse
cultural and business perspectives.

HR: Atthesame time, you have a great deal of
knowledge and expertise which you could pass on.
CM: Yes, that’s true. Of course | believe that

talent development should be a part of a senior
manager’s job. It’s just getting the time to do it,
isn‘tit?

2, Alex Cortés

HR: What type of training would interest you Alex,
and why?

AC: My job essentially is to make sure the day-
to-day business runs smoothly, which includes
overseeing a lot of staff. | know the technical side
of my job well. So, I'd like to do something new

to improve my leadership skills. | want to help my
staff develop, get better results from them, and not
just focus on completing the task.

HR: Right. So you want to help your staff improve
their performance?

AC: That'sit!

HR: Anything else you might like to do?

AC: Yes, well, a big part of my work is negotiating
deals with suppliers and clients and more and
more of them are outside Mexico nowadays. | can
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see why the company has adopted English as the
official language since the merger, but | don’t feel
as confident communicating in English as I doin
Spanish, particularly in meetings and when I'm
giving presentations. | know I'm really going to
need to do something to improve my fluency if I'm
going to progress through management levels in
the future.

HR: Yes, | think a lot of people are going to want
more English language training now. By the way,
have you been back to Spain recently?

AC: No, but my parents are coming here next
month. It’lL be good to see them again!

HR: |canimagine.

3, Danni Lee

HR: So, Danni how are you adapting to life in
Mexico? A bit different from Wisconsin, right?

DL: It's been great! Everyone’s so helpful and
friendly.

HR: That’s good to hear. Now tell me a bit about
yourself. | see you have a degree in business
administration and started here six months ago in
the sales division. How’s that going?

DL: Ireally love the work, but I'm not always sure
what I'm supposed to be doing or if I'm focusing on
theright things. I have so many demands on my
time and | feel quite stressed by it all. | work really
long hours but I don’t think that’s what | should

be doing either because | have no life outside the
office at the end of the day.

HR: [see.That’s not good. It sounds like you need
some help with those issues.

DL: And you know, | don’t know why they

didn’t teach us more practical computer skills at
university, like Excel. It would really help me a lot
with my job now.

HR: Maybe some on-the-job training would be an
idea or an online course?

DL: Yeah, I'm sure | could pick it up quickly enough
with some help. I'm really keen to learn as much as
| can. At the moment | don’t manage any staff but
I'm quite ambitious. I'd like to lead a team one day
so I'd like to know more about what that involves.

P4.02
1

OK, let's get started. Good morning, everyone.
2

A: How about using a call centre service for
different languages? People who call us, they

can choose the language they work with, and we
contract a call centre to handle first contacts, and
then they contact our sales staff.

B: Thatsounds like a possible solution.

C: OK, butI'm not sure how that would work. If we
do that, it will just increase our costs.

3

A: Bibi, just building on what Roel said, | thinkiit’s
easier to hire someone than train them in language
skills. For our staff to learn Czech or Hungarian, it
would take a very long time ... years!

B: You may beright.

C: OK, then I think we need to look at recruitment
as the quick solution.

4

I'll send Stefanie over to Tokyo for a couple of
weeks, OK?

P8.03

1 The workshop, which | was planning to attend,
was cancelled.

2 The workshop which | was planning to attend
was cancelled.
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Glossary

adjective (adj.) Headwords for adjectives followed by
information in square brackets, e.g. [only before a noun] and [not
before a noun], show any restrictions on where they can be used.

noun (n.) The codes [C] and [U] show whether a noun, or a
particular sense of a noun, is countable (an agenda, two
agendas) or uncountable (awareness, branding).

verb (v) The forms of irregular verbs are given after the
headword. The codes [I] (intransitive) and [T] (transitive) show
whether a verb, or a particular sense of a verb, has or does not
have an object. Phrasal verbs (phr. v.) are shown after the verb
they are related to.

Some entries show information on words that are related to
the headword. Adverbs (adv.) are often shown in this way after
adjectives.

region labels The codes AmE and BrE show whether a word or
sense of a word is used only in American or British English.

acquire v. [T] if one company acquires another, it buys it: /n 1998 the
business was acquired by a Dutch company.

acquisition n. [C] when one company buys another one, or part of
another one: the group’s acquisition of 85 stores in California

action point n. [C] something that you decide must be done, especially
after a meeting or after studying something carefully: We drew up a
list of action points arising from the interview.

advertising n. [U] the activity or business of telling people publicly
about a product or service in order to persuade them to buy it: Most
organisations underestimate the benefits of advertising.
advertising campaign . [C] an organisation’s programme of advertising
activities over a particular period of time with specific aims, for
example to increase sales of a product: The company ran an advertising
campaign for its drink products that was targeted at teenagers.
print advertising n. [U] advertising in newspapers and magazines:
Although print advertising is not growing as quickly as online
media, it is still a very profitable business.

agenda n. [C] 1 a list of the subjects to be discussed at a meeting:
What'’s the first item on the agenda?
2 the things that someone considers important or that they are
planning to do something about: The fuel crisis will be at the top of
the agenda for today’s board meeting.

angel (also business angel) n. [C] a private investor who puts money
into new business activities, especially ones based on advanced
technical ideas: Business angels are an important source of
investment for start-ups.

application n. [C] 1 a formal, usually written, request for something or
for permission to do something: /t has submitted an application to
establish a distribution company.
2 (also job application) a request to be considered for a job,
usually done by sending in a CV and letter or by filling out a form
with information about yourself and your previous jobs: His job
application showed experience running warehouses.
3 a piece of software for a particular use or job: We received training
on a number of spreadsheet and database applications.

apply v. 1[I to make a formal, usually written, request for something,
especially a job, a place at university or permission to do something:
She applied for a job with the local newspaper.
2 [T]to use something, such as a law or anidea, in a particular situation,
activity or process: These ideas are often difficult to apply in practice.

appoint v. [T] to choose someone for a job or position: The company
appointed a new chairman last week.

approach n. [C] a method of doing something or dealing with a
problem: /f this doesn’t work, we’ll try a different approach.

aspirational adj. having a strong desire to have or achieve something,
especially something such as a better job or position in society: The
course appeals to aspirational university students.

asset n. [usually singular] something or someone that is useful because
they help you succeed or deal with problems: / think Rachel would
be an asset to the department.

associate n. [C] someone who you work with or do business with: / was
recently contacted by a former business associate.

authority n. [U] the power that a person or organisation has because of
their official or legal position: / wouldn’t have taken the job unless |
had the authority to run the division.

autocratic adj. relating to a leader who makes decisions and gives
orders to people without asking them for their opinion: an
autocratic manager

automation n. [C] the use of machines and computers, rather than
people, to produce goods or do work: Costs have been reduced by
automation and heavy job cuts.

automotive adj. [only before a noun] relating to cars or the car industry:
demand in the automotive market

backer n. [C] someone who supports a plan, person or company, usually
by giving money: The directors closed down the operation after the
company’s financial backers pulled out.

backing n. [U] support or help, especially financial help: The proposals
have the backing of the EU Commissioner for the Environment.
financial backing n. [U] money that is given for support or help,
especially to start a business or begin making a product: She flew to
New York to try to raise some financial backing for the project.

background n. 1 [C] someone’s past, for example their education,
qualifications, and the jobs they have had: We are looking for
someone with a background in tourism.
2 [C, Ul the situation or past events that explain why something
happens in the way that it does: Without knowing the background
to the case, | couldn’t possibly comment.

board n. [C] (also board of directors) the group of people who have
been elected to manage a company by those holding shares in the
company: The board of directors met yesterday.

boost v. [T] to increase something such as production, sales or prices:
The plan was meant to boost agricultural production.

brain training n. [U] the process of teaching ourselves to think or
behave in a different or new way, by regularly doing particular
exercises, playing particular games, etc.: brain training games

brainstorm v. [I, T] to have a discussion or meeting with other people
at work to suggest a lot of ideas for an activity or for solving a
problem: Employees get together and brainstorm ideas, some of
which get developed and some don't.

brand n. [C] a name given to a product by a company so that the
product can easily be recognised by its name or its design: Coke and
Pepsi are the most popular brands of cola.
brand ambassador n. [C] someone, especially someone famous,
whom a company pays to use their products and make people more
aware of the brand: Sales of the shoes rose significantly after the
singer became the company’s brand ambassador.
brand awareness n. [U] the degree to which people know about a
particular brand: Although the company is well-known in consumer
electronics, it didn’t enjoy much brand awareness in personal
computers.
brand image n. [C] the collection of ideas and beliefs that people
have about a brand: Both BMIW and Honda have built their brand
images on engineering excellence and high performance.
brand personality n. [U] the characteristics that people think belong
to a particular brand that are similar to human qualities such as
being fun, exciting, healthy, young, etc.: The jeans’ brand personality
attracts young people who want to seem cool and rebellious.
brand stretching n. [U] the act of starting to use an existing brand
name on a different type of product, hoping that people will buy it
because they recognise the name (see also stretch a brand): Virgin,
the most quoted example of brand stretching, is in a delicate position
because it relies on the reputation of one man: Richard Branson.
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budget n. [C] a detailed plan made by an organisation or a government
of how much it will receive as income over a particular period of
time, and how much it will spend, what it will spend the money on,
etc.: Each year business managers draw up a budget and suggest a
series of financial targets.

bureaucracy n. [U] all the complicated rules and processes of an official
system, especially when they are confusing or responsible for
causing a delay: The company’s huge bureaucracy limits
creativity and independent thinking.

business plan n. [C] a document produced by a company, especially a
new company, giving details of expected sales and costs, and how
the business can be financed, and showing why the business will
make money: To raise the cash they need, managers have to give
their bankers a three-year business plan.

candidate n. [C] someone who is being considered for a job: They are
interviewing three candidates for the post of sales manager.

cashflow (also cash flow) n. 1 [U] the amounts of money coming into
and going out of a company, and the timing of these: The business is
suffering severe cash flow problems.
2 [C, U] profit for a particular period, defined in different ways by
different businesses: We expect a rise in both our production and
our cash flow.

centralised (also centralized AmE) adj. organised in a way that one
central group in a company, organisation or country has the power
and control and tells people in other places what to do: The country
is continuing its efforts to move away from a centralized economy.

chain n. [C] a number of shops, hotels, cinemas, etc. owned or managed
by the same company or person: a chain of travel agents
discount chain n. [C] a number of shops owned or managed by the
same company or person that sell goods at lower prices than other
shops of the same type: Discount chains have put pressure on the
supermarket industry.
retail chain n. [C] a number of shops that are owned or managed
by the same company or person: Every town has the same big retail
chains.
supermarket chain n. [C] a number of supermarkets (=shops that
sell food or other household goods) that is owned or managed
by the same company or person: The discount supermarkets are
challenging the major supermarket chains for market share.

chairman n. [C] (plural chairmen) (also chairman of the board) the
person who is in charge of a large company or organisation,
especially the most senior member of its board: He will remain
chairman of the company.

Chief Executive Officer (CEO) n. [C] the manager with the most
authority in the normal, everyday management of a company. The
job of Chief Executive Officer is sometimes combined with other
jobs, such as that of president: McGrory is now chief executive
officer of Price Enterprises.

clichéd adj. relating to words, phrases or ideas that have been used
so much that they are not effective or do not have meaning any
longer: Clichéd phrases such as “l am a self-starter” should be
avoided—instead, give specific examples.

client n. [C] 1 someone who pays for services or advice from a professional
person or organisation: a meeting with an important client.
2 someone who buys something from a seller (= customer): Most of the
shop’s reqular clients are men.
base of clients (also client base) n. [C usually singular] the group of
people or companies who regularly use a company’s services or buy
its products: The company has almost doubled its client base in the
past two years, to around 1,500.

coach n. [C] someone whose job is to help someone to learn what they
should say or do to be successful in a particular situation or in their
career: The coach helped me improve my presentation skills.
career coach n. [C] someone whose job is to help people to plan
their careers: Go to a career coach for some advice.

coaching n. [U] the process of helping someone prepare what they
should say or do in a particular situation: Managers should provide
some coaching for staff members to help them improve their
performance.

commercial vehicle n. [C] a vehicle such as a truck or van, used
for taking goods from one place to another: The firm produces
components for commercial vehicles.

commission n. [C, U] an amount of money paid to someone according
to the value of goods, shares, bonds, etc. they have sold: The dealer
takes a 20% commission on the sales he makes.

commitment n. 1 [C, U] a promise to do something or to behavein a
particular way: Our company has a commitment to quality and
customer service.

2[U] the hard work and loyalty that someone gives to an
organisation or activity: Her commitment to work is beyond
question.

compensation n. [U] an amount paid to someone because they have
been hurt or harmed: The group will pay compensation to 800
people who have been made redundant.

competent adj. having enough skill, knowledge or ability to do
something to a satisfactory standard: The farm is run by a
competent manager.

competition n. 1[C] an organised event in which people or teams
compete against each other: Teams from high schools all over the
state have entered the competition.
2 [singular, U] the people or groups that are competing against you,
especially in business: Japanese computer makers now face foreign
competition in their home market.
3 asituation in which businesses are trying to be more successful
than others by selling more goods and services and making more
profit: This price reduction is due to competition among suppliers.

concept n. [C] 1 an idea for a product: a new concept in business travel
2 arule oridea saying how something should be done: /t’s very
simple, once you grasp the concept.

consensus . [singular, Ul agreement among a group of people: The
talks are aimed at building a consensus.

consolidation n. [C, U when companies combine in takeovers and
mergers, resulting in fewer businesses in an industry: Further
consolidation in the sector is clearly necessary - there are 32
companies competing in one town alone.

consultant n. [C] someone whose job is to give people or businesses
advice or training in a particular area: The CEO has appointed a
consultant to advise on the restructuring of the company.

consumer n. [C] a person who buys goods, products, and services for
their own use, not for business use or to resell: Demand for cars is
increasing as consumers feel more confident about the economy.
consumer base n. [C usually singular] all the people who buy or
use a particular product: Computer manufacturers have a general
problem of capturing and retaining a customer base.

contract n. [C] a formal, written agreement between two or more
people or groups which says what each must do for the other, or
must not do: He intends to sign the new contract next week.

convenience store . [C] a shop where you can buy food, alcohol,
magazines, etc., especially one that is open for 24 hours every day:
Stop at the convenience store for some milk, will you?

core adj. relating to something that is most important to a person,
company, etc: The government will discuss what they say are the core
issues of education and health care.
core business the business that makes the most money for a company
and that is considered to be its most important and central one (see
also non-core business): The car maker is to sell off its $1billion
technology arm to concentrate resources on its core business.
core value n. [C] a principle that you consider to be very important,
and which affects all aspects of what you do: The following list of
core values reflects what is truly important to us as an organisation.
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corporate adj. relating to a company, usually a large one, or business in
general: /s the party too influenced by corporate interests?

corporate event 1. [C] a performance, sports competition, party, etc.

at which people from a particular company and their guests gather
together to watch or take part in something: The dinner and dance
were a corporate event aimed at raising money for the company’s
chosen charity.

corporate tax (also corporation tax BrE, corporate income tax
AmeE) n. [C] a tax on a company’s profits: How much do companies
pay in corporate tax in your country?

cost n. 1 costs [plural] the money that a business or an individual
must regularly spend: Delays in construction could increase costs
significantly.
2[C, U] the amount of money that you have to pay in order to buy,
do, or produce something: The company had to bring in skilled
workers from abroad, often at high cost.

covering letter BrE, cover letter AmE n. [C] a letter that you send with
another document or a package, explaining why it has been sent or

giving extra information about it: Send your CV and a covering letter

to the address below.

crowdfunding n. [U] a method of getting money to do something, for
example make a new film or album, by asking many people to give
part of the money needed, often on the internet: The start-up costs
for the business were met through crowdfunding.

customer n. [C] a person or organisation that buys goods or services
from a shop or company: We try to keep reqular customers happy.
customer engagement n. [U] when customers are interested in
a product or company and feel that they have a connection or
relationship with that company: Customer engagement is built
every time a customer buys a product, sees an ad, or receives an
email from your company.
customer service n. [U] 1 when an organisation helps its customers
by answering their questions and listening to their complaints,
giving them advice on using a particular product or service,
providing a good quality product, etc.: The company claims
customer service is its number one priority.
2 (also Customer Services) the department in a large organisation
that deals with questions and complaints from its customers, gives
advice on using the product or service it provides, etc.: Just ring
660000 and ask for the Customer Service department.

CV n. [C] (abbreviation for curriculum vitae) a short written document
that lists your education and previous jobs, which you send to
employers when you are looking for a job (= résumé AmE): Send
your CV and a covering letter to the address below.

deadline n. [C] a date or time by which you have to do or complete
something: September 30th is the deadline for sending in your tax
return.

decentralised (also decentralized Am£) adj. organised in a way that
moves responsibility, services, or jobs from one central group or
place to different groups or places within a company, organisation,
or country: The health care system is very decentralised, so
authorities in different regions can make decisions appropriate to
their area.

decision-making n. [U] the process of making important business,
political, or legal decisions: At each stage in the project, different
people may be involved in decision-making.

decline! v [I] 1 if an industry or country declines, it becomes less
profitable, productive, wealthy, etc.: This type of business is a
declining sector of the UK economy.
2 If sales, profits, production, etc. decline, they become less: Car
sales have declined by a quarter.

decline? n. [C, U] 1 when sales, profits, production, etc. become less: a
rapid decline in unemployment
2 when an industry or country becomes less profitable, productive,
wealthy, etc.: The decline in the country’s manufacturing sector is
worrying.

delegate v. [I,T] to give part of your power or work to someone else,
usually someone in a lower position than you: A good manager
knows when to delegate.

demand n. [U] 1 the amount of spending on goods and services by
companies and people in a particular economy: Demand in the US
economy generated 23 million new jobs during the 1990s.
2 the total amount of a type of goods or services that people or
companies buy in a particular period of time: Chrysler said its Jeep
plant won’t operate next week because of weak demand.
3 the total amount of a type of goods or services that people or
companies would buy if they were available: Demand for phone
service in Thailand far outstrips the supply with back orders
totalling about one million.

demographic n. [C] a part of the population that is considered as a
group, especially by advertisers who want to sell things to that
group: The holidays are aimed at the 18-30 demographic.
age demographic n. [C] a part of the population that are a similar
age: The magazine is aimed at an older age demographic.

department n. [C] one of the parts of a large organisation, such as a
company or university, where people do a particular kind of work:
She heads the customer services department.
department store n. [C] a large shop that is divided into separate
departments (=sections), each selling a different type of goods:
Most large department stores now offer in-house credit cards.

depression (also economic depression) n. [C,U] a long period of time
during which there is very little business activity and a lot of people
do not have jobs: The current economic depression can be turned
around if companies can be persuaded to invest.

devalue v. [T] to cause something to lose its importance or value: Heavy
price discounting will devalue our famous brands.

development n. [U] the growth or improvement of something, so
that it becomes bigger or more advanced: The US has been keen to
encourage economic development in Africa.
continuing professional development n. [U] the process in which
you continue to learn skills and gain knowledge and experience
while you are working in a job: /t’s a good idea to write down
everything that has contributed to your continuing professional
development, for example the courses you‘ve taken or the things
you have learned on specific projects.
learning and development n. [U] the process of improving the skills
and abilities of employees, so that they can perform their work well
and meet the needs of the company: Learning and development
needs can be identified during performance appraisals.

disconnect n. [singular] when two people or groups no longer
understand or have a relationship with each other: There’s a
disconnect between politicians and ordinary people.

discount n. [(] a reduction in the cost of goods or services in relation to
the normal cost: Employees can buy books at a discount.
discount chain n. [C] a number of shops owned or managed by the
same company or person that sell goods at lower prices than other
shops of the same type: Discount chains have put pressure on the
supermarket industry.
discount retailer n. [C] a shop that sells goods at a lower price than
other shops of the same type: The high street in some towns is filled
with discount retailers.
discount supermarket n. [C] a supermarket that sells food and
other goods at a lower price than other supermarkets: Discount
supermarkets are causing problems for many traditional
supermarkets.

disposable income n. [U] the amount of money you have left to
spend after you have paid your taxes, bills, etc.: People have more
disposable income now that the economy is healthier.

distribute v. [T] to supply goods to shops and companies so that they
can sell them: Milk is distributed to the local shops by Herald’s
Dairies.
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distribution n. [U] the actions involved in supply goods to shops and
companies after they have been produced, for example moving,
storing, and selling the goods: The company plans to establish a
network of warehouses to make product distribution more efficient.

distributor n. [C] a person or business responsible for supplying goods
to shops and companies after they have been produced: We make
sure that the distributors are always stocked adequately with the
fast-moving standard items.

e-commerce n. [U] (electronic commerce) the practice of buying and
selling goods and services over the internet (= e-business): Their
website design agency specialises in e-commerce.

emerging adj. in an early state of development: the country’s emerging
oil industry
emerging market n. [C] a country that is in the process of
developing its industries, businesses, and financial systems:
Emerging markets can provide great investment opportunities, but
they tend to be riskier.
emerging technology n. [C] a machine, piece of equipment or
method that is new and that is likely to have a strong influence
on society, a field of study, etc.: Emerging technologies in the
biosciences may change the way we treat a number of different
diseases.

employ v. [T] to pay someone to work for you: The company employs
2,000 people worldwide.

employer n. [C] a person or company that pays people to work for
them: Every employer should spend money on training.

enterprise n. [C] a company or business: She is the owner of an
extremely successful enterprise.
small and medium enterprise (also SME) n. [C] a company that
is not owned by another, larger company, and that has a small
number of employees. In European countries, companies must have
fewer than 250 employees to be called a medium-sized enterprise,
and fewer than 50 employees to be called a small enterprise: Small
and medium enterprises are extremely important to the economies
of most countries.

entrepreneur n. [C] someone who starts a company, arranges business
deals and takes risks in order to make a profit: Entrepreneur with
new business ideas take part in a TV programme to persuade people
to invest in their project.

entrepreneurial adj. having the qualities that are needed to start a
company and arrange business deals, such as the ability to take
risks: She had the entrepreneurial spirit necessary to step out on her
own.

e-tailer n. [C] (electronic retailer) a business that sells products or
services on the internet, instead of in a shop: At least one big e-tailer
has actually opened a bricks and mortar store to supplement its
online business.

ethical adj. 1 connected with principles of what is right and wrong: The
use of animals in scientific tests raises difficult ethical questions.
2 morally good or correct: / don’t think it’s ethical for you to accept
ajob you know you can’t do.
ethically adv.

etiquette n. [U] the formal rules for polite behaviour: Professional
etiquette dictates that judges should not express their opinions
about a case in public.

evaluate v. [T] to carefully consider something to see how useful or
valuable it is: We need to evaluate the success of our last marketing
campaign.

event n. [C] a performance, sports competition, party, etc. at which
people gather together to watch or take part in something: The
school raises money by organising fundraising events.
corporate event n. [C] a performance, sports competition, party, etc.
at which people from a particular company and their guests gather
together to watch or take part in something: The dinner and dance
were a corporate event aimed at raising money for the company’s
chosen charity.

promotional event n. [C] an event (=occasion such as a party or
meeting, etc.) thatis intended to advertise a product, company,
brand, etc.: Promotional events can range from big conferences to
sponsoring a giveaway.

exchange rate n. [C] the price at which one currency can be bought
with another: The exchange rate in early December was quite
favourable.

expand v. [I, T] 1 to become larger in size, amount or number, or to
make something larger in size, amount or number: The population
of Texas expanded rapidly in the 1960s.
2if an economy, industry or business activity expands, it gets bigger
or more successful: The business was growing very rapidly and
expanding abroad.

expansion n. [U] 1 when something increases or is increased in size,
amount or number: The rapid expansion of cities can cause social
and economic problems.
2 when an economy becomes more successful, and there is
increased economic activity, more jobs, etc.: the continued
expansion of the Japanese economy

expertise n. [U] special skills or knowledge in an area of work or study:
What he’s bringing to the company is financial expertise.

exporter n. [C] a person, company or country that sells goods
to another country: They are Britain’s leading exporter of
manufactured goods.

extend v. 1 [T] to make something bigger or longer, or to increase its
range: If the program is successful, it will be extended to cover the
whole country.
2 extend a brand to use the same brand name for a new type
of goods that is similar in some way to the original goods sold
under that brand name (see also stretch a brand): Can the popular
restaurant chain extend its brand into frozen foods?

facilitator n. [C] someone who helps a group of people discuss things
with each other or do something effectively: We see our role as
facilitators who can get the negotiations going.

factor n. [C] one of many things that influence or affect a situation: The
council will take a number of factors into account when making its
decision.

fall v. (past tense fell; past participle fallen) 1] to go down to a lower
price, level, amount, etc.: Sales of new cars in Europe fell 9.6%.

fast fashion n. [U] fashionable and often inexpensive clothing that is
made quickly after being designed, and which often does not stay in
the shops for a long time: Shops that focus on fast fashion generally
aim their products at young people.

feedback n. [U] advice, criticism, etc. about how successful or useful
something is: The line manager judges the trainee’s work and
provides feedback.

finance n. [U] the management of money by countries, organisations,
and people: He was an expert in finance and advised people where
to invest their money.

firm n. [C] a company or business, especially one which is quite small:
She works for an electronics firm.

forecast n. [C] a description of what is likely to happen in the future,
based on the information that you have now: In his speech, the
president gave an optimistic forecast for the economy.

function n. 1 [C] the purpose for which something is made or used,
or the job that someone does (=role): In your new job you will be
expected to perform many different functions.
2 [Ul the way in which something works or operates, or the way in
which it is used: People value design more than function.

funding n. [U] money provided to an organisation, for example in the
form of loans or grants (=money given for a particular purpose): The
developers have been forced to seek additional funding from the
government.
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gain v. 1[T] to get or achieve something important or valuable, usually by
working very hard: We hope to gain a larger share of the local market.
2[1,T] to gradually get more of a useful or valuable quality, skill, etc.:
Andrew gained a lot of useful experience when he was working for
an investment bank.
3 gain access/admittance to manage to enter a place, building or
organisation: New ramps will help the disabled gain better access.

global adj. 1 including and considering all the parts of a situation
together, rather than the individual parts separately: We are taking
a global view of our business.
2 affecting or involving the whole world: the global economy
3 go global if a company or industry goes global, it starts doing
business all over the world: The design agency went global in
the 1990s and today deals with all the Japanese, German and
US car makers.
globally adv.

goods n. [plural] things that are produced in order to be used or sold:
The store sells a wide range of goods.

government organisation (also government organization AmE) n. [C]
a group that has been formed to do a particular job or function of
the government: Government organisations are funded by taxes.

grow v. (past tense grew; past participle grown) 1 [T] to increase in
amount, size or degree: Sales of new cars grew by 10% last year.
2 [T]if you grow a business activity, you make it bigger: We want to
grow the export side of the business.

growth n. [U] an increase in size, amount or degree: We've seen an
enormous growth in the number of businesses using the web.

guarantee n. [(] a formal written promise to repair or replace a
product, if it has a fault, within a specific period of time after you
buy it: They offer a two-year guarantee on all their products.

guideline n. [C usually plurall rules or instructions about the best way
to do something: This chapter gives you some guidelines to help
you in your work.

headquarters n. [plural] the head office or main building of an
organisation: The company moved its corporate headquarters
to Berlin.

health and safety n. [U] the activity of protecting employees from
illness or injury at work: /n the construction industry, health and
safety is of considerable importance.

hierarchy n. [C,U] (plural hierarchies) an organisation or structure in
which the staff are organised in levels and the people at one level
have authority over those below them: Who are the key people in
the company hierarchy?

high flyer (also high flier) n. [C] an extremely successful person,
organisation, etc.: Retailing is not generally the first career choice of
young high flyers.

hire v. [T] 1 to employ a person or an organisation for a short time to do
a particular job for you: A lawyer has been hired to handle the case.
2to agree to give someone a permanent job: The company has just
hired 250 new staff.

holacracy n. [C, U] (plural holacracies) trademark an organisation or
structure in which teams and individuals make decisions about
the work they are doing, rather than being told what to do by
amanager or executive: The advantage of a holacracy is that
decisions can be made and implemented quickly.

human resources (HR) n. [plural] the department in an organisation
that deals with employing, training and helping employees
(= personnel): Human resources deal with changes to contracts.

iconic adj. relating to being famous or easily recognised and considered
to represent a particular idea, brand, time period, etc.: Paris”iconic
Eiffel Tower will soon be repainted.

impact n. [C] the effect or influence that an event, situation, etc. has
on someone or something: The expansion of the airport will have a
negative impact on the environment.

incentive n. [C] something which is used to encourage people to do
something, especially to make them work harder, produce more or
spend more money: If you want people to change their behaviour,
it’s a good idea to offer them some kind of incentive.

in-company adj. done within an organisation (=in-house): Employees
receive in-company language training.

incompetent adj. not having the skill or ability to do a job properly: an
incompetent manager

increase! v. [|,T] to become larger in amount, number or degree, or to
make something become larger: Manufacturing output increased
0.6% in July.

increase? n. [C] a rise in amount, number or degree: Recent tax
increases have affected the poor more than the rich.

induction n. [C, U] the introduction and training of someone into a new
job: The department holds its own induction course.

industry n. [C] businesses that produce a particular type of thing or
provide a particular service: He joined IC after working in the
retailing and banking industries.

inflation n. [C] a continuing increase in the prices of goods and services,
or the rate at which prices increase: Inflation is now at over 16%.

influencing n. [U] the process of having an effect on the way something
happens or the way someone does something: Leaders are good at
influencing.

innovation n. 1 [C] a new idea, method or invention: /nnovations in
information technology have completely transformed the way
students work.
2 [U]the introduction of new ideas or methods: We must encourage
innovation if the company is to remain competitive.

innovative adj. 1 an innovative product, method, process, etc. is new,
different and better than those that existed before: innovative
schemes for recycling waste materials
2 using or developing new and original ideas and methods:
Volkswagen became one of the most innovative auto makers.

in-store adj. happening or done within a large shop or store: There’s an
in-store bakery.

internship n. [C] a job that lasts for a short time, that someone,
especially a student, does in order to gain experience: He got an
internship at an advertising company.

interview? n. 1[C, U] a formal meeting at which someone is asked
questions to find out whether they are suitable for a job: What were
you asked at the interview?
2[C] an occasion when someone is asked questions about their
views or actions on television, for a newspaper, etc.: In a radio interview
this morning, the prime minister ruled out a rise in interest rates.

interview? v. [T] 1 to ask someone questions in a formal meeting in
order to find out if they are suitable for a job: We are interviewing
six candidates for the job.
2 to ask someone, for example a politician, questions about their
views or actions on television, for a newspaper, etc.: The chairman
refused to be interviewed.

invest v. [I, T] 1 to buy shares, bonds, property, etc. in order to make a
profit: People are so pessimistic about the future that they won’t
invest at the moment.

2 to spend money on things that will make a business more
successful and profitable: The company is investing some $60
million in new technology.

investment n. [C, Ul when money is put into a business in order to make
it more successful and profitable, or the money thatis putinto a
business: Investment in manufacturing has fallen by 18.8 percent in
the past year.

investor n. [C] a person or organisation that invests money in order
to make a profit: Britain is the second largest foreign investor in
Mexico.
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invoice n. [C] a document sent by a seller to a customer with details
of goods or services that have been provided, their price and the
payment date: We have received an invoice for $250.

invoicing n. [U] the process of preparing and sending an invoice: We
handle the whole process, from the receipt of the customer’s order
to invoicing.

jobseeker (also job seeker) n. [C] someone who is looking for a job
(= job hunter): As specialist recruiters, our job is to assist jobseekers
in finding the perfect role for them.

labelling Br£, labelling AmE n. [U] when a label (= piece of paper with
information) is put on something, or the pieces of paper themselves:
The labelling lists the nutritional value of the product.

large-scale adj. [only before noun] using or involving a lot of people,
effort, money or supplies: The government hopes to attract large-
scale foreign investment.

launch! v. [I, T] 1 to show or make a new product available for sale for the
first time: The company is launching a new range of hair products.
2 to start a new company: Conran launched a business empire that
was eventually to employ 83,000 people.
3 to start a new activity or profession, usually after planning it
carefully: Luke took advantage of a youth training scheme to launch
a successful career.

launch? n. [C] 1 an occasion at which a new product is shown or made
available for sale or use for the first time: Since its launch two years
ago, sales of the software have grown to only about 300,000 a year.
2 the start of a new activity or plan: The government plans to launch
a set of economic reforms.

lead v. (past tense and past participle led) [T] 1 to be in charge of
something such as an important activity, a group of people or
an organisation: The manager had led a series of projects that
improved productivity in his region.
2to be the first to do something, especially something good or
successful, which is likely to encourage others to do the same thing:
Younger farmers are leading the move toward ethical food production.
3 ifyou lead a particular kind of life, that is what your life is Like:
Wouldn't it be nice to lead a life of luxury?

leadership n. [U] 1 the qualities needed in order to be a good leader:
They want a chairperson with vision and leadership.
2 the position of being the leader of a team, organisation, country,
etc.: The company did well under the leadership of its founder.

level n. [C] 1 the measured amount of something that exists at a
particular time or in a particular place: Stock levels have been low
for two weeks now.

2 all the people or jobs within an organisation, industry, etc. that
have similar importance and responsibility: We need to recruit more
employees at the management level.

loan n. [C] money borrowed from a bank, financial institution, person,
etc. on which interest is usually paid to the lender until the loan is
repaid: / had to take out a loan to buy my car.

logistics n. [plural] the arrangements that are needed for goods,
materials, equipment, and people to be in the right place at the
right time: The logistics of shipping materials from Britain to Siberia
are complex.

logo . [C] a design or way of writing its name that a company or
organisation uses as its official sign on its products, advertising, etc.:
a re-designed company logo

loyalty n. [U] the quality of preferring the same brand or shops and
using them regularly: The company’s marketing department is
trying to build customer loyalty.
loyalty card n. [C] a card given by a shop or company that gives
regular customers lower prices, money back on goods, etc.: The
loyalty card offers a 5% discount on the store’s own-brand goods.

manufacturer n. [C] a company that makes large quantities of goods,
usually in factories: The fridge was sent back to the manufacturers.

manufacturing n. [U] the process or business of producing goods in
factories: the manufacturing industry

margin (also profit margin) n. [C, U] the difference between the price
of a product or service and the cost of producing it, or between the
cost of producing all of a company’s products or services and the
total sum they are sold for: Margins are low and many companies
are struggling.

market n. 1[C] the activity of buying and selling goods or services, or
the value of the goods or services sold: The baby food market is
worth many tens of millions of dollars a year.
2[C] a particular country, area or group of people to which a
company sells or hopes to sell its goods or services: Our main
overseas market is Japan.
3 [singular] the number of people who want to buy something: He’s
been trying to determine if there is a market for his invention.
emerging market n. [C] a country that is in the process of
developing its industries, businesses and financial systems:
Emerging markets can provide great investment opportunities, but
they tend to be riskier.
global market n. [C] a country, area or group of people anywhere
in the world, to which a company sells or hopes to sell its goods
or services: The explosive growth of the online economy is forcing
businesses of all sizes to compete in a global market.
market growth n. [U] an increase in demand within a particular
country, area or group of people for a product or service: The news
could help market growth in the area of renewable energy.
market research n. [U] a business activity that involves collecting
information about what goods people in a particular area buy, why
they buy them, etc.: Market research showed good potential for
marketing the aftershave to older men.
market share n. [C, U] the percentage of sales in a market that a
company or product has: Faced with declining market share and
falling profits, the firm laid off workers.
market survey n. [C] a study of the state of a particular market,
showing competitors’ sales, buyers’ intentions, etc.: This information
is available from specific retail statistics and market surveys.

marketing n. [U] activities to design and sell a product or service
by considering buyers’ wants or needs, for example where and
how they will buy it, how much they will be willing to pay, etc.:
The reason their cars sold so well was that they had a brilliant
marketing strategy.
interactive marketing n. [U] the activity of deciding how to advertise
and sell a product or service that is based on interactions (=occasions
when someone talks to and listens to someone else) with customers,
for example looking at a customer’s internet searches, getting
feedback from customers, etc.: Interactive marketing means that
companies are able to send customers information about products
that they actually buy or are interested in.
marketing campaign n. [C] a planned series of actions that are
intended to make people more aware of a product or idea, or to
persuade people to buy a product or service: The company launched
a marketing campaign for the shoe that was aimed at teen girls.
marketing channel n. [C] a way of sending out information about a
product or service, for example social media, newspapers, television,
etc.: Social media have become an increasingly important marketing
channel.
street marketing n. [U] a way of advertising a product or service
by doing something unusualin a public place: Street marketing
campaigns can range from handing out leaflets and samples to large-
scale performances designed to draw attention to your brand.

mentor n. [C] an experienced person who gives advice to less
experienced people to help them in their work: He now runs his own
company and is a mentor to other young entrepreneurs.

merge v. [, T] if two or more companies, organisations, etc. merge, or if
they are merged, they join together: The two companies have now
merged into one.

merger n. [C] an occasion when two or more companies, organisations,
etc. join together to form a larger company, etc.: There has been a
lot of talk about a merger with another leading bank.
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millennial n. [C] someone who was born in the 1980s or 1990s and
became an adult during or after the year 2000: Millennials run some
of the biggest tech companies around.

mindset n. [C] someone’s general attitude, and the way in which
they think about things and make decisions: The book accurately
captures the mindset of a teenage girl.

m-learning n. [C] (mobile learning) learning that involves using
smartphones and small computers that you carry with you: The
study showed that m-learning helped some students improve their
maths scores.

multinational n. [C] a large company that has offices, factories, and
business activities in many different countries: It can be very hard to
compete with the multinationals.

negotiation n. [C usually plural, U] official discussions between groups
who are trying to reach an agreement: The company entered into
negotiations for the purchase of a site just outside the town.

negotiate v. [I, T] to discuss something in order to reach an agreement:
They negotiated a new contract with the sellers.

negotiator n. [C] someone who takes part in official discussions,
especially in business or politics, in order to try and reach an
agreement: The country’s top trade negotiator is meeting with his
counterparts this week.

networking n. [U] an activity in which you meet with other people
involved in the same kind of work, in order to share information,
help each other, etc.: /'m hoping to do some networking at the
conference next week in London.

neuroleadership n. [U] the use of studies of the brain to help improve
people’s ability to lead other people, especially in business:
Neuroleadership looks at what motivates people’s behaviour, and
how that behaviour can be changed in positive ways to aid business
needs.

non-core business n. [C] businesses that are not considered the main
or most important part of a company’s business and that do not
make the most income for the company (see also core business):
The publishing company decided to focus on education and sold
off some of its non-core businesses, such as newspapers and
magazines.

on-the-job adj. while working, or at work: The on-the-job training was
very good.

operate v. [T] if a person or organisation operates a business, system,
etc., they manage it and make it work: He operates a construction
business in Norway.

operations n. [plural] a company’s normal activities related to
providing services or producing goods, rather than other actions
with financial effects, such as selling assets: The company reported
earnings from operations of about $1 billion.

operator n. [C] 1 someone who works a machine or piece of equipment:
This machine requires a skilled operator.
2 a person or company that operates a particular business: Will the
merger of two ferry operators reduce the number of crossings per
day?

outcome n. [C] the final result of a process, meeting, discussion, etc.
(=result): The negotiations are continuing, and we are hoping for a
positive outcome.

outlet n. [C] a shop, company or organisation through which products
are sold: The farmers need to find more outlets for their produce.

outsell v. [T] to be sold in larger quantities than another product of the
same type: The new book may outsell his previous novels.

own-brand adj. BrE own-brand products have on them the name of the
shop thatis selling them, rather than the producer’s name (=store-
brand AmE): We indicate the recyclability of the packaging on our
own-brand products.

partner n. [C] 1 a company that works with another company in a
particular activity, or invests in the same activity: The company is
actively seeking partners for joint ventures.

2 someone who starts a new business with someone else by
investing in it: Like all new business partners, the three founders of
the company hoped for smooth teamwork.

3 someone you do a particular activity with: Clare’s my tennis partner.

partnership n. 1 [C] a relationship between two people, organisations
or countries that work together: The two companies have built up a
close partnership over the past four years.
2 [U] the situation of working together in business: He went into
partnership with the owner of a cement factory.

perform v. 1[I]if a product, business, etc. performs well or badly, it makes
a lot of money or very little money: The economy is performing well.
2 [T]to do work, carry out a duty, task, etc.: What skills do you need
to perform this task?
3 [I, TIto do something to entertain people, for example by acting
a play or playing a piece of music: The children perform two plays
each school year.

performance n. 1[U] the way that someone does their job, and how well
they do it: Some people were critical of her performance as a manager.
2 [C,Ul the degree to which a company, investment, financial
market, etc. is profitable: They will report a $500 million loss, one of
the worst performances ever by a US firm.

perk n. [C] something, in addition to money, that you get for doing your
job, such as a car: One of the perks of working for a fashion designer
is that you get to wear lots of nice clothes.

PEST analysis n. [C] (political, economic, social and technological
analysis) a careful examination of a market, in which political,
economic, social, and technological matters are considered: A good
PEST analysis will help you plan for any potential problems in the
market.

pilot n. [C] a test that is done to see if an idea, product, etc. will be
successful: If the pilots are successful, he hopes to go into full
production next year.

pitch® v. [I, T] to persuade someone to buy something, do something or
agree with a particular idea: The sales reps are pitching the latest
gadgets.

pitch? n. [C] the things someone says in order to persuade someone to
buy something, do something or agree with a particular idea: The
salesman made his pitch.

policy n. [C] a course of action that has been officially agreed and
chosen by a political party, business or other organisation: The
company has adopted a strict no-smoking policy.
company policy n. [C, U] a course of action that has been officially
agreed and chosen by a business or other organisation: /t’s company
policy not to give interviews to the press.

portal n. [C] a website that helps you find other websites, or the
website that you go to first in order to get to other content:
Students and parents can use the school’s portal to find homework
assignments, progress reports, and other important information.

position'n. [C] 1 formal a job (=post): Tivelve people applied for the position.
2 the place where someone or something is or should be, especially
in relation to other objects and places: Put the words in the correct
position.

position? v. [T]if a company positions itself or a product in a particular
way, it tries to get people to think about it in that way, especially in
comparison to other businesses or product: We're trying to position
the product to appeal to younger buyers.

post n. [C] formal a job, especially an important or well-paid one
(=position): How long did you hold your previous post?

PR n. [U] (public relations) the work of persuading people to have
a good opinion of an organisation, company, etc.: Good PR is of
paramount importance these days.
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predictive adj. relating to a system’s ability to use information about
what is likely to happen next: Predictive text allows you to write
text messages faster.

pricing n. [U] the prices of a company’s products or services in relation
to each other and in relation to those of their competitors, and
the activity of setting them: / asked him to explain the company’s

pricing policy.
prioritise (also prioritize AmE) v. [I, T] to put several tasks, problems,

etc. in order of importance, so that the most important ones are
done first: You need to prioritize your tasks.

problem-solving n. [U] the activity of finding answers to problems or a
good way of doing something difficult: The course aims to help you
improve your business problem-solving skills.

procedure n. [C, U] a way of doing something, especially the correct or
usual way: What's the procedure for applying for a visa?

process n. [C] 1 a series of actions taken to perform a particular task or
achieve a particular result: Getting a visa can be a complex process.
2 amethod of making or producing goods: Robots speed up the car
production process.

product n. 1[C] something useful and intended to be sold that comes
from nature or is made in a factory: The new product took more
than three years to develop.
2 [C] a service: The bank offers products such as cash management
and short-term loans.
product design n. [U] the work of planning and making a new
product, including how it works, what it looks like, etc.: Her degree
in engineering led to a job in product design.
product innovation n. [C, Ul when new or better products are
designed and developed, or the new and better product itself: Many
economists blamed South Korea’s economic problems on its lack of
product innovation.
product line n. [C] a type of product that a company makes or sells
that has several different sizes, models, etc. (=range): The company
continues to get about two-thirds of its revenue from this one
product, despite repeated efforts to diversify its product line.
product placement n. [C, U] a form of advertising in which a
company arranges for one or more of its products to appear in
a television programme or film: Product placement has turned
feature films into a series of disquised commercials.

production n. 1 [U] the process of making or growing things to be
sold as products, usually in large quantities: Toshiba is increasing
production of its popular laptop computers.
2 [U] an amount of something that is produced: Steel production
has decreased by thirty-four percent.

productive adj. producing or achieving something: The program is
designed to help business users be more productive.

productivity n. [U] the rate at which goods are produced, and the
amount produced in relation to the work, time, and money needed
to produce them: Managers are always looking for ways to increase
worker productivity.

profile n. [C] a short description of someone or something, giving the
most important details about them: a job profile

profit n. [C, Ul money that you gain from selling something, or from
doing business in a particular period of time, after taking away
costs: Since it was set up two years ago, the company hasn’t earned
a profit but could break even this year.

profit? v. [I] to gain money from an event, selling something, etc.: They
profited from a weaker dollar and higher sales overseas.

profitable adj. producing a profit: Recycling plastics is profitable and
good for the environment.

project manager n. [C] the person whose job it is to plan how a
particular piece of work will be done and organise all the people
and tasks to do it: /t’s important to have an experienced project
manager for something this complex.

promote v. [T] 1 to help something develop, grow, become more
successful, etc. or encourage something to happen: They re trying to
promote the city as a tourist destination.
2 to try hard to sell a product or service by advertising it widely,
reducing its price, etc.: To promote their new shampoo, they are
selling it at half price for a month.
3 to give someone a better-paid, more responsible job in a company
or organisation: Helen was promoted to senior manager.

promotion n. [C, U] 1 a move to a more important job or position in
a company or organisation: / want a job with good prospects for
promotion.
2 sales promotion an activity such as special advertisements or free
gifts intended to sell a product or service: a winter sales promotion

promotional adj. relating to a sales promotion: a promotional video
promotional event n. [C] an event (=occasion such as a party or
meeting, etc) thatis intended to advertise a product, company,
brand, etc.: Promotional events can range from big conferences to
sponsoring a giveaway.
promotional offer n. [C] something a company is willing to give
to someone or do for someone as a way of raising the sales of a
product, service, etc.: Supermarkets often do “buy one, get one free”
promotional offers.

proposal n. [C] a plan or idea which is suggested formally to an official
person, or when this is done: The proposal was approved by the
committee.

propose v. [T] to suggest something such as a plan or course of action:
Lyle proposed large cuts in the training budget.

publicise (also publicize AmE) v. [T] to give information about
something to the public, so that they know about it: She did a series
of interviews to publicize her new book.

qualification n. 1 [C, usually plural] an examination that you have
passed at school, university or in your profession: The government
is determined to reduce the number of young people leaving school
with no qualifications.
2 [C] askill, personal quality or type of experience that makes you
suitable for a particular job: Isobel has all the right qualifications to
become a good manager.

quality control n. [U] the process of making sure that an organisation’s
goods and services are produced and sold as planned and designed,
and are of the right quality: There were problems with quality
control and product consistency.

Rand D (also R&D) n. [U] 1 (research and development) the part
of a business concerned with studying new ideas and planning
new products: Our total expenditure on R and D in the past year
amounted to €25 million.

2 (research and development) the department in a company
responsible for developing new products, improving existing
products, etc.: She works in R and D.

raise v. [T] 1 to make people consider a question, etc., for example by
beginning to talk or write about it (=bring up): / tried to raise several
points at the meeting.
2 raise your voice to speak or should more loudly, especially
because you are angry: He’s never raised his voice to me.
3 increase the amount or level of something: Many shops have
raised their prices.
4 to collect the money, capital, etc. that is needed to do something:
Hammond Co. will need to raise $2 million to finance the offer.

range (also product range) n. [C] a set of similar products made by
a particular company or available in a particular shop: They‘ve
brought out a new range of kitchenware.

recommend v. [T] 1 to advise someone to do something, especially
because you have special knowledge of a situation or subject:
Students are recommended to make an appointment with a careers
officer.
2 to say that something or someone would be a good thing or
person to choose: Can you recommend a good lawyer?
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recommendation n. [C, U] 1 official advice given to someone about
what to do: We will review the case and make a recommendation to
the client.
2 a suggestion that someone should choose a particular thing or
person because they are very good or suitable: Academic staff are
appointed on the recommendation of a committee.

recruit v. [I, T] to find new people to work for an organisation, do a job,
etc.: We're having difficulty recruiting enough qualified staff.

recruitment n. 1 [U] the process or the business of recruiting new
people: Recruitment is difficult at the moment.
2[C] an occasion when someone is recruited: They are employed on
a temporary basis until permanent recruitments can be made.

reference n. [C] 1 a letter written by someone who knows you well,
usually to a new employer, giving information about your character,
abilities or qualifications: We will need references from your former
employers.
2 a person who provides information about your character, abilities
or qualifications when you are trying to get a job (= referee): Could |
ask you to act as one of my references?

regulation n. [C] an official rule or order: Tighter regulations are being
introduced to protect the environment from car exhaust emissions.

remortgage v. [I, T] to borrow money by having a second or bigger
mortgage (=loan) on your property, especially a house: We may
have to remortgage the house.

report to phr. v. [T] to work under someone’s authority, and to be
managed by them: Following his promotion, he will report directly
to the chairman.

requirement n. [C] 1 something that an official organisation says
a company or person must have or do: To find out about entry
requirements for students, write to the college admissions board.
2 something that someone needs or wants: The new computer
system will meet all our requirements.

restructuring n. [U] the process in which a company or organisation
changes the way it is organised or financed: After the restructuring,
the workforce will be reduced by as much as 19%.

retail n. [U] 1 the sale of goods to customers for their own use, rather
than to shops, etc.: His experience in retail includes managing a
number of shopping centres in New Zealand.
2 retail trade/market/business the selling of goods or services to
members of the public, or companies involved in this: They hired a
manager with twenty years’ experience in the retail business.
3 retail shop/outlet/store a shop, etc. that is open to members of
the public: These large retail outlets stock a wide range of goods.

retailer n. [C] 1 a business that sells goods to members of the public,
rather than to shops, etc.: They are a national furniture retailer with
20,000 employees.
2 someone who owns or runs a shop selling goods to members
of the public: Many retailers are facing bankruptcy in the latest
recession.

revenue (also revenues plural) n. [C] money that a business or
organisation receives over a period of time, especially from selling
goods or services: The company has an annual revenue of about $8
million.

reward! n. 1 [C] something that you receive because you have done
something good or helpful: She got no reward for all the hard work
she did.
2[C, Ul money that you earn for doing a job or providing a service:
Working as a lawyer can bring big financial rewards.

reward?v. [T] to give someone something such as money because they
have done something good or helpful: a bonus system that rewards
workers who meet targets

rise v. (past tense rose; past participle risen) [|] to increase in number,
amount or value: Sales rose by 20% over the summer period.

risk® n. [C, U] the possibility that something may be lost, harmed or
damaged, or that something bad, unpleasant or dangerous may
happen: If you're considering starting a business, think carefully
about the risks involved.

risk?v. [T] put something in a situation in which it could be lost,
destroyed or harmed: They risked their financial future on a brand-
new business venture.

role n. [C] the way in which someone or something is involved in an
activity or situation, and how much influence they have on it:
The marketing role in an organisation is carried out by numerous
individuals.

runv. 1 [T] to control or be in charge of an organisation, company or
system: /'ve always wanted to run my own business.
2 be running late to be doing everything later than planned or
expected: They were running late, so | didn’t get interviewed until
nearly 4 o'clock.
3 [T] to print something in a newspaper or magazine, or broadcast
something on television: The company is running a series of
advertisements in national newspapers.

salary n. [C, Ul money that you receive as payment from the
organisation you work for, usually paid to you every month: She’s on
a salary of $48,000 a year.

sale n. 1[C, U] the act of selling someone property, food or other goods:
The public protested at the sale of land for industrial development.
2 sales [plural] the total number of products that a company sells
during a particular period of time: We made more than £500,000 in
sales last year.
3 sales [U] the part of a company that deals with selling products:
She is director of sales and marketing.
projected sales n. [plural] a calculation of how much of a product a
company expects to sell in the future: projected sales figures

sample n. [C] a small amount of a product that people can use or look
atin order to find out what it is like: free samples of a new shampoo

saving n. 1[U] the act of keeping money to use later rather than
spending it: We want to encourage saving and investment.
2 [C, usually singular] an amount of something that you have not
used or spent, especially compared with a larger amount that you
could have used or spent: This amount represents a considerable
saving over last year’s expenditure.
3 savings [plurall money that is kept in a bank to be used later or
invested, rather than spent: Investors lost their life savings when the
bank collapsed.

sector n. [C] all the organisations or companies in a particular area
of activity, industry, etc.: The growth in the number of home
computers has boosted the electronics sector.

self-starter n. [C] someone who is able to work successfully on their
own without needing other people’s help or a lot of instructions:
Management is seeking to promote ambitious self-starters.

service n. [C] a particular type of help or work that is provided by a
business to customers, but not one that involves producing goods:
He charged a $600,000 fee for consulting services.
after-sales service n. [U] repairs and advice given to a customer
by a company after the customer has bought a product from the
company: A good after-sales service is just as important as the
product itself.
financial services n. [plural] the business activity of giving
advice about investments and selling investments to people and
organisations: Fidelity joins a long list of companies offering
financial services on the web.

share n. [C] one of the parts into which ownership of a company is
divided: We've got shares in Allied Chemicals.
share price n. [C] the price of a particular company’s shares at a
particular time: Share prices of construction companies were hard
hit during the recession.
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skill . [C, U] an ability to do something well, especially because you have
learned and practised it: Many jobs today require computer skills.
communication skills n. [plural] the ability to express yourself
in a way that other people will understand, including the words
you use and the way you behave when you are speaking: Good
communication skills will help you to criticise someone’s work
without offending them.
digital skills n. [plurall the ability to use computers and the internet
effectively: Digital skills range from being able to create a Word
document to being able to code.
hard skill n. [C usually plural] an ability to do something practical
that you have learned and practised, for example reading, using a
computer or being able to do math: /¢ is usually easy to measure a
hard skill-you can measure how proficient someone is at speaking
a language, for example.
soft skill n. [C usually plural] an ability to get along with and talk
to other people, understand and deal with your own emotions and
tasks, or behave properly in many different situations: Soft skills
cover everything from communication to problem-solving, and are
Just as important as hard skills.
transferable skill n. [C usually plural] an ability to do something
that can be used in many different situations, especially one that
helps you do a job for which you have not been formally trained:
Being able to write clearly is an important transferable skill.

slogan n. [C] a short phrase that is easy to remember and is used by
an advertiser, organisation or other group: We need an advertising
slogan for the new campaign.

SME n. [C] (small and medium enterprise) a company that is not
owned by another, larger company, and that has a small number
of employees. In European countries, companies must have fewer
than 250 employees to be called a medium-sized enterprise, and
fewer than 50 employees to be called a small enterprise: Small and
medium enterprises are extremely important to the economies of
most countries.

staff n. [U] the people who work for an organisation or business: They
employ a total of 150 staff.

start-up n. [C] a new small company or business, especially one that
can grow quickly, and often one that involves using the internet in
some way: His start-up is in the field of bioengineering.

strategic adj. relating to a strategy or strategies: a strategic decision to
move production to Hungary
strategic planning n. [U] the plans a company makes about what it
will do in the future. This involves deciding which products it should
be making, which markets it should be in, and how profits can be
increased (=corporate planning): Doug Solomon retains his job as
head of strategic planning.

stretch v. [I, T] stretch a brand to use the same brand name for a
different type of goods (see also extend a brand): Believe it or
not, Harley Davidson once stretched their brand to include a cake
decorating kit.

structure n. [C, U] the way an organisation, system, market, etc. is
organised or put together: The corporation has a complex structure
of affiliated companies.
flat structure n. [C] a way of organising a business in which there
are no managers or only a few managers between the people who
do most of the work in the organisation and the executives of the
organisation: A business with a flat structure can respond to change
quickly, but there aren’t always many promotion opportunities.
management structure n. [C] the way that a company organises the
people who manage the workers, which affects who is allowed to
make decisions, who has responsibility for particular tasks, etc.: The
company has a flat management structure, so individual employees
have more responsibility for their work.
tall structure n. [C] a way of organising a business in which there
are many levels of managers between the people who do most of
the work in the organisation and the executives of the organisation:
Companies with tall structures tend not to be able to react to
change quickly.

subsidiary n. (plural subsidiaries) [C] a company that is at least half-
owned by another company: The subsidiary has 50 offices around
the country.

supervise v. [I, T] to be in charge of a group of people or a particular
area of work: She supervises 26 workers in a business with annual
sales of $4 million.

supplier n. [C] a company that provides a particular type of product:
The company is now the main supplier of educational software to
schools.

supply! v. (past tense and past participle supplied) [T] 1 to provide
goods or services to customers, especially regularly and over a long
period of time: The company supplies products and services to the
energy industry.
2 to give someone something they want or need: All employees
were supplied with protective clothing.

supply? n. (plural supplies) [C] an amount of something that is available
to be sold, bought, used, etc.: The nation’s fuel supplies will not last
forever.
supply chain (also distribution chain, chain of distribution) n. [C]
the series of organisations that are involved in passing products
from manufacturers to the public: During the different stages in the
supply chain, distributors and suppliers frequently have conflicting
goals.

survey n. [C] a set of questions given to a group of people to find out
about their opinions or behaviour: People are becoming more
pessimistic about the economy, according to the latest consumer
survey.
market survey n. [C] a study of the state of a particular market,
showing competitors’ sales, buyers’ intentions, etc.: This
information is available from specific retail statistics and market
surveys.

take over phr. v. (past tense took over; past participle taken over) [T]
to take control of a company by buying more than 50 percent of its
shares: A group of investors took over the company a year ago.

takeover n. [C] the act of getting control of a company by buying
over 50 percent of its shares: To avoid a takeover, the investment
company went deeply in debt to pay a huge special dividend.
takeover bid n. [C] an offer by one company to buy another, or the
value of this offer: The football club accepted a £24 million takeover
bid from Soccer Investments.

target®n. [C] 1 aresult such as a total, an amount or a time which you
aim to achieve: Dealers are under pressure to meet sales targets.
2 target market/customer/group the group of people thata
product, service, idea, etc. is aimed at: Our target customers are men
aged between 18 and 35.

target? v. [T] 1 to aim products, programmes of work, etc. at a
particular area or group of people: The booklet is targeted at people
approaching retirement.

2 to choose someone or something for a particular type of
treatment: The main markets targeted for development have been
those of the US and Western Europe.

term n. [C] one of the statements of what must be done or is true in
an agreement, contract or other legal document: Under the terms
of the contract, the company was to deliver 1,000 megawatts of
electricity to New York.
delivery terms n. [plural] an agreement in a contract between a
buyer and seller about when goods will be delivered, how they will
be paid for, etc: Customs require information such as delivery terms,
weight, method of transport and country of origin.
payment terms n. [plural] the conditions of a sales agreement that
concern how the customer will pay, and especially how much time
is allowed for payment: We might consider extending the normal
payment terms from 30 days to 40 days or more.
terms and conditions n. [plural] all of the things that must be
done as stated in a contract or agreement. If they are not done, the
contract or agreement will end: Most people don’t read the terms
and conditions of their phone contracts.
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title (also job title) n. [C] a name that describes a person’s job or
position: Her official job title is Human Resources Manager.

timeline n. [C] a plan for when things will happen or how long you
think something will take: The timeline for the project is optimistic.

track n. [C] be on track likely to achieve the result you want: We're still
on track for 10% growth.

track record n. [C, usually singular] all the things that a person or
organisation has done in the past, which shows how good they are
atdoing their job, dealing with problems, etc.: We're looking for
someone with a proven track record in selling advertising.

transaction n. [C] 1 a payment, or the process of making one: The
bank offers a current account aimed at businesses with reqular
international transactions.
2 a business deal: Two Mexican firms have completed a $300 million
transaction to combine their businesses.

transition n. [C, U] the act or process of changing from one state or
form to another: The computer company went through a difficult
transition period.

trend n. [C] the general way in which a particular situation is changing
or developing: The current trend is towards more part-time
employment.

turnover n. [singular] 1 BrE the amount of business done in a particular
period, measured by the amount of money obtained from
customers for goods or services that have been sold: Turnover at the
two restaurants was about $7.4 million this year.
2 (also staff turnover) the rate at which workers leave an
organisation and are replaced by others: Contract workers have a
high turnover rate.

upmarket (also upscale AmE) adj. involving goods and services that are
expensive and perhaps of good quality compared to other goods,
etc. of the same type, or the people that buy them: an upmarket
restaurant

& Y Glossary

vacancy n. (plural vacancies) [C] a job that is available for someone to
start doing: We have vacancies for graduates in engineering and
information technology.

value n. 1[C, U] the amount of money something is worth: The
company’s current value is estimated at €300 million.
good/excellent etc. value (for money) if something is good/
excellent, etc. value, itis of good quality, considering its price or you
get a large amount for the price: Local firms seem to offer the best
value for money.
2 values [plural] the principles that a business or organisation thinks
are important and which it tries to follow: The following list of core
values reflects what is truly important to us as an organization.

venture into phr. v. [T]if a company or investor ventures into an area of
business or investment, they become involved in it for the first time:
Banks are venturing into insurance.

volume n. [C, U] the total amount of something: The volume of exports
was up 4% on the previous 4 months.

warehouse n. [C] a large building used for storing goods in large
quantities: The company will add 14 warehouses to its current
distribution centres.

workforce n. [singular] all the people who work in a particular country,
industry or factory: The supermarket chain closed 311 stores and
cut its workforce to 29,500.

workspace n. [C, U] the area in an office, house, etc. where you work at
a desk: It is important that your workspace is light and comfortable.

workshop n. [C] a meeting at which people discuss their experiences
and do practical exercises, especially in order to find solutions to
problems: Staff attended a two-day training workshop on basic PR
techniques.



