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Introduction

Welcome to Business Result Advanced., In this book you'll find:
| 12 units | Practice files | Language reference |
| Useful phrases | Information files | Audio scripts |
| Interactive Workbook on CD-ROM |

We hope you find this introduction useful, and that you enjoy
using the course.

What's in a unit?
Starting point

* an introduction to the unit topic
* discussion questions

Working with words

* reading and listening based on themes from business and
the world of work

* important new words and phrases that you can use
immediately in your work
* practise the new vocabulary in a realistic final activity

Business communication skills

* presents key expressions for attending meetings, presenting
information, communicating by telephone, and negotiating
solutions to work-related issues

* helps you express yourself more clearly in real work
situations

» lets you choose which phrases to use from the Key expressions
list in every unit

Language at work

reviews key grammar from Business communication skills
helps you communicate more accurately in real work
situations

lets you check your knowledge of grammar and practise it
in the classroom

if you need more explanation, refer to the Language reference
section

Practically speaking
* teaches really useful everyday phrases for small talk,
telephoning, and short conversations

* helps you sound more natural when you speak English

Case study
* each unit ends with an authentic case study
* find out about situations related to the unit topic that
affect real companies and organizations
* take part in a longer work-related activity with lots of
opportunities to practise the language from the unit

Fast-track option

If time on your course is limited, Business Result has a unique fast-
track option to use in class. For each unit, combine the Business
communication skills section and the Case study. This creates a
practical, highly communicative shorter course, enabling you to get
the maximum benefit from your business English studies — fast.

What'’s in the Practice file?

The Practice file is like a mini-workbook in the back of the
Student’s Book. It allows you to think about and practise
important words, phrases, and grammar. It has written exercises
on the key language from each unit. When completing the
Language at work exercises you can refer to the Language reference
section for more detailed grammar explanations.

Use the Practice file
* in class to check your understanding
» after class for extra practice.
Follow the links to the Practice file in each unit.

») For more exercises, go to Practice file 1 on page 102.

What's the Interactive Workbook on
CD-ROM?

Everyone's needs are different when it comes to using English
at work. The Interactive Workbook gives you practical tools to
use immediately in your work by helping you to practise the
language and skills from the Student’s Book and allows you to

make them personal to you and your own work situation. It
also helps you review and test your own progress.

Exercises and Tests

* review and practise key language with interactive exercises
* check your progress with unit tests

Glossary

¢ check the meaning of around 600 words and phrases
= personalize the vocabulary to your needs

Phrasebank

* listen to all the key expressions from the Student’s Book

* learn new phrases for meetings, presenting, telephoning,
negotiating, and socializing

* create your own personal phrasebook to match your needs
at work

Email
* learn useful phrases for writing work-related emails
* copy model emails to your out-box, or create your own

Audio plus

* listen to dialogues and conversations in a variety of
real-world business scenarios

* complete exercises to check your understanding

Listen again
* listen again to the Student’s Book audio recordings, or
download to your MP3 player

Wherever you see this link, it means you can access extra
material on the Interactive Workbook.

@ » Interactive Workbook »»

www.languagecentre.ir



Case studies with the Expert View from Cranfield School of Management

Each of the case studies in Business Result Advanced is accompanied by an Expert View from the
Cranfield School of Management, one of Europe’s leading management schools. It is part of Cranfield
University, renowned for its high quality postgraduate teaching and research and its strong links to
industry and business. The School of Management was established in 1967, and offers a range of MBA,

Executive MBA, Executive Education, and Doctoral programmes.
For more information, visit: www.som.cranfield.ac.uk/som.
Your panel of experts are all from the faculty at Cranfield.

Cranfield

UNIVERSITY

School of Management

Bonache,
of International
page 13)

Joe Jaina, Alan Cousens, MA
Senior L MBA MSe PhD,
Senior Research Fellow,
Operations Management
see page 53)

Donna Ladkin,

ntre for Executive
Learning and Leadership
(see page 85)

ge 77 and 93)

Coupland,
tive Development

Customised Executive
Development (see page 29)

De
Itant, Centre for
d Executive
nent (see page 61)

<

Lecturer

uoidNpoIU|

Ruth Bender,
Senior Lecturer in
Fin and Accounting

Professor Simon Knox,
BSc PhD, Professor of
Brand Marke
(see page 69)
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Learning objectives in this unit
* Describing cross-cultural
experiences
Reporting back on research
Tenses review
Introducing yourself to a

group

Case study
* Planning for expansion

Starting point

1 Canyou think of some
examples where cultural
awareness is important in
your work?

2 To what extent do you
think company culture is
influenced by the country
the company is based in?

P 4

Working with words | Describing cross-cultural experiences

1 Do you agree with the following statements about working across cultures?

1 Organizations generally have the same way of doing things.

The concept of time is universal.

o WL o W

Non-verbal messages carry more weight than verbal ones.

Individual differences can always be attributed to cultural differences.
Accepting and embracing ambiguity is essential when working internationally.
Consciously developing your cultural skills leads to better business relations.

Read this advice from intercultural consultant, Kate Berardo of culturosity.com,

and compare your answers in 1. Which piece of advice do you find most useful?

Working across cultures

Kate Berardo

1 Do your homework
® Essential for building relationships when
dealing with businesses across cultures.
e Each organization will have its own culture,
personality, and way of doing things.

2 Keep your eyes open

e Your mind is processing a lot of information
in new environments, so observation skills
may be clouded or unfocused.

e Notice how people act, dress, and treat each
ather. Look for non-verbal messages. Being
able to read a situation will greatly improve
your ability to have a successful meeting.

3 Take your time
= Appreciate the need for more time.
Communication may be slower and logistics
may be different. You may be working in
a culture with a different concept of time.
» Also, give yourself more time to process all
the information before making decisions.

4 Take individuals into account
® Individuals may vary greatly from the
stereotype of their native culture. Values

and behaviour are also influenced by
background, experience, and personality.

¢ Keep an open mind: be careful not to
form an opinion too early or to attribute
too much of what you see to a cultural
difference.

5 Tolerate uncertainty

® This can be extremely difficult for people
from some cultures where directness and
precision are valued.

® Business is about managing unknowns.
When working with a culture with a high
tolerance for uncertainty, you may not get
concrete answers. This, of course, can work
both ways.

6 Build your intercultural skills

® When working with people from different
cultures, you need a solid understanding of
the norms of that culture,

e Greater cultural awareness will help you
weigh up the pros and cons of your way of
doing things and will give you a better insight
inta working across cultures.

www.languagecentre.ir




3

10

Complete these phrases to form verb + noun collocations from the text in 2.

1 _ relationships 7 — —_ anopinion

2 ___ youreyesopen 8 _ unknowns

3 information 9 __ bothways

4 __ asituation 10 ____ yourskills

3 your time 11 _____ the pros and cons
6 an open mind 12 ____ youan insight

Match the collocations from 3 to these definitions.

avoid feeling rushed __

stay alert ____

don’t judge people / things too quickly

succeed in creating rapport with others ___

understand what is goingon ___

have a reciprocal effect ___

consider the advantages and disadvantages ___

make a judgement

develop your ability in a certain area

deal with and gain understanding of input you receive __
provide you with useful information to help you understand something ___
deal successfully with unfamiliar situations ____

- TN -0 oan o
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What advice would you give people from other cultures / companies who come
to work in your culture / company? Try to use the collocations from 3.

01P Listen to three people talking about their experience of working in other
countries. Was each person’s overall impression positive or negative?

01P Are the following adjectives used to describe people (F), places (PL), or
experiences (E)? Listen again and compare your answers.

Extract 1 Extract 2 Extract 3

1 open-minded ___ 5 up-and-coming ___ 9 downtoearth
2 out-of-the-way ___ 6 self-assured ___ 10 easy-going

3 time-consuming ___ 7 outspoken ___ 11 low-key

4 tedious ___ 8 run-of-the-mill __ 12 unexpected ___

Work with a partner. Match definitions a—f to six adjectives from 7, then write
your own definitions for the other six adjectives.

a boring d sensible / practical
b saying exactly what you think e not intended to attract attention
¢ ordinary f relaxed

Use adjectives from 7 to describe

* how you think you are viewed at work
* your workplace
¢ your experience of working at your present company.

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

Work with a partner. Think about a situation where you have

* been host to a business visitor * worked with a new colleague
* worked in another country / city * started a new job in a new company.

Now talk about your experiences with your partner and answer questions 1-4.
1 How did you feel to begin with?

2 Where did your first impressions come from?

3 Did your impressions change with time?

4 Were your first impressions right?

@ » Interactive Workbook » Glossary
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Business communication skills

Context Informal meetings | Reporting back

Peter works for Johanna, who
runs one of the offices for

an international operation
finding locations for clients.
One client, a chain of hotels,
has asked them to find a new
site for a hotel in Poland. Peter
has just returned from a fact-
finding mission to Poland. On
his return he meets Johanna
over coffee to report back on
his trip.

1 What type of information do you think Johanna will be expecting from Peter?

2 02b Listen to Extract 1 from the meeting between Johanna and Peter, and
complete Johanna’s notes. For each piece of information, note down whether
it comes from

1 personal observation
2 athird party or another source.

premium b
Premises

Poland - research

Probable location =
General defails = up- and-coming place

Peter’s feedback

First sife = cify centre

+ points = ¢
* the area is being pushed for development
- points =

Conclusions / action points |

* deveral interesting sites worth f.onsidcring outside Krakow.
* Pction =

3 02P Listen again.
1 Note down the phrases used to indicate where each piece of information in Johanna's
notes in 2 comes from.
2 Why do you think Johanna and Peter present their information in this way?
Example: Probable location: Krakow (information from third party — the client)
‘The client has told us that the site is likely to be around the Krakow area.’
(Johanna may want to emphasize that this is not her decision.)

8 :
j www.languagecentre.ir



10

Work with a partner. Your company has come up with a potential new market,
and you have been asked to conduct some initial research. Student A, read the
newspaper extract below. Student B, turn to File 01 on page 136 and read the
country briefing.

1 Report back to each other on your findings, using the phrases from 3.

2 Discuss any differences in your information.

Although lots of new investment is coming into the local market, the airport is

insufficient for the volume of traffic expected. This will have a serious impact on the
local economy. If a solution is not found, business will go elsewhere, possibly to new
ascension countries, such as Bulgaria and Romania.

03, 04P Listen to Extracts 2 and 3 from the meeting between Johanna and Peter.
Johanna makes some further notes while she is listening to Peter. Complete the
details.

000000V OOOPOPVOOOOOOOOGOOOOCOOOGO

| Mountain site — activities, location, local workforce

2 City outskirts site - infrastructure, facilities, possible site for purchase

03, 04P Listen again. In which extract is Peter

1 expressing doubts? ___ 4 trying to avoid being negative? ___
2 avoiding commitment? ___ 5 dismissing any obstacles? ___

3 being persuasive? ___ 6 stating an advantage? ___

05P Listen to the pairs of sentences from the meeting between Johanna and Peter,
and match them to 1-6 in 6.

Work with a partner. Have the following conversations, using the prompts in

brackets.

1 Student A wants to rearrange the open plan office you both work in.
(Student A — state an advantage; Student B — express doubt)

2 You are discussing a proposal to buy out a small competitor.
(Student A — express doubt; Student B — dismiss any obstacles)

3 Student A would like Student B to become involved in a long-term project.
(Student A - be persuasive; Student B — avoid commitment)

4 Student B suggests working Saturday mornings, to meet a tight deadline.
(Student B — be persuasive; Student A — try to avoid being negative)

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

Work with a partner. Think of a time when you had to report back to someone on
one of the following.

* the result of a meeting * something that went badly

* what someone said * apiece of research

* how a project was going * atrip abroad

* asuccess * acourse you'd been on

Practise reporting this to your partner. Alternatively, turn to File 02 on page 136
for some suggestions.

Discuss the impression you got from your partner in 9. Did you give the
impression you intended to give to your partner?

@ » Interactive Workbook » Email

Key expressions

Reporting a personal observation
| get the impression that ...
From what | could see, ...

Reporting from another source
Apparently, it seems that ... LI e
According to ...

| gathered from ...

It was made clear that ...

Expressing doubt

I'm just not 100% convinced.
I'm a bit wary of ...

I'm a bit reluctant to ...

Avoiding commitment

| wouldn't like to say.

| can't promise anything.

| wouldn't go so far as to say ...

Being persuasive

I've got to say that ...
I'm totally convinced.
I'm sure you'll agree ...
I'm fully confident ...
We can't go wrong.

Trying to avoid being negative
To be fair, it could have been
worse.

It's more of a ... than a ...

I'm not saying ... / It's not that ...,
it's just that ...

suo;1aauu03| T Nun

Dismissing obstacles
That's not a reason to (delay).

Stating an advantage

The major advantage is ...

The pros definitely outweigh the
cons.

@ » Interactive Workbook
» Phrasebank
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Language at work | Tenses review

1 Read extracts 1-7 from the meeting. Then match them to meanings a-g.

1 1 had planned to spend an extra day in Krakow itself.

It was made clear that I should go exploring. ___

It’s going to be a bit more complicated than we anticipated.

The client has told us that the site is likely to be around the Krakow area. ___
They re really pushing the area for development. __

I had been looking around Krakow for a couple of days.

I'll be writing everything up later this week, ___

something happening around the time of speaking

a recent event affecting the present

a recommendation

a prediction made with some certainty

something decided in the past, which did not happen
an activity in progress at a particular time in the future
an activity in progress up to a certain point in the past

g = M QAN OB 30 U b whk

Work with a partner. Turn to audio scripts 02-04 P on page 150. Compare the bold
section of sentences a—g with the scripts. Is the meaning in a-g different from the
meaning in the scripts? If so, how?

The client has been telling us that the site is likely to be around the Krakow area.
They have really been pushing the area for development.

I was looking around Krakow for a couple of days.

I planned to spend an extra day in Krakow itself.

It was made clear that I should have gone exploring.

It could be a bit more complicated than we anticipated.

I’ll have written everything up later this week.

QR =~ 0 Ao T o

) For more information, go to Language reference Unit 1 on page 126.

Read this email and correct any tense mistakes. Then circle any verbs where you
could use an alternative verb form. How would this change the tone of the email?

Dear Kaszia

In response to your enquiry about the feasibility of bringing forward the completion
date, I had been skimming through the initial proposal and was gathering from talking to
members of the team that unfortunately it won't be as straightforward as we had hoped.

1 should have pointed out that the suppliers are being expected to deliver the raw
materials required by the end of next week, but so far we had heard nothing from them.
We try to get in touch with them and have been insisting that we'll need to know by the
end of the week. However, if we haven't heard by then, we need to take legal action to
resolve the matter. I'll have got back to you at the beginning of next week — by then I
know what will be happening.

José Peres

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

4 Work with a partner. You share an office. Get to know each other. Talk about the

following topics in relation to your work.

* an ongoing project ¢ your regrets and hopes
* amajor change * your predictions
= your responsibilities ¢ your career history

What did you learn about each other? What do you have in common?

www.languagecentre.ir



Practically speaking | Introducing yourself to a group

1 Work with a partner. Discuss questions 1-3.
1 In what situations do you have to introduce yourself to a group in your own
language / in English? How do you feel?
2 How much information about yourself do you provide?
3 What impression do you think you give?

2 06> A multinational company is holding a training session at its offices in
Chicago. Listen to three participants introducing themselves. Would you have
presented yourself in a similar way? What did they do well or badly?

3 The speakers include information about these topics. Put them in a logical order.

* aspirations * role * who they are
* reason for being there * achievements / activities
4 06D Listen again and complete phrases 1-13. Then match the phrases to the topics
in 3.
1 Hj, Holly Cheng. ___ the Singapore office ...
2 everything that goes on in Production Planning.
3 . get on top of things and can see ways of ...
4 local production ...
5 Iguess take on board anything I can about how to ...
6 Hello. For Elke Seifried from Graz in Austria.
7 optimizing the quality assurance procedures ...
8 jettison any sub-standard products and

working out what went wrong.

98 over the years, _ procedures ...
10 ... share some of my ideas with you here.
11 Hi, there. I'm Harvey Benson from Atlanta.
12 ... coordinate what happens between departments ...
13 ... talking, mailing, getting on people’s cases, and so on ...

) For extension and revision go to Useful phrases on page 134.

5 Take turns to introduce yourself to the class. Compare styles / use of language.

@ » Interactive Workbook » Exercises and Tests

Key word | point

Match phrases 1-5 with point to

definitions a-e.

1 To get to the point, we want to
help out all the sites around the {

world. “ -

2 What's the point of me being L 5=
fi iy

here today? i i

3 I'd like to point out that over the
years, | have been continually
improving procedures.

4 There's no point me rambling on
if you can't understand what I'm
saying.

5 The point is, we're finding it
really tough to keep on top of
demand.

a make you aware of the fact that
b stop digressing

¢ what's important is

d itisn't worth

e what's the reason for

suogmauuog‘ T 3un
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Culture question

* What criteria do you use to judge
somebody when they introduce
themselves?

¢ |n your culture, when introducing
yourself, is it appropriate to use
humour, to be formal or informal,
to list your achievements, to
downplay the importance of your
work?

= What else is important? Do you
know what is appropriate in other
cultures?

R




Adventurous Appetites

Adventurous Appetites is an
innovative start-up based in Spain

which provides corporate event d 'd h s h
management services for visitors Do Ma rl t e Spanls Way
to Madrid. Since its creation in

2004, Adventurous Appetites from 8.00 p.m. till late

has established partnerships

with several web-based travel Want to get off the tourist track and experience

agencies in the US and European i i1 :

(I0100: Profits have been oo the authentic ‘Madrilefio’ ambience?

and client feedback indicates

how personalized and friendly the Join us on a ‘gastronémico’ tour and let us Adventurous Appetites offers a service
service is. The question is, where guide you round some of the delights that for those people who, after visiting the

to go from here? James Fraser, the the real Madrid has to offer. tourist sites (or working!) during the day,

If you are the type of person who likesto  want to soak up the atmosphere and
get away from the main tourist areas and culture of the real Madrid in the evening.
get a real feel for the cities you visit, come We do not offer one of those ‘all-inclusive
with us and let us show you why we love packages’, but a personalized service. You
Madrid. We avoid the bustling main square, choose what you want to eat and how
full of tourists, where the food and drinkis  much you want to pay — we are here to
expensive and frankly average. We like the  guide you and help you experience Madrid
local ambience with traditional food and in an authentic and memorable way.
drink and ‘Madrilefio’ culture.

Managing Director, is considering
expanding the company and

has asked location scouts to
investigate three possibilities.

Hi David

It's great to hear you are available to visit Beijing for us next month. As you know,
we have been talking for some time about the possibility of expanding Adventurous
Appetites to a location outside Spain, and my preferences are for South East Asia, the
UK, or Canada. As with Madrid, this needs to be a major city with an established culinary
reputation. Beijing is one option, but we've also shortlisted Edinburgh and Vancouver, and
I'm sending two other location scouts to each of these destinations.

Basically, I'd like you to submit a short report on your initial research in Beijing, but I'll call
you over the next week or so to brief you in more detail on the kind of information I'm
looking for.

Best wishes

James Fraser
Managing Director
Adventurous Appetites

T o S e, TS




What are the strengths of Adventurous Appetites?

. Would you / your company consider using the services of Adventurous
Appetites? Why / Why not?

34 What issues do you think James needs to address when he expands?

2 What are your initial thoughts on the three locations proposed?

07> You are the location scouts for Adventurous Appetites. You are about to
visit one of the proposed locations. James has left you a voicemail message,
giving instructions. Make a note of the key points to look out for.

. Work in three groups. Group A, you are visiting Beijing — turn to File 28 on
page 142. Group B, you are visiting Edinburgh - turn to File 04 on page 136.
Group C, you are visiting Vancouver — turn to File 14 on page 139. In your
working groups read the factfile about your city and discuss the strengths and
weaknesses of the location.
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. After your fact-finding trip, you meet the other scouts and James for the first
time at an informal meeting. Introduce yourselves appropriately, then tell
the others about your findings, making sure that you refer to

* your impressions of the place

* the pros / cons of the location

* any other items James mentioned in his brief.

4 As a group, decide on

* which location you believe should be the first location for expansion
¢ action points — what you need to do next.

The Expert View

There's no doubt that the
knowledge and experience
acquired by a company in its
initial location is a key asset for

international expansion. However,

internationalization can also
provide learning opportunities
for a company, through exposure
to new cultures, ideas, etc. This
experience can be used to create
new expertise that complements
and leverages the company's
prior knowledge. Therefore the
two basic dimensions defining
multinational expansion should
be both the effort to earn income
from the diffusion and transfer
of current knowledge, as well as
the possibility of generating new
knowledge to produce future
income.

un 5
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Learning objectives in this unit

* Comparing career paths
and choices
Mt Ul Working with words | Comparing career paths and choices
and sharing ideas
Expressing attitudes to the

1 On aglobal recruitment website, Professor Ben Fletcher of the University of
past Hertfordshire, UK, compares careers to the children’s game of ‘Snakes and
* Getting your point across Ladders’. Brainstorm what you think the snakes and the ladders might be.

Case study 2 Which of the lists below do you think are the typical ‘snakes’, and which are the
typical ‘ladders'? Why?

¢ Establishing a career
review process

Starting point * Being determined to succeed. e Standing up for what you believe in.
: * Keeping in with key people. * Taking the initiative — coming up with your
B E‘;‘:gﬁ:}??&?g:‘:ﬁiﬁ; ® Being ruthless. own list of priorities for job success.
What happened? ’ ® Taking more risks than others. * Taking account of the ethical and moral
’ ® Appearing active and fast-moving. dimension in business decisions.,
2 Looking back at your ® Staying ahead of the game. * Taking a minority position if you believe it
career to date, is there * Managing ‘others’ in pursuit of is right.
anything you would your cause. ® Sticking up for your team blindly — taking
change or do differently? ® Holding on to successes and blaming the blame for mistakes they make.
Why? / Why not? failures on others. * Doing a good job quietly, without taking

* Standing out from the crowd — getting the credit.
T R B | noticed by the ‘right’ people. ® Looking out for problems others have not
seen in a decision, and highlighting them.
® Getting on with your life outside work.

® Looking out for your colleagues / team.

W\fw

3 Read the rest of the text and see if you chose the correct list in 2. Do you find any
of the real snakes and ladders surprising? Why / Why not?

Making the right move

To many aspiring corporate climbers, the first list appears to be the
ladders to success, and the second list, the snakes of failure. Of course,
this strategy doesn't stand up to scrutiny in a good company with good
management, and in the end it is those companies that you will want to be
in. If you really want to move on to the next rung of the corporate ladder
you need to play by different rules. Yes, you guessed it; those things that
look like the ladders are really the snakes. Of course, some people do

get up the so-called snakes, but they are not what I call the True Super
Achievers and they struggle ta cling on to what they achieve.
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Match the verbs in A to the preposition combinations in B, to form multiword

verbs from the texts in 2 and 3. Then read the texts again and check your answers.

A

stand __ stick stay get
stand ____ cling come keep
hold look. move stand .
B

on to (x3) out for up to up for (x2) ahead of

on with up with in with out from

Work with a partner. Think of definitions for the multiword verbs in 4, using the
context in the texts in 2 and 3 to help you.

Choose six of the multiword verbs in 4, and write questions about careers or work.

Join another pair. Take turns to ask each other your questions.
Example: Is it important to stand out from the crowd in your company?

08P Listen to the interview with career coach Susan Whittaker. Are the following
statements true (T) or false (F)?

1 The interviewer becomes more convinced by Susan's views as the interview goes on.
2 Susan believes that career progress is the responsibility of the individual. ___
3 She thinks it is counterproductive for managers to allow staff to leave.

08P Match the verbs in A to the phrases in B to form fixed phrases from the
interview. Then listen to the interview again and check your answers.

A B

1 follow __ a your horizons

2 move ___ b backwards

3 growinto ___ ¢ astage where ...

4 reach d in a better position

5 broaden ___ e your role

6 gobeyond ___ f horizontally

7 takeastep g the scope of your job

8 put yourself __ h less conventional paths

Work with a partner. Match the phrases you formed in 8 to the definitions a~h below.
Can you use any of these phrases to talk about examples from your own career?
do something original or unusual ___

change jobs for a similar salary and responsibilities ___

improve your situation ___

increase your experience / knowledge ___

get to a point where ... ___

develop to a point where you can do your job well __

develop further than current limitations allow _

cancel the effects of any progress you had made ___

= =T 1 T = PR B = -

) For more exercises, go to Practice file 2 on page 104.

Work with a partner. Prepare to give a short talk for new employees about career

development opportunities at your company. Consider some of the following aspects.

* training opportunities * job shadowing * sabbaticals
* appraisals * promotion prospects ¢ teamwork
* mentoring schemes * corporate culture

1 Discuss what you are going to talk about. Decide on six important points, and come
up with an outline for the talk.

2 Take turns to practise the talk. Use as many of the new items of vocabulary from 4
and 8 as you can.

@ » Interactive Workbook ) Glossary
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Business communication skills

Context Meetings | Managing the discussion | Sharing ideas

The partners at Coben Walsh,
a small, but expanding
accountancy company, are
considering making changes
to their recruitment policy.

In the past they have always
recruited graduates, but they
are finding it increasingly
difficult to attract suitable
candidates. Heidi Dawson,
the HR Manager, and her new
Deputy, Arun Chauhan, have
been investigating the option
of offering jobs to school-
leavers. They have now called
a meeting with the partners,
Andy Coben and Rachel
Walsh.

1 Can you predict what kind of issues may be discussed during this meeting?

2 09P Listen to Extract 1 from the meeting while referring to the agenda. Heidi is
chairing the meeting and the handwritten notes are prompts to herself. Note down

1 the points on the agenda that are covered
2 the points where any digressions or interruptions occur
3 the phrases Heidi uses to express each of her handwritten prompts.

start meeting and establish meeting objectives
Agenda: Recruitment policy meeting

Attendees: Heidi Dawson (chair), Arun Chauhan, Andy Coben, Rachel Walsh

1 Outline of current recruitment issues
- recruitment difficulties ask Arun to present his findings
« staff retention get Arun to falk about this

2 Proposal to recruit school-leavers

H

3 10D Listen to Extract 2 from the meeting and answer questions 1-3.
1 What are the proposed conditions for school-leaver positions?
2 Why does Heidi think school-leavers would want to work for the company?
3 Why does Rachel think it would be better to focus on improving graduate intake?

4 Match phrases a-d to categories 1-4.

1 Putting forward ideas:
Expressing reservations / disagreeing:
Interrupting:
Dealing with interruptions / digression:

= W

You're absolutely right, but ...

You probably won't like this idea, but ...

Can I suggest we come back to this point a bit later on?
d Could I just say something here?

n oo

5 09, 10> Listen to Extracts 1 and 2 again and make a note of other phrases you hear
for the categories in 4.

www.languagecentre.ir



6 Which phrases from 4 and 5 are used to put forward an idea which
1 you believe to be unpopular?
2 isunder consideration?
3 you are confident about?

3) For more exercises, go to Practice file 2 on page 104.
7 Work with a partner. In addition to the school-leavers programme, HR and the
partners decide to look into ways of improving graduate intake / retention. Can

you add any other ideas (and possible reservations) to their list?

Ideas for improving graduate intake / retention

+ Greater presence at national graduate recruitment fairs.

Will this really help?
* Increase the starting salary. Too costly for the company?

* Introduce penalties for graduates who don't stay beyond their training.
Demotivating? May discourage some graduates from applying?

* Increase communication between graduates already working for the company
and those considering applying, e.g. in blogs, podcasts on company website.

No control over what is said about the company?
— _W\.____——/

8 Have a meeting using the ideas from 7 and the flow chart below.

A Start the meeting and establish
objectives.

B Ask for permission to speak.
A Give permission to speak.

B Put forward an idea that you are
confident about.

A Express reservations.

B Put forward an idea which may be
unpopular.

A Interrupt and disagree.

B Put forward an idea under consideration.
A Express reservations.

B Put forward a further idea.
A React to the idea.

9 Work in groups of three. Hold a meeting to discuss ways of improving staff
efficiency. Use the agenda below or create one for your company.

Student A, you are chairing the meeting. Manage the discussion and make
sure everybody keeps to the agenda.

Student B, turn to File 06 on page 137. Student C, turn to File 18 on page 140.

Agenda: improving staff efficiency

1 Too much time wasted in the cafeteria

2 Messages are not being passed on

3 Complaints aboul attending training in off-site training centres
4 High absenteeism

—————— e

@ » Interactive Workbook » Email

Key expressions

Managing the discussion

So let’s get started.

The purpose of today's meeting is ...
Can | suggest we come back to ...?
Coming back to ...

I'll get on to that in a moment.

Involving people

Perhaps you'd like to talk us
through ...

Did you want to talk about ...?

/

Asking / giving permission to
speak

Would this be the right moment to
mention ...?

Could | just say something?

If | could just come in there ...
Go ahead.

s19a1e) | Z nun

Putting forward unpopular ideas

| know you're not keen on it, but ...
You probably won't like this idea ...
I'm not sure what your feelings are
about this, but ...

Putting forward ideas under
consideration

We were wondering if ...

Something else we've been thinking
about is ...

Putting forward ideas you are

confident about
I'm sure you'll understand the need
10:...

The obvious solution to this
problem must be to ...

Disagreeing / expressing
reservation

It's interesting you should say that,
because actually ...

You're absolutely right, but ...

@ » Interactive Workbook
»» Phrasebank

Culture question

= Do you openly criticize ideas that
you don't like? Why? / Why not?

= Do you think that different

cultures have different attitudes

to open criticism?



Language at work | Expressing attitudes to the past

1 11D Listen to two debriefing conversations where the participants from the
meeting gave their impressions after the event. Complete sentences 1-12,
Conversation 1

1 a face-to-face meeting with the partners.
2 Yes, , Arun — as you're the one who’s ...
3 If one of the recruitment consultants ...
4 a bit more progress today.
5 Yes, how Rachel would react to the school-leavers proposal.
6 Well, it really ...
Conversation 2
71 a bit too forthright, but I need to be sure ...
8 Well, it we'd just gone round in circles.
9 But the other side of the argument?
10 What improving our graduate intake?
11 1 ; —_much to the discussion ...
12 Yes, but to the meeting, though.

2 Which sentences in 1 show that the speaker
a is satisfied with something?
b is relieved about something?
¢ is dissatisfied with something?
d regrets something with hindsight?

Sometimes more than one answer is possible,

3 Match the sentences in 1 to structures a—d below.
a third conditional ____ ¢ fixed phrase + past simple
b modal + perfectinfinitive ___ d fixed phrase + past perfect

) For more information, go to Language reference Unit 2 on page 126.

4 Work with a partner. Look at the ‘nearly’ CV below. The career choices made are
in bold. Discuss the alternative career and the consequences.

Example: If only they'd known the employer abroad would go bankrupt!

1 Graduate from university (business studies).
a Study for a postgraduate degree (e.g. MBA).
b Look for a first job to get some experience. 2 Offered first job abroad.
a Accept and move to that country.
3 Employer abroad goes bankrupt. b Refuse and eventually find a job at home.
a Stay abroad and study for a postgraduate degree.

b Return to home country and change career path. 4 Back in home country, offered a new job
which is really a sideways move.
5 Shortly after you start your own business, a Accept the job.
a multinational offers to acquire it. b Reject and start your own business.
a Accept the offer from the multinational.

b Refuse the offer and keep going.

) For more exercises, go to Practice file 2 on page 105.

5 Think of your own ‘nearly’ CV. Talk to your partner about some of the decisions
you made. Consider
* how you feel about these decisions with hindsight
* possible alternative decisions and their consequences.
Example: It’s just as well I went to work overseas — or I would never have met my wife.
18
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Practically speaking | Getting your point across

1 What can you do to get your point across / make yourself understood?

2 12D Listen to five conversations and complete sentences 1-10.

1 Um, well ... ?

2 No, _ the ones drawn up for internal purposes.

3 the scale at the bottom of the page, —

what [ mean.

4 Yes, Am [ supposed to notify everybody ...

5 it's worth sending it to the people responsible for ...

i , there’s no point in it sitting in your in-tray ...

7 ...butlook, that I need to see a dramatic improvement ...
8 But__ I'd like to see more evidence of how you deal with ...
9 Yes, but ., they’d have liked to be more involved with ...
10 Look... couldn’t we consider letting them ...

3 Match the phrases in 2 to these techniques for getting your point across.
a Reformulating: __ ¢ Illustrating or offering to illustrate a point: ___
b Clarifying what is meant: __ d Summarizing:

Work with a partner. You are both in an update meeting and you are discussing
the points on the agenda. Student A, turn to File 08 on page 137. Student B, turn to
File 16 on page 139.

Have the meeting using the flow chart below. Student A, you have two minutes
to get your point across. Student B, ask questions for further clarification. Then
change roles, and continue with the next point on the agenda.

A Say what you think about the issue.

B Ask why / express surprise.
A Illustrate your point.

B Ask for further clarification.

A Clarify / reformulate / summarize.
») For extension and revision go to Useful phrases on page 134.

Work with a partner. Take turns to ask each other questions on the topics in the
list. Ask for clarification where necessary. Respond using phrases from 2.

* your performance this year ¢ your current work / project

* how you deal with stressful situations * your team'’s strengths and weaknesses

@ » Interactive Workbook 3 Exercises and Tests

Key word | so

Match sentences 1-4 to the uses

of so in a-d. What other words
could you use to replace so in

each sentence?

1

So, what would you do if one
of your key members of staff
was off sick on the day of an
important presentation?
Couldn't we consider letting
them trial the products, so that
they feel their views count?

| know Alex is looking for new
contacts, and so is Thierry.
But it's been so difficult with all
the changes.

used to add a reason

used for emphasis

used to express also or likewise
introduces a question

Agenda: Update meeting

1 Monthly reports
2 The competition
3 Sales figures
4 Travel budget

/
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Axtrin

Axtrin Pharmaceuticals is a
world leader in the development

and marketing of medicnes Axtrin: The case for establishing

for patients and medical .
professionals. With its HQ in d career review process
Berlin, Germany, the company

employs over 75,000 people -
worldwide. In 2002 the company
implemented a career review
system in order to help staff plan
their long-term careers with the
company.

* The organization was growing rapidly. It respond quickly to a fastmoving commercial
had plans to launch 22 new drugs on to the environment.
market in the next five years, and a further The company already had performance
15 in the following two years. Its shareof the  review procedures in place, helping
primary care sector — i.e. drugs prescribed individuals to develop in their role. A longer-
by family doctors — had grown by 60% in term view, enabling staff to plan their careers
one year. and to be aware of the real possibilities in the
Axtrin found itself having to look outsidethe ~ company, was also needed.
company to recruit new sales and marketing ¢ Without a formal career review process
teams, rather than being able to find the in place, there was a danger that talented
necessary talent internally. For the longer people, painstakingly and expensively
term, it was essential that people in the recruited, would leave. The costs to
organization were aware of the emerging individuals and to the company were
career possibilities at Axtrin. potentially enormous, and avoidable.
As an innovation-focused company, Axtrin became a client of tpmg, the
AxLlrin's success depends on the creativity, performance management consultancy,
performance, and achievements of its staff with expertise in HR-related services and
at all levels. They have to anticipate and software.

tpmg ..

At tpmg we fully understand the high-value areas of HR systems in terms of building and
enhancing the capability of people, and we can help you to find ways of managing the
performance and development of your people.

We provide leading companies with an innovative blend of HR-related services and
software. We are the market leader in customer-focused web tools designed specifically
to support top performance, and we focus on quality conversations between an individual
and their colleagues, an individual and their line manager, or individuals collectively and
their organization.

The software we have developed enables us to work with you on
collecting 360-degree feedback via electronic questionnaires from managers, peers,
and even external contacts and customers
conducting employee surveys using an email-supported web tool for flexible, fast,
powerful, and cost-effective results
developing effective career review and performance management processes.

Our customers are in many sectors, such as financial and professional services, media,

publishing, retailing, pharmaceuticals, transport, universities, and government. We are

particularly proud of the fact that our relationships with these leading organizations are
usually long-term.

Listen to a manager from Training and Development at Axtrin explaining
how they set up the career review process with tpmg’s help.
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How did the establishment of a career review process at Axtrin differ from the
performance review process that was already in place?

In what ways do you think the establishment of a career review process helped
Axtrin / its staff?

How do you think the input from tpmg helped with setting up the process?

Zylapharm is a young, medium-sized pharmaceutical company which is

undergoing rapid expansion. It has taken on a lot of new staff recently and the HR
department is in the process of setting up a formal career structure. Having heard
of the successful Axtrin case, they have now decided to work with tpmg to find
ways of encouraging new talent to stay in the company.

Work in two groups. Each group should read the information and discuss
initial ideas.

Group A, you are HR managers. Turn to File 21 on page 141 for details about
the current career structure in your company and decide what you would like
tpmg to do for you.

Group B, you are consultants for tpmg, and you are about to start working
with Group A. Turn to File 35 on page 144 for some possibilities for the client.

Hold an initial meeting to put forward ideas for what could be done when you
work together. Follow the agenda below. One person from Group B will chair
the meeting. Make sure some decisions are reached.

Meeting agenda

* Current situation in the company

* Where we want to be in five years' time
= tpmg propositions

« Conclusion of discussion

R S

The Expert View

The essence of good career
management is firstly to clarify
your career goals. It is also
important to clarify why these goals
have meaning to you as well as the
organization, since this will ensure
motivation from both you and

your company. You then need to
take time to consider how you can
achieve these goals and who can
help you access the information
that will enable you to do so. It is
also essential that you have regular
conversations to receive feedback
and discuss your progress in
achieving these goals.

slaale) ‘ Z nun




) Learning objectives in this unit
* Discussing working
practices
Giving a formal Working with words | Discussing working practices

presentation ]
Speculating about future 1 Read this text. Which description is closest to your organization?

changes

: : 5 Quite a few organizations invest in new offices and information systems in order to improve
Showing understanding

efficiency, but they do comparatively little to transform a corporate culture that is often rooted in

a previous era. Others seek to implement innovations in their working practices and procedures

- such as flexible hours, teleworking, policies for worklife balance — without putting in place the
necessary infrastructure of facilities and technology. Some companies manage to combine a poor
infrastructure with an aversion to any kind of cultural change. But of course there are a few that get

Case study
* Planning office space

Starting point it right, combining both innovative working practices and the means to make them work.
o~ = /./’r f _//' ——— == Vo
1 What do you like or — —
dislike about your place 2 How good is your organization at changing with the times? Decide to what extent
of work? Think about

el you agree with the statements below in relation to your company.
space, layout, lighting,

equipment, noise,

location, etc. 1 The company buildings creale a dynamic working atmosphere. 10273 4.5

2 Staff are judged by the hours they work, not what they achieve. |- 20:3 4/ §

2 What does ‘flexible 3 Staff need to have excellent IT skills. 12345
working’ mean to you? 4 In order to be able to work here you need to access paper files. 12345

3 Will the way you work in 5 Staff can work wherever and whenever is most effective for the job in hand. 123 48
the future be different? If 6 Meetings have a sense of purpose, and result in decisions. (et
so, how and why? 7 The demands of working al the company put pressure on people’s homelives. 1 2 3 4 5
8 Seamless technology across all our sites enables us to perform competitively,. 1 2 3 4 5
e — 9 Most staff aren'l given the option to work flexible hours. 12345
10 Staff are consulted before any new procedures are put in place. 1 23 4 5

= Strongly agree 1 2 3 4 5 Strongly disagree

e ™ ™ ’mhwy kS _gv 9_‘_

- —— B

3 Look at the texts in 1 and 2 again. Find words in bold that are similar in meaning
to the words in ifalics in sentences 1-10,

We need to come up with ways of being more efficient in our work.

We're entering quite a difficult period, and there are plenty of challenges ahead.
At the interview you have to prove you have the ability to do the job well.

We like to give all staff the opportunity to come back to us with any comments.
We have changed the job description quite significantly.

It’s important to carry out thorough research before redesigning jobs.

It’s quite a lengthy process from agreeing the changes to implementing them.

[ don't really understand the meaning of the last paragraph.

He’s in his sixties, but he’s still an energetic man with lots of new ideas.

Call IT and ask them to install all the software you need.

O 0~ O U s WD =
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o
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Can you use the words in bold from the texts in the sentences in 3? If so, does the
meaning change?

14P Listen to an interview with Ifiaki Lozano, a consultant specializing in space
management and new ways of working, and answer questions 1-3.

1 What three organizational aspects of companies do BICG focus on?
2 Why is their work necessary, and what are the advantages?
3 Who is most likely to resist change / embrace change?

14p Listen to the interview again. What nouns collocate with verbs 1-8?

1 accommodate 5 generate
2 achieve 6 exchange
3 anticipate 7 assess

4 facilitate 8 measure

What other nouns do the verbs 1-8 in 6 collocate with? Match them to a-h below.

a targets / objectives e progress / productivity

b special requirements / requests f development / growth

¢ ideas / interest g performance / a situation

d knowledge / points of view h potential difficulties / objections

Work with a partner. Ask and answer questions about working conditions in your
companies using the collocations from 6 and 7.

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

Work with a partner. You work for a manufacturing company and meet to discuss
a problem with morale in the factory. Read about the possible causes in the email,
then follow steps 1-3.

1 Briefly outline the main points.

2 Discuss possible approaches to improve morale.

3 Decide on an action plan for change.

!Mu_.m'-q..'.-:-,_r_aﬁ‘_."w._qu_l-n-h"-- gk e s, - ::_'_L'_"J.:_ o : i : 'r-L-iM h"_.
Dear all

Following a series of low productivity figures, I've been looking into the situation in the
factory. T have talked to a number of staff and the general impression is that they are
not motivated and they are doing the bare minimum to achieve their daily targets. From
my point of view, this seems to be a self-perpetuating cycle of low morale — the figures
are down so the supervisors are applying more pressure, which means people feel less i
valued, etc. Anyway, I thought I ought to let you know my findings so far (see below).

Possible causes of low morale:
« the impact of recent technical changes in production
» work-life balance issues
+ working by output / result, not by time spent
 cost-saving initiatives :
« instability of jobs in the sector g

Let me know if you'd like to discuss this further.

Best regards

- &
Brian |

@ » Interactive Workbook » Glossary




Business communication skills

Context Presenting | Giving a formal presentation

A large insurance company
is creating a strategy for
facing the future and one of
its managers has been asked
to attend a seminar on the
future of working practices.
The manager is expected to
report their findings to the
management team including
the CEO. As the management
team is cross-functional,
specialist terminology and
jargon may not be understood
by everyone.

1 Work with a partner. Discuss the following questions.
* How often do you give presentations and what kind of audiences do you present to?
* How do you feel about giving presentations?
* How often do you listen to presentations and who gives these presentations?
* What difficulties do you have when listening to a presentation in English?

2 15-18P Listen to four extracts from a formal presentation. Fill in the notes on
the slides below.

1

Introduction: * ‘Binge-time careerism’, employees
Flexible working — by 2050 most working non-stop for a period, and
people will have been working then taking time off.
flexibly for more than a decade. « ‘Shadow careers’ encouraging

Presentation outline (x3 sections): personal development.

1 current research » 24 | 7 access to work email and
2 effects on the workforce phones / BlackBerries leading to
3 effects on employers longer hours.

Notes Notes

* Rise in ‘demuting’ — 12 million
people in UK will be working from
home by 2020.

* Competing for talent.

» Faced with dilemma as employees
* New generation of ‘career nomads’, gain the power to make choices.
employees moving around

changing jobs / careers,

Notes Notes

————
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3 15-18P Listen to the four extracts from the presentation again and refer back to
the slides in 2. Note down the phrases which are used for the following functions.

Extract 1

1 Put the presentation in context:
2 Refer to a point that will be raised later:
3 Outline the structure:
Extract 2

4 Introduce the second slide:
5 Explain the terms ‘demuting’ and ‘career nomads”

Extract 3
6 Introduce the third slide:
7 Explain the terms ‘binge-time careerism’ and ‘shadow careers”:

8 Introduce the information on 24/7 working:

9 Refer to a point that was made earlier; __
10 Talk about a point not included in the presentation outline:

Extract 4
11 Introduce the last point:
12 Finish the presentation:

4 Turn to audio scripts 15-18> on page 153. Check your answers to 3.

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

Work with a partner. You are going to report back to your colleagues and CEO

on your findings from the presentation. Using your notes in 2, prepare an outline

for your own presentation summarizing your findings.

1 Decide who will present which parts of your presentation, and what phrases from 3
you will use to structure and signal the different parts of the presentation.

2 Practise giving your part of the presentation to each other. When listening to your
partner, check against your notes in 2 that they include all the relevant information,
and that they use appropriate language from 3.

Think of a change you would like to make at your company. Prepare to present
your proposal for change to the board of directors. As the presentation will be
formal, you need to prepare well. Sketch out the structure of your presentation on
a series of slides. Include

* background information

* an outline of the structure

* explanation of specialist terms

* areference to something you will say later

* areference to something you said earlier

* adigression

* links from one section to another

* a conclusion.

Work in groups. Listen to each other’s presentations, and make notes of the key
points. When you have finished, check your understanding and ask questions.

@ » Interactive Workbook 3 Email

Key expressions

Outlining a structure

I've divided my talk up into ...
First of all, I'll ... After that, I'll ...
I'll conclude with ...

Beginning the presentation
I'd like to start by saying ...

Referring forwards / backwards /
sideways

I'll return to ... later.

As | said earlier, ...

I'll say more about ... in a moment.
Jlust to digress for a second, ...

Signalling the next section
OK, moving on ...

Turning to ...

This brings me to ...

Ensuring understanding of a
specialist subject

Just to fill you in on some of the
background, ...

By ... | mean ...

Now | don't know if you're familiar
with ...

Well, ... refers to ...

This is where ...

And perhaps here | should explain
what | mean by ...

That's when ...

So, for example, ...

Ending the presentation

And this is my key point.

To sum up, ...

I'll be happy to take any questions
now,

@ » Interactive Workbook
» Phrasebank

Culture question

= |s it appropriate in your culture to
use humour in presentations?

* How else can you vary the pace?

= What difficulties can be caused
when humour is used?

ebueyd | € nun
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Language at work | Speculating about future changes

1 Look at extracts 1-10 from the presentation. For each one, answer questions a—d.
a What structure is used?

How certain is the speaker in each sentence?

Could the structure used be replaced by any other future structure?

How would an alternative structure change the meaning of the sentence?

- O n o

The flexible working revolution means that management will become more about
resourcing and measuring results.

2 It's estimated that by 2050 most people will have been working flexibly for more
than a decade.

3 It’s anticipated that as many as twelve million people in the UK will be working from
home by 2020.

The 21st century is going to be about a new generation of ‘career nomads’.
The trend towards home working could have other positive social side-effects.
We anticipate that this trend will only increase.

Home-based businesses are likely to revive local communities.

By the mid-21st century a major cultural change will have taken place.
People are expected to be working more flexibly in the future.

10 Solving this dilemma must surely become a key priority.

W oo -1 DU e

¥» For more information, go to Language reference Unit 3 on page 127.

2 19> Members of the Federation of European Employers were asked: ‘Do you think
there will be a major change in the way we work in the future?’ Listen and note
down phrases they use to make predictions.

3 Put the phrases you noted in 2 into these categories.
1 certain
2 probable
3 possible =
4 unlikely

4 19> Listen again. Make a note of four phrases the speakers use to refer to a point
or period in future time.

?) For more exercises, go to Practice file 3 on page 107.

5 Work with a partner. Give your predictions for possible changes in your
company / department. Think about the aspects below.

* the business * your working day

* budgets = relationships with colleagues / boss
¢ the competition * your role / prospects

* technologies = your colleagues’ roles / prospects

www.languagecentre.ir



Practically speaking | Showing understanding
1

2

3

20P Listen to four conversations. What are the problems? How do the listeners
respond?

200 Listen again and complete phrases 1-10.

1 Iknow

2 It’s quite

3 No, it ?

4 It - sending an email ...

5 Thear .I'mean ...

6 1 foralot of you ...

7 lcan

8 1 at my last company ...
91 the request again, though.
10 Well, word it so that ...

Match the phrases in 2 to categories a—c. Can you add any other phrases?
a Showing that you understand the problem:
b Explaining why you are able to understand the problem:
¢ Offering practical solutions:

Work with a partner. Look at sentences 1-4. Discuss how you would respond in
order to show understanding.

1 ‘My workload has increased dramatically since we merged with the Cork office.’
2 'l don’t think my presentation was very convincing.’

3 ‘This report just doesn’t make sense.’

4 ‘I need to change offices — mine is getting too noisy.’

) For extension and revision go to Useful phrases on page 134.

Think about a problem you currently have at work. Alternatively, use one of the

problems below. Take turns to explain the problem, and to respond appropriately.

Problem 1: Time differences

You work for a company with offices all round the world. You need to coordinate a
project, but it is very difficult to call a meeting at a suitable time for everyone.
Problem 2: Holiday planning

You have to plan staffing over the Christmas period. Everyone wants time off, and you
feel priority should go to those with small children. However, there are childless staff
who feel unfairly treated because they always have to work at Christmas.

Discuss your partner’s reaction to your problem with the class. How sympathetic /

understanding / practical was it?

@ » Interactive Workbook » Exercises and Tests

Key word | quite

Replace quite in phrases 1-5
with synonyms a—e.
1 It's quite hectic over here too.
2 Not quite.
3 There were quite a few technical
problems.
4 |'m finding it quite a task to
manage my work.
5 A |don't want it to look like I'm
badgering them.
B Quite. Well you might want
to word it so it's not too
aggressive, in that case.

exactly
several

very
absolutely
very difficult

T oo oo
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Parelect

Parelect is a multinational
group operating in the energy,
manufacturing, and healthcare
sectors, which specializes

in electronics and electrical
engineering. The company has
around 400,000 employees
working to develop and
manufacture products around
the globe. There are a number
of companies in the Parelect
group. For example, RM-Circuit,
an international supplier of
automotive electronics, and
Isustain, which focuses on
sustainable energy.

Phil Marsden, Facility Management Director at Isustain, has written to Carlos
Medici at Parelect HQ about plans for changes to the working environment at
Isustain. He has also sent Carlos plans of the current building layout for reference.
Carlos has now sent a reply.

Hi Phil

Thank you for your email. As you know, we have been looking at redefining work space
standards across our industry, and it is good that you are now thinking about how this
could be achieved at Isustain.

Please find attached for reference a summary of a report from RM-Circuit, where they
initiated the first project of its kind. This is now the benchmark in the Parelect group for “mr,s-
redefining office space.
Some key points worth noting about this new workspace concept are:
= Improved communication between staff and management. )
+ Flexible design, e.qg. identical desks used in the computer-aided design department '
(CAD), laboratories, and office areas makes it possible to change the composition of
teams and working processes without great expense. Change within a team’s working
space doesn't have to affect neighbouring work spaces.

+ Ergonomics and healthy workspaces, e.g. desk height can be adjusted electronically.

Kind regards

Carlos Medici
Facility Management Director
Parelect HQ




Office space planning project at RM-Circuit The _ExDer_t View _
Managing any kind of change is a
complex process and in order for
it to be successful, the guiding
team needs to generate trust,
commitment, and teamwork. Firstly
they need to encourage staff to
feel dissatisfaction with the current
situation, so that it's recognized
change is required. Secondly, the
vision must be right and should
be communicated in clear, simple,
and sincere ways. The first steps
in implementing the change must
then be taken in order to keep up
the momentum. Tackling these
three drivers (dissatisfaction,
vision, first steps) and addressing
organizational inertia and
resistance help increase positive
energy for change.

Project

Aim: to promote communication through effective office space planning. Four main
sites were set up at Head Office with 20 buildings for production, development, and
administration. All activities were concentrated in one building. This building was
designed to increase productivity and to act as a benchmark within the industry.

F
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Process

1 Analysis of present-day and future working methods in over 80 discussions.

2 Aflexible office concept was defined in workshops, so that the composition of
teams and working processes could be changed without great expense, and
working areas could be provided when greater concentration was required, as well
as spaces for meetings. The management could sit with their teams in the open-
plan structure, as well as being able to withdraw for confidential conversations.

3 A pilot project was carried out a year before the company moved into the
development centre. Space configuration was mapped out with its variations of
furniture. Some twenty staff also worked in these areas for almost twelve months,
and changes were made in consultation with these pilot users.

Result
The project has been successful, with the positive reaction of users. An essential

contributory factor to the success of such large-scale change has been the involvement
of staff at an early stage in the project.

m——

Dis

1 What problems can you see with the layout of Isustain?

Z Why do you think the office space planning concept at RM-Circuit is used as a
benchmark in the industry?

2

J What key issues do you think need to be addressed when relocating employees
and designing office space?

[ask

1 Work in groups. You are office space consultants for Isustain. Discuss what
solutions you would propose for the company’s office space planning issues.

Z In your groups, prepare a presentation that could be given to
the staff at the company.

2 Give your presentations to the rest of the class.

4 As a class, decide which proposal would work best for Isustain. '
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Risk

Learning objectives in this unit
* Talking about different
kinds of risk
¢ Taking partin a
teleconference
Using pronouns for
reference

11

Working with words | Talking about different kinds of risk

1 What kinds of risks do businesses face?

2 Read this review of a new risk management software package called ‘Watchman’.

Establishing rapport and
showing interest

Case study
» Tackling risks

Starting point

‘Living at risk is jumping off

the cliff and building your

wings on the way down.’
Ray Bradbury 1920—, novelist

“You can’t cross a chasm in
two small steps.’
David Lloyd George
1863-1945, British Prime
Minister
‘Expert prediction is rarely
better than rolling the dice.’
Tom Peters 1942— ,
management writer

1 Discuss the quotes. Do

you agree or disagree?
Why?

2 Do you consider yourself
arisk-taker? Why / Why
not?

What does the writer say about the following points. Do you agree?

= risks in our everyday lives

¢ risks in the telecommunications sector

* the link between survival and change
» technology versus human skills

A bold new solution for Risk Management

The world is often a dangerous place to do
business in. For an organization to survive

it must become adept at identifying and
managing possible risks. In our personal lives we
do this every day, often without thinking about
it. Before we cross the road, we look around to
make sure there isn't a vehicle heading towards
us. And every parent weighs up all potential
dangers before allowing their child to run the
risk of riding a bike outside. Businesses have to
make predicting, recognizing, and minimizing
risk as natural and habitual as this.

Some risks affect all businesses, such as the
unpredictability of economics (e.g. inflation),
politics (e.g. new legislation), and business
realities (e.g. late payments). However, there are
also risks specific to each sector. In the volatile
telecommunications sector, a mobile phone
company has to anticipate shifting customer
taste in a market that is moving so fast it's hard
to look one year into the future, let alone ten

It's been said that the species most likely
Lo survive is the one most responsive to
change. The problem in risk assessment is
that progression and change in today's world
is no longer linear and predictable. The only
successful business will be one that accepts
uncertainty and is flexible enough to respond to
change as it comes. That'’s where Watchman can
help. This impressive software accepts a variety
of inputs and then produces a stunning three
dimensional graphic display that allows you to

view various risk factors at a glance, all against
an interactive timeline. Intuitive controls allow
you to filter the output to compare probabilities,
determine the relative importance of each

risk factor, and evaluate potential impact.

And, of course, you can alter the variables

to gauge how different conditions make an
impact - in the hope that this knowledge will
help you to avoid exposing your organization
to unnecessary risks.

Soit's great as far as it goes, but there is a
problem. If the input you provide is incomplete
this will affect the quality of the risk analysis.
Watchman can't do the thinking for you and
it can’t determine whether a threat is directly
relevant to your company. It's a sound program,
but it's no replacement for the skilled, intuitive
work done by an experienced risk manager.

www.languagecentre.ir




3 Match the verbs and verb phrases in bold in the text in 2 to definitions 1-9.
1 make an informed guess that something will happen (2 verbs)

think carefully about something and decide its value or importance (2 verbs)
see something and know what it is (2 verbs)

consider good and bad aspects of something before making a decision (1 verb)
reducing something to the smallest possible level (1 verb)

put something in a situation where it is not protected from something (1 verb)
encounter the danger of something bad happening (1 verb)

carefully calculate and decide something (1 verb)

able to regard and understand a situation or future situation as true (1 verb)

O 00 N U b W

4 Work with a partner. Using the verbs and verb phrases in 3, discuss what advice
you would give to someone considering the following decisions.

* accepting a job with another company ¢ becoming self-employed
* investing savings in the stock market * relocating to another city / country

5 21P Listen to three different people discussing risk. In each case, decide
1 what their job might be 2 what risks they have to deal with.

6 21P Listen again and note which speaker uses these adjectives.
sensible  cautious rash  risk-averse  prudent  foolhardy
reckless  bold  imprudent  over-cautious

7 Which of the adjectives in 6 have a positive connotation (+) and which have a
negative connotation (-)?

8 Read these four extracts from employee appraisal reports. Which of the adjectives
in 6 could you use to describe their attitudes towards risk?

1 ‘Luis takes no or few risks.

2 ‘“Anastasia has a balanced, realistic view of risks.’

3 ‘Victoria doesn’t take a sufficiently careful view of risks.’

4 ‘Lothar completely ignores obvious dangers and is largely unworried by risks.’

9 Work with a partner. Think about someone you know, e.g. a friend, a current or
previous colleague / boss, a famous person, a relative. Describe their attitude
towards risk. How similar is their attitude to your own?

») For more exercises, go to Practice file 4 on page 108.
10 Work with a partner. Read this information about a PEST analysis.

PEST analysis is a way of analysing four key external factors that may

affect an organization, a business, or a project. ’
Political (e.g. change of government; change of legislation; impact of corruption)
Economic (e.g. change of labour supply and costs; impact of competitors’ behaviour)
Social & Cultural (e.g. change of public opinion, taste, or attitudes; population changes)
Technological (e.g. new technologies; changing costs of communications)

Think about your company. For each category in the PEST analysis
1 brainstorm possible changes in your sector, your country, or the world
2 think about the associated risks for your company / project and any possible action
points in response to these risks.
Example: (Economic) One of our competitors is getting stronger. They might launch a rival
product at a lower price. We would then run the risk of losing market share. We
should try to be bold with new product ideas to keep ahead of the competition.

11 Report back to your colleagues on your PEST analysis.

@ » Interactive Workbook » Glossary
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Business communication skills

Context Telephoning | Taking part in a teleconference

Frangipani Travel organizes
luxury specialist tours and
safaris in Kenya, Brazil,
India, and Egypt. Their main
target clientele is well-off
European couples. However,
more potential Frangipani
customers are organizing
holidays for themselves via
the Internet and there is

less demand for ready-made
packages.

The company is considering
a bold reorientation to focus
exclusively on ecologically-
sound ‘green holidays’. Jean-
Luc, a senior manager based
in France, has organized

a teleconference with the 2 22D Look at the agenda, then listen to four extracts from the teleconference
regional managers to discuss and note which guidelines from 1 are (or aren’t) followed by the participants.
the risks. The participants in — =
the teleconference are - Joana

in Brazil, Khalid in Egypt, - Agenda '

t!‘hom-as in Kenya, and Greta Conference call 23 November 10:00 GMT
in India. . Moderator: Jean-Luc Boyer

O W 4 SR O | 1 Introductions.

2 Proposal 1: redirect Frangipani entirely lowards 'Green-Stay' tour§ (Joana).
3 Proposal 2: introduce ‘Green-Stay’ tours alongside traditional holiday offers

(Greta). . _
Decide on conclusions to take to the board. Agree action points.

4
5 ACB
6
=

1 Work with a partner. What advice would you give to someone participating
in a teleconference in English for the first time? Compare your ideas with the
guidelines in File 10 on page 138.

Set date for follow-up meeting. l

3 Put phrases 1-15 from the teleconference into these categories.

a Inviting / nominating someone to say something:
Checking if you have understood something correctly:
Stating that you are not persuaded or have doubts about something:
Managing the discussion and the behaviour of the participants;
Summarizing / ending the discussion:

I'd be interested in hearing what you think about this.

I'm not fully convinced as yet.

Can I just ask everyone to sum up their views?

Maybe we're digressing a little.

Am [ right in saying that the general opinion is we can go ahead on this?
Could you let Greta finish, please?

Maybe we can let Joana answer that.

You're saying that it’s not worth reconsidering?

I'd like to draw things to a close.

Can I just check — we are now talking about the alternative smaller-scale proposal?
I still have serious reservations.

Joana, could you talk us through this?

I'm having some second thoughts about it.

We seem to have some sort of consensus.

If I could just bring the conversation back to the agenda.

DL DU s W= 0[O O
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4 Look at the phrases from the teleconference in A and the alternative phrases in B.

What are the differences between them?

A B

1 Could you talk us through this?

2 Am Iright in saying that the general opinion is we
can go ahead on this?

3 TI'd be interested in hearing what you think about this.

4 Canl just check...?

5 We seem to have some sort of consensus.

Tell us about it.

Do you all agree to go ahead
on this?

Tell us what you think.
Can I check ...?
We all agree.

23 P Listen to these extracts from the teleconference. Decide what the speaker
really means in each case. Follow the example.
1 That’s interesting, Thomas.
That’s not relevant. I don’t want to continue talking about this topic.
Maybe we can let Joana answer that.
With respect, Joana ...
Sorry, Khalid ...
I'm not sure this is getting us anywhere.

U W N

Work with a partner. Your company is investigating the possibility of introducing
performance-related pay in all offices around the world. Some key staff took part
in a short teleconference to compare initial reactions to the idea.

One of the participants is describing the call to his colleague. For each underlined
section, discuss what each speaker might have said.

By five minutes past two we were all online. The moderator 'nominated
the HR Manager to talk about the proposal and our options, because he's
championin

he said, so | *asked for clarification to check if  had understood correctly. He

e suggestion. | wasn't sure if [ had properly understood what

gave a much clearer response. After that we all started discussing the main

osal quite usefully. Then the moderator *invited the representative from

e to give her opinion, but she started making a long and irrelevant

=xecutive bonuses, so the moderator “interrupted her ¢

tried to get the discussion back on topic. We talked for about 25 minutes
and then the moderator “ended the meeting by asking us to “summarize

the main points that had been made.
) For more exercises, go to Practice file 4 on page 108.

Work in small groups with people in the same company or in a similar field of
work. Think of a current issue or problem in your work and follow points 1-3.
1 Make notes about the issue under the headings below.

Issue: .

What needs to be decided:

Important factors to consider when making a decision:

2 Write a short agenda for a teleconference about this issue.
3 Now take part in the teleconference to discuss the issue and reach some conclusions.

Alternatively, turn to File 11 on page 138. Work in small groups, choose a
moderator, and have the teleconference.

@ » Interactive Workbook »» Email

Key expressions

Checking understanding

Am | right in saying that the
general opinion is ,..?

You're saying that ...7

Can | just check — we are now
talking about ...7

Nominating or inviting someone
to say something

X, could you talk us through this?
I'd be interested in hearing what
you think about this.

Maybe we can let X answer that.

Expressing doubts / disagreement
| still have serious reservations.

I'm not fully convinced as yet.

I'm having second thoughts ...

With respect ...

3SIY | & wun

Managing the discussion / the
participants

Sorry, X. Could you let Y finish,
please?

Maybe we're digressing a little.
That's interesting X, but | think ...
I'm not sure this is getting us
anywhere.

If | could just bring the
conversation back to the agenda.

Ending the meeting

We seem to have some sort of
consensus.

I'd like to draw things to a close.
Can | just ask everyone to sum up
their views?

@ » Interactive Workbook
» Phrasebank

e — ]
Culture question

* Are you often interrupted in
meetings? If so, how does this
make you feel?

s What factors would you consider
before making an interruption?

= Do you think people from

different cultures might react

differently to interruptions?




Language at work | Referencing

1 Turn to page 154 and read audio script 221>. Then look at these extracts. For each

one, say exactly what the underlined pronouns it, this and that refer to.
Example: How about now, Greta? Is that any better?
The word ‘that’ refers to the sound quality of the call, probably after some
technical difficulties.
That’s interesting Thomas ... but I think it's probably best left for another meeting.
Well, if you remember, we did explore this last year — that was just before you joined
us Khalid — and we decided ... it wasn't the route to go down.
Greta — I'd be interested in hearing what you think about this.
What do you think of this? We offer customers the option of paying ...
I think that’s where we've got to. Is that right? Joana?
To me, it sounds a lot more manageable.

It’s been quite hard — but I think we've made the right decision. It would have been too
risky to ...

[y
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Look at sentences 2 and 4 in 1 and choose the correct answer from the words in italics.
1 If you want to refer to something that is clearly distant or in the past, use that / it.
2 If you want to refer to something new, important, more current or relevant, use this / that.

) For more information, go to Language reference Unit 4 on page 128.

Underline the correct answer from the words in italics.

1 A We used to use QuarkXpress for all our desktop publishing.

B That / This was a really good design application.
2 A We hope to double Central European sales within two years.

B It / That is excellent news.
3 A Do you think we've made the right choice?

B Yes. That / It would have been a mistake to raise our prices now.
4 A He left the company five years ago.

B Yes — this / that caused big problems for our department.
5 A Agnetha —do you have any other suggestions?

B Well, what do you think about this / that: we open a new outlet in Medina?
6 A Have you seen the new photocopier in the resources room?

B Yes. This / it is very impressive, isn't it?

) For more exercises, go to Practice file 4 on page 109.

Work with a partner. Choose a topic from the list or think of your own. Discuss
your opinions on the topic using referencing language where possible.
Example: A Have you seen that email about bonuses? What do you think it’s going
to mean for us?
B [think it’s going to be pretty negative for us. It’s going to mean we get

less money. This is going to make a lot of people angry.

* arecent presentation

a notice on the staff noticeboard

a recent email giving news about your company

a news article

a conference

* ameeting

www.languagecentre.ir



Practically speaking | Establishing rapport and showing
interest

1 Which of the methods a-j for establishing rapport would you use

1
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when meeting someone for the first time?
when meeting a colleague or friend again after a long time?
when meeting a business contact who could help improve your career prospects?

recalling past events in common

paying a compliment

asking a follow-up question

asking about someone’s journey

showing that you already know something about a person you have just met
giving a brief summary of your recent history

echoing the other person to encourage them to say more

joking about yourself

being modest about achievements

picking up on a key word in order to extend the conversation

2 24P Listen to five extracts from conversations. For each conversation decide
on the possible relationship between the speakers, the methods from 1 they use to
establish rapport, and the phrases that enable them to do so. Complete the table.

Extract Relationship Methods Phrases

) For extension and revision go to Useful phrases on page 134.

3 Itis five years in the future — after the course you are doing now has long finished.
You have been invited to a social event to meet up with the people who were in
your class (and the teacher). You haven’t seen any of them for a long time.

1

2

Take a minute to think where you might be and what you might be doing in five years’
time. Make notes below about your future life.

The date today is:
My work mainly involves:

Now I'm living in:
The biggest difference compared with my life five years ago is:

I work at / in;

Talk to each person. Use as many methods for establishing rapport from 1 as you can.

@ » Interactive Workbook »» Exercises and Tests

Key word | matter

Match phrases 1-7 with matter /
matters to synonyms a—-g.

1 What's the matter?
2 |It's no laughing matter.
3 We'll do it, no matter what.
4 That will make matters worse.
5 As a matter of fact, | do smoke.
6 This matters.
7 I's a matter of urgency.
a serious topic
problem
is important

the situation

despite any difficulties that
occur

something that must be dealt
with immediately

g actually, you're wrong

3SIY | & Wun
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McCain Foods Ltd

McCain i1s one of the world's most
important makers of frozen food,
drinks, snacks, and ready meals.
It specializes in potato products
including potato chips (French
fries) as well as waffles, hash
browns, croguettes, wedges, and
roast potatoes. McCain is believed
to supply around a third of the
worldwide market for chips.

Out of the frying pan

Recently, there has been growing concern products to meet the changing environment.

in Europe about the prevalence of obesity, Back in 1979 the company was the first to
especially among children. Newspapers, introduce a chip that could be cooked in the
magazines, and TV have all taken up the call for oven rather than the deep fryer and this is now
a healthier diet. In order to remain successful widely seen as a healthier and easier-to-prepare
McCain needs to be aware of such trends and alternative to the fried chip. The more recently
the potential risks they pose to the company. launched McCain Home Fries™ oven chip is a

It has always seen itself as careful to listen huge seller. The challenge for McCain now is

to and respond to public demand - and has to ensure that they are able to market their

a successful track record in introducing new products in increasingly hostile conditions,

PEST analysis for McCain

Political

The growing pressure to make foods healthier has led to widespread discussion of the
possibility of higher taxes on unhealthy food, restrictions on advertising (e.g. during children’s
TV), requlations limiting what may be sold in schools, requirements to label fat, sugar, and salt
content more clearly and even the suggestion of health warnings on packets.

Economic

Because all adults work in more and more households, the market for quality prepared food
seems likely to continue growing. People generally have more money but less time, and seek
products that allow them to prepare good food quickly. People have been prepared to spend
more on sophisticated, higher-quality prepared products, but a downturn in the economy
could see a choice of more basic items.

Social & Cultural

Recent health advice given to the public has led to a change in consumer demand. There
have been many warnings about eating too much salt and saturated fat. The media regularly
include chips within the category of unhealthy or junk food.

Technological

New technology has led to new kinds of ‘functional food' items (e.g. margarine that helps
reduce your cholesterol levels, yoghurts that help your digestion, etc.) to appear on the
shelves, claiming to offer positive health benefits. Potatoes are naturally high in vitamin
C and natural carbohydrates - but the technological challenge is retaining nutritional
value and flavour while making the product easier to use, or usable in new ways.




The Expert View

Risk assessment should be done
regularly, both ‘top down’, from
management, and 'bottom up’
by operating units, because each
bring a different perspective. It
is helpful to have a structured
process for the evaluation.
Checklists can be useful in
ensuring that key areas are
considered. However, they may
[ask focus managers' attention on the
known risks instead of making
them think about new risks arising
from a changing commercial

1

1 MecCain Foods Ltd needs to assess the potential risk factors for the company.
Look at the PEST analysis of McCain and decide which factors have the most
potential to cause problems.

Z Choose three of the factors and think of ways that McCain might respond to
the risk involved.

2 25P Listen to a journalist explaining what McCain actually did. Make a note

of the actions they have taken. Did they use any of your ideas in 27

1 Read the information about Asian Spice Traders.

FACTFILE

Asian Spice Traders (AST) is a large food company, exporting hot-spiced Thai,
Indonesian, Malaysian, and Indian microwaveable ready meals to Europe. Although

environment, Too much focus on
checklists and risk registers can
lead to complacency: noting down

3Sid | & 3un

that a risk exists is not the same
as managing that risk. So the best
approach incorporates structured
procedures, alongside more
intuitive risk assessment methods.

itis based in Thailand, the company has found thatits Indian food range has been
the most successful, outselling the other lines by a factor of three.

After many years of growth, the company recently decided to enter the US market.
However, the timing has been problematic as there have been a number of health
scares about food quality that have affected confidence in imported food. Despite
some expensive advertising, none of the five launch products (all hot Indian and
Thai curries) has sold very well. Sorme of the managers are now wondering whether
there really is a market for spicy Asian foods in the US.

cturer in Finance

o

Work with a partner and discuss questions 1-2.

1 Based on what you know about current attitudes to food, health, and the present
economic situation, what do you think are the biggest risks and opportunities for
the company over the next five years?

2 Which of McCain’s strategies would be useful to AST?

Asian Spice Traders have employed your team as consultants to advise them
about their future strategies. Work with your partner from 2 and join another
pair. Decide which pair is A and which pairis B.

(I8

Pair A: Read the extracts from three recent articles about food and health
issues in File 12, page 138 and follow steps 1-4.
1 Decide which information from the articles might be important for AST to consider.

2 Prepare concrete suggestions for AST based on your own ideas and the
information you have read.

3 Make notes about the reasons for your suggestions.
4 Qutline any potential risks for AST and strategies to deal with them.

Pair B: Read notes from a brainstorming session about possible
strategies for AST in File 56, page 149 and follow steps 1-4.

1 Discuss your reactions to the notes.

2 Prepare concrete suggestions for AST based on your ideas and the information
you have read.

3 Make notes about the reasons for your suggestions.
4 Outline any potential risks for AST and strategies to deal with them.

4 Now work in a group of four with pair A and pair B. Hold
a meeting to exchange ideas and reach a consensus about
what advice you should give to the company.
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Learning objectives in this unit
Exploring team
relationships
Dealing with conflict
Adding emphasis
Responding to feedback

Case study

* Developing a teamwork
ethos

Starting point

1 What problems can occur
when working with other
people?

2 What different types of
personality are needed for
a successful team?

)

Working with words | Exploring team relationships

1 Dr Meredith Belbin of the Henley Management College developed nine team roles

to show how different individuals behave in teams. Read the text and compare
these team roles with your ideas in Starting point.

What kind of team player are you?

Meredith Belbin

1 Plant
Valued in a team for their ability to come up
with strange and innovative solutions. Like the
absent-minded professor-inventor, they often
spend time quietly working alone, which results in
solutions to problems, but they may have trouble
communicating their ideas effectively.

2 Resource investigator
This person contributes to the team with
boundless enthusiasm at the start of the project.
They are excellent networkers who express
themselves clearly and they vigorously pursue
opportunities outside the team. They tend to lose
momentum towards the end of a project.

3 Coordinator
The natural chairperson, able to detach themselves
from the detail, to see the bigger picture. They are
mature, good at delegating and at helping the rest
of the team to reach decisions. Their management
and delegating powers may mean they don't pay
enough attention to their own duties at work.

4 Shaper
They spur their team into action. You have to tread
carefully with this person; they thrive on pressure
and challenge, and often get results by pushing
others hard to do the same. In their drive to get
things done, they may upset other tearn members
by seeming to treat them unfairly.

5 Team worker
Warking closely with everyone, they like to
steer clear of confrontation. They are good
listeners and can help to calm situations by
talking through problems with colleagues.
However, as they don't like taking sides, they
may find it difficult to make decisions.

6 Completer — Finisher
The team’s perfectionist. They take themselves
very seriously — keeping to schedules and
maintaining quality are equally important to
them, and they pay painstaking attention to
detail. Colleagues may have trouble relating
to them as they are poor delegators and they
tend to warry excessively about minor details.

7 Monitor — Evaluator
They are good at judging the situation due to
a great ability to analyse logically. They assess
periodically and look at all the available
options objectively. However, their work can
fall short of expectations as they can lack
drive and find it difficult to relate passionately
to their work.

8 Implementer
This person is disciplined and can be relied on
to perform to a high level and to cope with
things practically. They tend not to deviate
from a set path and can find it difficult to take
new ideas on board.

9 Specialist
They are highly skilled and are usually viewed
positively for providing specialized knowledge.
They tend not to see the bigger picture,
focusing on technicalities.
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Read the text again and discuss questions 1-2 with a partner.
1 What is the main positive and negative characteristic of each role?
2 Which team role best describes you?

Underline the adverb in italics which collocates with each verb in 1-8. Then check
your answers in the text in 1.

1 communicate their ideas thoroughly / effectively
express themselves understandably / clearly
tread carefully / well with this person

push others hard / roughly

treat employees unfairly / carelessly

work tightly / closely with a colleague

look at (available options) objectively / deliberately
be viewed satisfactorily / positively

0~ W W

Work with a partner. Use as many of the verb + adverb combinations in 3 as you
can and give each other advice for successful working relationships at your work /
in your job.

26> Three people are talking about the roles they play in their teams at work.
Listen to the extracts and identify the strengths and weaknesses of each person.

Which of the two Belbin roles best fits each of the people you listened to in 57
1 Shaper / Team worker 3 Resource investigator / Implementer
2 Coordinator / Completer — Finisher -

Work with a partner. Discuss which of the three people you would choose to work
with you / in your team, and why.

Work with a partner. Replace the underlined words in sentences 1-6 with multi-
word verbs in bold in the text in 1 with a similar meaning. Change the form of the
verb where necessary.

1 Ididn’t spend enough time on the sales figures — I think they’re actually incorrect.

I'm capable of handling most complications by myself.

There are some particularly tight deadlines to meet.

I prefer to avoid any last-minute changes.
Otherwise we would not achieve our sales targets, would we?

I think we should concentrate on solving the problem, rather than discussing who
was to blame.

[=> T B - VL I

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

Work with a partner. Take turns to describe a colleague / team leader you work
with, using vocabulary from 3 and 8. How similar / different are their working
styles?

Work with a partner. Ask and answer questions about recent projects you have
worked on to find out which Belbin role you think you each play in a team.
Consider the following aspects.

1 task / project 4 issues / problems

2 colleagues / fellow team members 5 confrontation / fairness

3 schedules / pressure

Alternatively, turn to File 15 on page 139, for some project outlines. Discuss the
projects, and work together to establish the best mix of Belbin roles for each.

@ » Interactive Workbook 3 Glossary
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Business communication skills

Context

Duverger is a well-established

European kitchenware
company and it is about to
launch an exciting new range
of branded kitchenware. The
company intends to create a
‘big splash’ with an extensive
promotional campaign
across Europe, starting

with a product launch at a
convention in Vienna next
week. The Sales, Marketing,
and Production departments
in Duverger are working
together on the promotional
campaign. The first box of
brochures for the company’s
stand in Vienna has just been
delivered, but they don’t look
quite right.

Negotiating | Dealing with conflict

What can go wrong when brochures are printed? Why do these things happen?

271 A meeting takes place between three managers - Jenny, Riccardo, and Paul -
to discuss the situation. Listen to Extract 1 from the meeting. Compare your
answers to 1 with what actually went wrong.

270 The three managers handle the discussion and deal with conflict in different
ways. Listen again and decide who — Jenny (J), Riccardo (R), or Paul (P) -

1 attempts to clarify the situation
2 encourages the others to keep to the facts
3 expresses their concerns diplomatically
4 expresses their concerns more directly,

Match phrases a-i from Extract 1 to these categories. Can you add any more
phrases?

1 Keeping to the facts / being objective:
Talking about concerns directly:

Talking about concerns more diplomatically:
Clarifying / checking understanding:

B W

Do you understand what I'm trying to say?

Would I be right in thinking ...?

I don’t know if you are aware, but ...?

Let’s try not to get personal here.

Can we try and stay focused on the facts?

I'm really not happy with ...

Can I just make sure I've understood this correctly?
I'm a bit worried about ...

The real issue here is ...

- g 0 L0 TR

Work with a partner. Discuss what you would say in these ‘conflict’ situations.

Then have the conversations.

Situation 1

* Student A Tell B about your boss’s plans to get rid of the coffee area.

* Student B You are surprised. Try to clarify what A has said.

¢ Student A Confirm.

* Student B You are very concerned and want to know what staff can do about this
decision. Express your concerns directly.

* Student A Tell B to focus on the facts — there has been no final decision yet. You are
concerned that staff don’t have enough informal meeting space. Be diplomatic.

Situation 2

» Student A Tell B (the senior manager) you are not happy that a colleague who has
been at the company for less time than you has been promoted above you and is now
your line manager. Express your concerns directly.

* Student B Tell A to focus on the facts — the new line manager is very capable and is
qualified for the job. Be diplomatic.

www.languagecentre.ir



6 280 Listen to Extract 2. What are the options for Duverger? What course of action
do they successfully negotiate?

7 During the negotiation in Extract 2, who
a plays the role of chairperson?
b expresses points of disagreement?

¢ offers a compromise?

8 28D Listen to Extract 2 again. Replace the words in italics with phrases from the

audio with a similar meaning.
1 Well, Riccardo, what do you think we should do about this?

2 To be frank, don't expect me to sit around and wait for you to sort this out.

3 And how can you possibly be contemplating a reprint?

4 OK, Paul, that'’s fair enough, but surely we need to get this right now?

5 Oh, come on, that’s just not practical. I'm cancelling the launch in Vienna if ...

6 Look, Paul, Riccardo, I don't want any serious setbacks ...

7 Thinking about this sensibly, the problems with the artwork I can live with, if ...

8 Imean, why don’t I give the printer another call?

9 Paul, do we have your approval on this?

10 In which case, Riccardo, would you be happy to liaise with the printer ...?

9 Match the phrases you noted in 8 to a-cin 7.

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

10 Workin groups of three. Student A, turn to File 17 on page 140, Student B, turn
to File 36 on page 144, and Student C, turn to File 49 on page 147. Negotiate the

situations, following the steps below.
1 Establish the point of conflict.

2 Discuss any disagreements.

3 Try to reach a solution / compromise.

@ » Interactive Workbook » Email

Key expressions -

Clarifying the situation
Can | just make sure I've [oa—
understood this correctly?

Would | be right in thinking ...7

Do you understand what I'm trying ¥

to say?

Staying focused on the facts
Let's try not to get personal here.
Can we try and stay focused on the
facts?

Expressing concerns
diplomatically

I'm a bit worried about ...

| don't know if you are aware, but ...7

Expressing concerns directly
I'm really not happy with ...
The real issue here is ...

mmweal] G Jun

Chairing the negotiation

How do you propose we deal with
this issue?

Look, can we try and avoid any ...?
| need to know ...

Can | leave you to ...7

Expressing points of
disagreement

| can't just ...

| just don't understand how ...
| see what you mean, but ...

| just won't be able to ..., if ...

Offering a compromise

I'm prepared to ... if ...
Look, would it help if ...?

I'd be more than happy to ...

@ » Interactive Workbook
» Phrasebank

Culture question

* How do you deal with conflict in
your culture?

* Do you know how it is dealt with
in other cultures?

¢ How can differences in the

approach to conflict affect

working relationships?
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Agenda

Communication problems in
the intranet team

1 Unfocused meetings

2 Team members with
different working styles

3 Lack of communication
outside team meetings

)

Language at work | Adding emphasis

1 29P Listen to extracts 1-9. How do the speakers add emphasis to each sentence

(e.g. word order, intonation, adding words or phrases)?

1 The reason why I say this is because if we get it right this time, any future campaigns
should run more smoothly.

Which is why this whole thing is just so frustrating.

How we resolve this is the issue now.

It's the Vienna convention which really worries me.

In which case, Riccardo, can I leave you to liaise with the printer ...7

What really concerns me is the way this has been handled so badly by the printers.
The problems with the artwork I'm prepared to overlook.

The thing that bothers me is that we just don’t have time.

Not only do we have a major error on our hands, but we’re also not sure how this
happened.

W o~ ;WU e W N

Which techniques for adding emphasis from a—d are used in the sentences in 1?
More than one technique may be used in each sentence.

a cleft sentences: it's ... which / that, what ... is ...

b fixed phrases used to add emphasis

¢ fronting (putting a topic at the start of a sentence for emphasis)
d adverbs of degree

) For more information, go to Language reference Unit 5 on page 128.

Look at conversations 1-6 below. In each case, add emphasis to B’s reply using
one of the phrases from the list.

What we must be clear about is ... What I'd really like to know is ...
It’s ... which ... Not only ... but also ...
Which is why ... In which case ...
1 A Ireally don’t know how to fill in this document.
B Wouldn't it be a good idea to sit down and sort this out properly?
2 A Apparently there are hardly any tickets left for the conference.
B Itold you to book early.
3 A How should I reply to their email?
B It’s absolutely essential that the contract is signed by the 5th.
4 A [can’t believe there’s no budget left to complete the project!
B What'll happen to the team if the project is abandoned?
5 A Sothey didn't attend?
B They didn’t attend the meeting. They forgot to let us know.
6 A The job is challenging enough, without all these extra changes they're asking for.
B The changes make the job interesting.

Add emphasis to the following sentences, using the fronting technique.
1 We need to think about how we go about this.
2 It’s absolutely crucial that we get this right.

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

Work in groups of three. You are members of a team set up to produce the

company news section on the intranet. The deadline for a first draft is the end

of next week. However, poor communication in the team has slowed the project

down. You decide to hold a meeting to discuss the problems. Student A, turn to

File 20 on page 140, Student B, turn to File 40 on page 145, and Student C turn to

File 27 on page 142.

1 Discuss each problem on the agenda. Use techniques for emphasizing the points you
make to each other.

2 End the meeting by deciding how you are going to resolve these issues.

www.languagecentre.ir



Practically speaking | Responding to feedback

1 Work with a partner. Discuss the following questions.

1 Is feedback necessarily the same as criticism?
2 How can negative feedback be made constructive?
3 How do you normally react to negative / positive feedback?

A.

| ey
N ¥

30P Listen to three conversations. In which conversation does somebody

1 respond to positive feedback?

2 accept negative feedback?
3 challenge negative feedback?

30> Match phrases a-k to 1-3 in 2. Then listen again to check your answers.
I see what you're saying ..., but ... ___

Thanks for your support - it’s good to know I'm on the right track. ___

I'm sorry, I didn’t realize — thanks for pointing that out. ___

Oh, I see, well it seems a pity to ..., but maybe you're right. ___

Oh, really? Why do you think that? __

... to be honest, I just don’t have timeto .., ___

No, I'm sorry, I don’t see what you're getting at. ___
Thanks. Though I have to admit, [ got the idea from ...
Actually, I'm very happy to have some honest feedback. I'll just keep working onit. ___
j Sohow do you think I could improve it? ___

k Look, you're entitled to your opinion, but ... __

T o A0 OoR
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) For extension and revision go to Useful phrases on page 134.

Work with a partner. Discuss how you would respond to the feedback in 1-6

below. Use phrases in 3 to help you.

1 'Ibasically liked the way you presented your arguments, but I did feel you need to
sound more sure of yourself’

2 ‘Some of the ideas you came up with in that meeting were really creative. I'm sure
Gian Luca is going to want to explore some of those further.’

3 'Did you read the report through before submitting it? It’s just that there were several
inconsistencies. It just doesn't seem like your normal standard, that’s all.’

4 "We've just had some feedback from the client — I know it’s a bit late, but basically
they’re not very happy with the colours we've selected.’

5 ‘Tknow the team'’s been under a lot of pressure recently, but [ can’t help feeling it's
compromising the quality of the work.’

6 ‘We've got deadlines to meet, and we all have to do our bit. The delay from your group
has meant that the production team are sitting around waiting for us to deliver.’

Work with a partner. Student A, turn to File 22 on page 141, Student B, turn to File
39 on page 145. Take turns to respond to each other’s feedback,

@ » Interactive Workbook 3 Exercises and Tests

Key word | only

Match phrases 1-5 with only in

italics to synonyms a-e.

1 I'm sorry, only | didn't realize.

2 |I'm only too happy to have some
honest feedback.

3 I'm only trying to help.

4 | think my only real doubt
is the line you've taken on
absenteeism.

5 Apparently the same issue came
up only last week.

a very
b as recently as
c single

d just

e but

spomweal\ G Juun
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Southwest Airlines

Southwest Airlines is the largest
airline in the world based on
numbers of passengers. It's also
the sixth largest US airline based
on revenue. The company was
founded in 1971 by Herb Kelleher
in Dallas, Texas. It now operates
more that 5,000 Boeing 737
aircraft between 64 cities with
more than 3,300 flights a day. The
company boasts that the 2006
year-end results marked their 34th
consecutive year of profitability.

The power of teamwork

How does a major airline turn a plane around
and gel it ready for take-off within 20 minutes
of landing? Whereas some airlines say this
is impossible, Southwest Airlines pride
themselves on their ability to get a plane
ready for departure in record time, and they
put it all down to teamwork. Everyone helps
out; the cabin staff double as cleaners, the
captain helps people on to the plane or helps
with the cleaning, while outside the plane is
being serviced by ground staff who work with
the precision of a grand prix pit lane crew.
The efficiency of the turnaround shocks
first-time Southwest flyers, who moments
before can often be heard grumbling that
they will be late taking off. This turnaround
time means Southwest can fly up to 35
fewer planes than their competitors, which

leads to lower prices and higher profits.
The teamwork ethos all started back in
1971 when Southwest was facing financial
meltdown. They had just sold a plane to a
competitor to raise capital to pay staff,
but needed to continue to meet demand
with one less aircraft. It was then that they
realized the importance of tight turnaround
times. This led to a policy of everyone
pitching in. Since then Southwest has
become a model for successful teamwaork
and employee relations.

It's an inspiring company to work for
and is well-regarded by its employees —
they know that success will be rewarded.
‘Everyone works hard’, says one blogger on
the company website, ‘but it doesn't feel like
hard work when you're having so much fun’.

> and work for Southwest Airlines!

__#Ei

Here are ust some of the benefits we offer!

Continuing education — We offer personal and professional development in our
state-of-the-art educational facilities. Why not try our ‘Days in the Field’ programme to

see life in another department?

Stay connected - Feel part of the Southwest family by keeping up to date with all
company developments through weblogs, emails, toll-free phone lines, and even our

own TV channel.

Work hard and play hard - Have fun, because happy employees equal happy
customers. Why not join our haunted headquarter weekends, chilli cooking

competitions, and spirit parties?

hat we require at Southwest

We ask one thing of our employees — the willingness to fit into the team. So we expect
you to be ethical, honest, and trustworthy. We ask for a warrior’s spirit, a servant’s

heart, and a fun-loving attitude.




The Expert View

Teams are usually constructed
Based on the approach at Southwest Airlines, what are the main principles for because there is a belief that
fostering good teamwork in a company? that the whole (team) could be
greater than the sum of its parts
(individuals) - i.e. the group can

Z What are the pros / cons of the Southwest Airlines approach?

23 How does your company’s attitude to teamwork compare to Southwest achieve Mote. ]I” general, teams
Airlines? outperform individuals when tasks

require multiple skills, judgement,
and experience. However, often the
biggest issue for managers is to
decide if they need a specifically

1 Alligator Sandwiches has outlets throughout Britain. It has a well-publicized selected team or just a work
‘all-for-one’ principle, meaning that everyone in the company should have group that already exists within
equal status — if a server has a business idea they are free to share it, and the structure of the company. In
likewise managers are expected to take their turn behind the tills. The company a working group the skills of the

has become very successful. However, this success has led to some serious
problems at many of its outlets. Read this email to the CEO from a former
employee at the Manchester outlet and make a note of the key problems.

group members are varied and
random and there is individual
accountability, whereas in a team
ki =y i the.skins _Df t_he group munbera aire

complementary, there is individual
and collective accountability, and
everyone contributes to the overall
outcome,

G
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RE: Reasons for leaving Alligator Sandwiches
From: Alison Whittaker
To: Russell Summers

Dear Mr Summers

I've recently handed in my resignation to my outlet manager and I feel that I haveto |
inform you about the issues that led me to do this. !

I've worked at Alligator Sandwiches in Manchester right from the beginning and at
first it was a great place to work. I really felt part of the team and the management
weren't separate from the rest of us — they were really involved. They listened to our
ideas and made us feel that we were just as important to the company as they were.

But now it feels like it's a ‘them and us’ situation. They don't help out in the stores
any more and they certainly don’t seem to care about any feedback or suggestions
from their staff or customers. I realize they're under pressure because of the
expansion and increased competition, but the ‘all-for-one’ principle has gone out of
the window. Most of the staff are unhappy and a lot of us are leaving. We've also had
a lot of customer complaints recently. I hope you can do something to re-establish
the teamwork ethic and to stop the company from destroying itself. |

|
E&

|
|

Kind regards

Alison Whittaker

2 Head Office has organized a meeting to discuss the problems
and negotiate ways to improve teamwork. Work in groups of
four.

Student A, you're Head of Finance, Turn to File 24 on page 141.
Student B, you're an outlet manager. Turn to File 44 on page 146.
Student C, you're a server. Turn to File 26 on page 142,

Student D, you'’re a representative from Head Office. Turn to
File 51 on page 148.

Read the information and prepare for the meeting. Student D
should start the meeting when all participants are ready.

<4 Report back to the rest of the class on what was agreed
during your negotiation.

A,
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Learning objectives in this unit

* Discussing factors for
success
Problem-solving and
brainstorming ideas
Using adverbs to qualify
attitudes

* Using vague language

Case study
* Handling rapid growth
and progression

Starting point

1 What do you think a
company needs to do
to stay ahead of the
competition?

2 How can companies
ensure continued
progress?

APl

Working with words | Discussing factors for success

1 The Creativity Lab is part of ITRI, a Taiwanese publicly-funded organization

Progress

helping local companies develop their products and manufacturing techniques,

Read the text and answer the questions.

1 What does the Creativity Lab do?

2 What is Hsueh Wen-Jean’s attitude towards creativity and success?

Thinking outside the box

With Taiwan's successful track record in
manufacturing, local electronics companies
concentrated on figuring out ways to reduce
cost and improve existing products, rather than
on developing new products. Taiwan’s niche
was as an oulsourcer for large American IT
firms, but that market is now so mature that
Taiwan’s manufacturing sector has lost ground
to lower-cost countries. Taiwan's IT elite realize
change is needed in order to get back on track,
and product innovation could hold the key to
new business opportunities.

Hsueh WenJean is the driving force behind
the recently launched Creativity Lab. She is
responsible for helping Lo green-light new
projects, and is well aware that she and her
colleagues need to think outside the box,
looking beyond their technical training to find
creative answers and innovative solutions.

The Lab conducts workshops to help their
customers, a diverse group of companies
known as the Next Consortium, to develop
their creative thinking. Ideas are bounced

around, after which two or more companies
are able to collaborate on projects based on
these ideas.

The principle is that because so many
ideas fall by the wayside, it is best to come
up with as many as possible. This should help
increase the chances of hitting on a few good
ideas that can generate real income, and help
these companies stay ahead of the game.
Although most ideas never come to fruition, the
Consortium’s members can work together to
try out different possibilities while avoiding the
problems a company can run into by pursuing
a bad idea on its own. ‘A culture of success can
tolerate mistakes, and all great entrepreneurs
learn from their mistakes,’ Hsueh says.

So far, the Lab has not laid down hard and
fast criteria for judging whether, or how far,
to explore a concept. At this stage Hsueh is
reluctant to impose revenue targets, as there
are numerous projects that do not get off the
ground or prove to be impractical. That is all
part of the process at The Creativity Lab.

get back on track
think outside the box
fall by the wayside
stay ahead of the game
come to fruition

get off the ground

=2 I 4 B O S T X
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2 Work with a partner. Match phrases 1-6 from the text in 1 to definitions a—f.

be realized

be started

find the path to success again

come up with creative / unusual ideas
keep in front of the competition

fail to make it




3 Replace the underlined words in these sentences with a verb phrase in bold in the

text in 1. You might need to change the form of the verb phrase.

1

4 Look at the text in 1. Find the nouns that collocate with the verb phrases in bold.

5 Read the quotation from George Buckley, CEO of 3M. What dilemma do you think

I know that you're not impressed with what John suggested, but why don’t you test
his ideas and see how they work in practice?

We might suddenly face some big problems if we don’t plan this carefully.
I'm trying to work out how we can reorganize the team once David has left.

You have to stop concentrating only on what’s been done before, and focus on the
future.

He suddenly came up with an excellent idea.

You should see what other people think about the ideas — someone might know how
to develop them further.

the company might have faced?

6 31P Listen to Jost Van der Saar, a business analyst, talking about the situation at

3
1
2
3
4

M, and answer the questions.
What is the dilemma that is discussed in the interview?
What has been 3M'’s traditional approach to creativity?
How did McNerney change things?
What is the company’s current approach?

7 Match verbs 1-12 to the most suitable noun, a or b, to form collocations.

W o~ U R W
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12

cut into a the success b the bottom line
undergo a change b progress
pursue a the competition b ideas

boost a earnings b money

tolerate a mistakes b progress

cause a astir b adiscussion
shift a the emphasis b the competition
explore a aconcept b difficulties
control a profits b costs

impose a targets b problems
demand a process b precision
outperform a earnings b the competition

8 31P Look at the text in 1 and listen to the interview again and check your

a

nswers.

9 Work with a partner and put the collocations from 7 in the table below. Then

C

ompare your answers with another pair and discuss any differences.

Profitability Change Creativity Quality

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

10 Work in groups. Think of a recent project you have been involved in. Think of

how you came up with the idea * how you ensured quality
changes / problems with the project  * the success of the idea.

Hold a post-project review meeting to discuss what happened and what you

C

ould have done differently.

@ » Interactive Workbook 3 Glossary

You can't ... say, well, I'm
getting behind on invention,
so I'm going to schedule
myself for three good ideas
on Wednesday and two

on Friday. That's not how
creativity works.
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Business communication skills

Context Meetings | Problem-solving | Brainstorming ideas

Skion PCs is a small computer
hardware store set up by
two IT graduates, James
Logan and Gareth Newman.
Currently it has one shop

on the high street, and a
website for online sales. It
prides itself on the expertise
and specialized knowledge
of its employees. However,
competition from the large,
well-known national /
international PC chains

is threatening business.
Skion PCs needs to find an

innovative niche market to 1 32-34D Listen to three extracts from the problem-solving meeting at Skion PCs.
maintain its position. James 1 Complete the table below with the four ideas.

and_ Gareth.decide “_’ holdl 4 2 Note down the pros and cons that are mentioned for each idea.
brainstorming meeting with

two key members of staff — Ideas Pros Cons
Sue Edwards and Jessica
Williams. 1
[ I P —— |
2
3
4

2 32P Listen to the first extract again and complete these sentences.

1 Imean, ways to develop our image ...7
2 Also, ‘caring’.
3 what about moving into the area of recycling?
4 collect a customer’s old computer ...
5 something charitable ... and send X% off to
developing countries, 7
6 set up a programme where staff can choose to ...
7 To tell you the truth, . .
8 that would work in practice ...
9 ...and it would really be cost-effective.
10 Well, no, but that it's profitable,

3 Work with a partner. Put phrases 1-10 in 2 into categories a-e.

a Putting forward an idea:
b Asking for clarification:
¢ Clarifying the idea:
d
e

Building on the idea:
Evaluating the idea:

48]

www.languagecentre.ir



4 Work with a partner. Brainstorm alternative ways of saying sentences 1-9. The
meaning should be the same or similar.

Example: That's not such a bad idea. = I actually quite like this idea.
1 Ican't help wondering whether it would be really cost-effective.

I'm not sure how this would work in practice, but how about a wider policy on
environmental issues?

(%]

What did you have in mind?

I was thinking along the lines of solar-powered laptops.

Supposing we were to sell recovered parts ... back to the manufacturers?

And there's nothing stopping us from setting up as brokers ourselves, is there?
It’s certainly worth thinking about.

We should at least consider it.

In terms of marketing, I think it has potential.

L{=T =~ I = I 4 ) I - A L

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

Work in groups of four. You work for a company that has grown rapidly over

the last few years. Growth is now slowing due to high staff turnover. Read the

following information from HR about this issue.

* One of the reasons for high staff turnover is the lack of company perks — apparently
competitors are offering better conditions.

* Money is available to fund one or two perks within reason. Perks without costs would
be preferable.

Prepare to hold a brainstorming meeting about the issue. Students A and B turn to
File 23 on page 141. Students C and D turn to File 54 on page 149.

During the meeting

* put forward all your ideas and note them down

* clarify and then evaluate the ideas

* decide on the best options.

Think of a work-related problem you’ve each had which needed a creative
solution. Hold a problem-solving meeting to brainstorm possible solutions.

Solution 1: Solution 3:

The problem:

Solution 2: Solution 4:

Alternatively, look at one of the problems below.

1 You have just found out that key features of the new product or service you are
working on are very similar to one that your competitors launched last week.

2 You work in a sector where it is extremely difficult to recruit suitable employees.
You are seriously understaffed and demand for the company’s services is huge.

@ » Interactive Workbook » Email

Key expressions

Putting forward an idea

Couldn't we consider ...?

| would have thought it would be
possible to ...

I'm not sure how this would work in
practice, but how about ...7
Supposing we were to ...7

Asking for clarification

It's not clear to me what you mean
by ...

Oh | see, so you're thinking ... am
| right?

What did you have in mind?

Clarifying the idea
Well, for example, ...
| was thinking along the lines of ...

Building on the idea

Thinking about it, we could even ...
And there's nothing stopping us
from ... is there?

Evaluating the idea

I'm concerned about how ...

| can't help wondering ...

| would certainly need to know ...
before -ing ...

It's certainly worth thinking about.
We should at least consider it ...
In terms of ... | think it has
potential.

That's not such a bad idea.

@ » Interactive Workbook
»» Phrasebank

Culture question

Think about the 'company culture’

in your organization.

e Are ideas developed
hierarchically or can they come
from any level?

* How is support generated for
these ideas?

¢ Do you know how this compares

to other company cultures?
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Language at work | Using adverbs to qualify attitudes

1 35P Listen to sentences 1-10 and match the adverbs in italics to their uses a-d

below. There may be more than one possible answer.

1 Could | just explain in a bit more detail? ___

You've obviously given this some thought. ___

I'm not totally convinced.

It's been a surprisingly difficult year.

It'’s easily the best idea I've heard so far. ___

I'm just not convinced.

It was actually one of the most rewarding things I've ever done.
Look, I only say that because there’s big money in energy saving. ___
I'm not so keen on the idea. ____

I don'’t really think we could get away with that — do you? __

Ri=T == T B = T S B - L I

—
(=]

a emphasizing a comment

b expressing an attitude contrary to expectation
¢ persuading others to listen to you

d softening a negative reaction

36 Listen to these pairs of sentences, where the meaning changes according to
the position of the adverb. What is the difference in meaning?

1 a Could I explain in just a bit more detail?
b Could [ just explain in a bit more detail?
2 a Surprisingly, it’s been a difficult year.
b It's been a surprisingly difficult year.
3 a It was actually one of the most rewarding things I've ever done.
b Actually, it was one of the most rewarding things I've ever done.
4 a Ireally don't think we could get away with that — do you?
b Idon't really think we could get away with that — do you?

») For more information, go to Language reference Unit 6 on page 129.

Work with a partner. Discuss what B might have said in conversations 1-6.
1 A Idon't have much time — what is it you wanted to talk about?
B (Needs to run through some ideas. Persuades A to listen.)
2 A Do you have any thoughts on my idea for a new staff car park?
B (Thinks the money could be better spent elsewhere. Softens this negative reaction.)
3 A The conference wasn't as well attended as last year, was it?
B (Thinks there were a lot more people than expected. Responds contrary to expectation.)
4 A ] hear you're not happy with the way the new project’s going.
B (Doesn't understand why it’s delayed. Emphasizes this negative reaction.)
5 A Are you pleased with the outcome from this morning’s meeting?
B (Thinks the best proposal got accepted. Emphasizes this positive reaction.)
6 A Are you happy with our choice of candidate?
B (She wouldn't have been the first choice. Responds contrary to expectation.)

Choose your most favourite and least favourite technological innovation from
the list (or think of your own). Work with a partner and take turns to explain your
choices using adverbs from 1.

* BlackBerry * automatic doors

* online teleconferencing software * self check-outs in supermarkets
* memory sticks » central locking in cars

* digital television * electric windows in cars

= air conditioning * MP3 players

3 For more exercises, go to Practice file 6 on page 113.
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Practically speaking | Using vague language

1 37P Listen to three conversations where people are being asked for information.

For each conversation, answer questions 1-2.

1 How does the person being asked for information sound (e.g. knowledgeable,
tentative, vague, encouraging, lazy)?
2 Why isn't the information more precise?

2 37P Look at the phrases used to show that the information is imprecise in the
table below. Then listen again and add any other similar phrases.

Conversation 1 Conversation 2 Conversation 3

Something about ... I think! ['d say you're on the right No, not really.

... you've put me on the track. It's difficult to explain,

spot there. ... it's the kind of thing ... really.

) For extension and revision, go to Useful phrases on page 135.

3 Work with a partner. Student A, read the information below. Student B, turn to
File 30 on page 143. Have the conversations.
Situation 1
You have been asked to give a tour and presentation of your company to a group of

graduates. You are busy planning the event, and you know Student B organized the same
day last year. Speak to Student B and find out what she / he did to prepare for the event.

Situation 2

In order for the MD to authorize a new project, you need to present a written proposal
with Student B. Student B has written the first draft. However, it looks long, and you
haven't had time to read it in detail. Student B asks you for feedback.

* Student B needs to add the long-term benefits for the company.

* The basic structure looks OK.

* The text looks very wordy — you'd prefer to see more bullet points.

4 Work with a partner. Ask each other about a topic from the list. Answer your
partner’s questions, using vague language where necessary.

* atraining session you've been to * acity you've visited
* a hotel you've stayed in * aproduct from a competitor
* abusiness trip you've been on * apresentation you've been to

@ » Interactive Workbook » Exercises and Tests

Key word | still

Look at sentences 1-5. In which

sentence is the word still used to

a emphasize a comparison?

b say what remains to be done?

¢ say you continue to wait for
something which is overdue?

d offer a contrasting viewpoint?

e refer to a possibility in the
future?

1 That should still give you time to
revise your draft.

2 | still need to bring it all
together.

3 Still, there was one place that
was qguite interesting.

4 He still hasn't got back to me.

5 More worrying still is that it's
only a month away.
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Mobile Interactive
Group

Mobile Interactive Group is the
UK market leader in providing
interactive services via mobile
phones. The company was
founded in 2004 by three ex-02
employees — Barry Houlihan,
Anthony Nelson, and Nick Aldridge
— and since then has grown
rapidly to become a multi-million
pound business and a key player
in mobile software innovation.

In four years the annual revenue
grew from £252,000 to around
£40 million and the number of
employees went from three to
more than 40. It specializes in
mass participation events such
as voting on reality shows, and
provides billing solutions for
premium SMS services, as well
as interactive marketing services.
Their clients include ITV (UK),
TV3 (Ireland), Freemantle Media,
and 02.

How to manage rapid growth effectively

It's every entrepreneur’s dream to start a new company and to see it grow rapidly to become
one of the leading players in the industry. However, companies that grow too quickly can face
unexpected difficulties, such as inadequate cash flow, loss of control, and problems associated
with diversifying too quickly. Often these are due to a simple lack of management experience,
but they can cause a company to lose sight of their core purpose and, ultimately, to fail.

Here are five tips for managing rapid growth effectively and avoiding some of the major
pitfalls.

1 Make sure you have the money to expand. It’s essential that adequate financial
resources are in place to support the cash-flow problems that often accompany rapid
growth.

2 Employ qualified people to run the company. Promoting from within can be tempting,
but just because people have been with the company since the start, it doesn’t mean they
have the management skills to deal with the challenges the company faces.

3 Don't try to run before you can walk. Rapid success brings with it the temptation
to diversify away from your core business, This can lead to a ‘watering down’ of the
company’s overall strengths.

4 Always remember who your core customers are. Customer service is a vital part of any
business ~ if your customers feel you are neglecting them in order to chase new business
opportunities, they will look elsewhere.

5 Stay true to your original vision. Companies that grow too fast can sometimes lose
sight of the core values that made them a success in the first place. Never forget who you
are and why you're doing this,

assaciated with new businesses experiencing accelerated growth over a relatively short
period of time. So how have they achieved this?

government. Then in their second year, when things were really beginning to take off, the
company secured a further £250,000 from a Canadian investor. Since then, with their track
record established, there has been no shortage of potential investors.

people to key positions within the company to ensure that growth is managed appropriately
and expansion plans are met. On top of this MIG has also appointed an advisory committee
to bring wider expertise to the decision-making process,

Moabile Interactive Group (MIG) is recognized as one of the fastest-growing businesses in the
UK, operating in a sector where technological developments happen constantly. A key factor
in the company’s success has been its apparent ability Lo avoid many of the usual pitfalls

Firstly, adequate financing was in place from the start in the form of a loan from the British

Secondly, MIG has recruited carefully. CEO Barry Houlihan has appointed experienced

MIG has also chosen its customers carefully. Instead of pursuing every potential contract,

the company has taken a long-term view, carefully selecting who it wants to work with, and
has built and maintained close relationships with these clients.

I — — T o - -

4




Discussion The Expert View
Some entrepreneurs have been
able to take their vision from
its initial conception to market
2 Do you think the fact that MIG managed its growth so effectively was due to success, creating and sustaining
luck, judgement, or both? Why? a growing organization. Creativity
is part of the process of bringing
new products and services to
IdSK the market, but truly innovative

organizations are able to select the
1 Work with a partner. Read about Adamo Automotive’s company history and new ideas that they are best placed

discuss what the company’s key strengths are.

1 Which tips for managing rapid growth in the article do you think are the most
important? Why?

to exploit and then implement
them successfully. They must be

e expert at ‘making things happen'.

Adamo To nurture creativity and to ensure

AUTOMOTIVE that rapid growth can occur,
Adamo Automotive organizations must be comfortable
Adamo is an independent specialist car manufacturer. The company was established in the with experimentation, novelty,
1990s by Adam Crees and Morgan Terry who had previously designed and built vehicles and un_certamty - they must not
for international racing teams. At the time, the company filled a niche in providing high- fear failure. They must also have

: ; 2xcell rocesses — mus
performance, 'no frills’ two-seater sports cars at an affordable price. Excelienm p acesses — ihey must
manage risk and control resources.

$Sa1b0.d ‘ 9 Jyun

Company situation in the 1990s

Typical customer profile: young, well-paid professionals aged 25 to 45

Models: the AV1 and the more powerful Capra

Financial performance: Within five years Adamo had a turnover of over £30 million and was
producing more than 1,000 cars annually. Strong European and American economies and
relatively low fuel prices supported growth.

Staff: The workforce were highly skilled and motivated — all employees received stock options.
Starting out with a team of only eight, within five years Adamo employed 45 people.
Strengths: The cars gained a reputation for innovative construction and distinctive styling,
Weaknesses: Despite being a high-status brand, Adamos offered little in the way of luxury
features — the cars were about performance and the driving experience.

2 Turn to File 31 on page 143 to find out what has happened to Adamo in recent
years. Discuss the information with your partner and make a list of the main
problems they are now facing.

3 Adamo’s directors have asked a team of consultants to advise the company

on how to reverse its decline. You and your partner are two of the consultants.

Prepare for a brainstorming meeting by discussing the following questions

and making notes on your answers.

1 Based on what you know about the current economic climate, what do you think
are some of the ways the company can address the problems?

2 Which (if any) of the advice offered in the article could be followed by Adamo?

Work with another pair. Follow the agenda and hold the brainstorming meeting.

Agenda — Adamo Automotive

1 Each idea to be put forward, then clarified and recorded
2 |deas to be evaluated and built on if possible

3 Best ideas and recommended strategy for Adamo to be decided on
4 Decision to be made on who will report suggestions to the board



'Learning

Learning objectives in this unit

* Talking about training and
learning

Using communication
strategies on the telephone
Using participle clauses
and ‘the future in the past’
Expressing dissatisfaction

Case study
¢ Tackling the skills shortage

Starting point
1 ‘Some people stop

learning the moment they
leave school. Others go on
learning all their lives.” Do
you agree?

What is different about

the process of learning in

each of these situations?

* learning about
historical events in
school

* learning how to cook

* learning how to
negotiate successfully

* learning how to
balance your work and
private life

Think about any training
courses you have done at
work. What was good or
bad about them? What did
you learn?

Working with words | Talking about training and learning

1 Have you ever heard of the terms ‘learning organization’ and ‘systems thinking?
Read the first part of the text and find out what they mean.

Becoming a ‘learning organization’

Peter Senge, an American business strategist, came up with the
concept of ‘learning organizations' in his best-selling business
management book, The Fifth Discipline. He defined them as
companies “... where people continually expand their capacity

to create the results they truly desire, where new and expansive
patterns of thinking are nurtured, where collective aspiration is
set free, and where people are continually learning to see the whole
together’ At the heart of this vision is what he called ‘systems
thinking’ — an ability to see and think about the organization as a
whole, not just as a lot of disconnected parts. It emphasizes the need
for the whole team to focus, learn, and build a shared vision.

2 Work with a partner. Read the text in 1 again and discuss questions 1-2.
1 What potential benefits might there be for a learning organization?
2 Do you work in a learning organization?

3 How realistic is it for a company to become a learning organization? Read the
next part of the text and note the arguments for and against,

It sounds great, but does it actually work in practice? Those who maintain that it does, suggest
that although it tends to cause upheaval and a real paradigm shift within a company, it usually
leads to improved results. This is because ‘systems thinking’ means all levels of staff are actively
encouraged to be creative and to take a holistic view of the business. Performance management
and personal development plans play a key role in ensuring this happens, and the result is that
all staff become far more engaged in the success of the company.

Conversely, Lthere are some who question whether creating a learning organization is possible
in the real world. They argue that in most cases a radical structural change to a company’s
culture is needed for it to stop thinking about training individuals and to start focusing on learning
at the wider organizational level. There is also a suspicion that while the ideal is to have total
employee participation and engagement in the learning process, in reality management will
continue to impose values on a reluctant but deferential workforce. The argument against the
clo what they do betler, not to spend time worrying about the bigger picture, and that companies
should simply direct training towards addressing any skills deficit and encouraging professional
development across the board in response Lo individual training needs.

www.languagecentre.ir



4

10

11

Match the phrases in bold in the texts in 1 and 3 to definitions 1-8.

1 awritten record of how an employee would like to progress in their career
a lack of ability and knowledge amongst a group of people

a view of the future that everyone is committed to

facilitation of staff achievement and progression by a company

personal involvement of a staff member in an activity

a radical change from one way of thinking to another

when a company reorganizes itself and introduces new systems

ambition and a desire for success that is shared by the group

[+ =T = > T &, T SR ZL I K

Complete these sentences with the underlined phrases in the text in 3.

1 ‘I just don’t believe in this idea that anyone can become a millionaire if they try hard
enough. How often does this actually happen 7

2 'Yes, of course this project is going to be a nightmare to organize — but stop worrying
about all the minor details — you need to focus on

3 ‘We've increased profitability in every single dwtsmn of the company. It’s been an
incredibly successful year
4 ‘Il know that we're spending a lot on training at the moment, but gwe it a few years —
we're going to see huge benefits from this

Work with a partner. What advice would you give in situations 1-57 Use
vocabulary from 4 and 5 and phrases below to help you.
They need ... There'sa lack of ... There isn't any ... There needs to be ...

1 ‘Alot of the staff feel that no one is looking out for them and their career progression.’
2 ‘Everyone's just concentrating on their own tasks, so there’s no team spirit.’
3 ‘There’s a very rigid hierarchical management structure here, and staff feel that

they're never going to get promoted because higher positions rarely become available.’

4 *We're having real problems recruiting people with the right kind of expertise.’
5 'We set up lots of training courses, but hardly anyone has signed up.’

38D Jane Willis is a training manager at a large publishing company. Listen to the
interview and answer questions 1-3.

1 Does her company'’s training approach encourage ‘systems thinking'?
2 How does Jane categorize the two types of training offered at her company?
3 What are the advantages and disadvantages of her company’s approach?

38> What adjectives were used in the interview to describe the nouns training
and approach? Listen again and check your answers.

Match the adjectives you noted in 8 to these definitions.

1 answering a wide range of needs (two adjectives):

coming from key departments / management (two adjectives):
coming from all areas and levels of a company (two adjectives):
answering particular work-related needs (one adjective):
coming from the individual member of staff (one adjective):

L5 B~ 7% R

) For more exercises, go to Practice file 7 on page 114.

Work with a partner. Turn to File 32 on page 143. Read the information about
training approaches at the two companies and discuss questions 1-2.

1 How would you describe each approach?
2 What are the advantages and disadvantages of each approach?

Work in small groups. Think about your own company.

1 How would you describe your company’s approach to training and learning?

2 What are the advantages and disadvantages of that approach?

3 What changes would you suggest? What would be the results of these changes?

@ » Interactive Workbook » Glossary

bujuieat| Z nun



Business communication skills

Context Telephoning | Communication strategies

Kirsten Marr is the

training manager at Thurn
Biotechnology. This morning
she had a phone call with her
line manager, Tamara Soledo,
head of HR, to plan next year’s
training programme.

1 39P, 40> Listen to Tamara calling Kirsten back and a follow-up call received
by Kirsten. What is the main problem and what is the eventual solution?

2 39D, 40D Listen again and complete phrases 1-13,

1Dd__ Friday?
2 I'mnot quite
3 Could you again?
4 And,what s, you don't think we have ...
5 Nojits_______ wedon't have the trainers. We don't have the expertise.
6 Could you _ what the problems were?
7 What was again?
8 Consuelo________say?
9 Couldlaskyou______ some details — how many participants ...
10 What it's annoying for us because ...
11 ...doyou______ youcan't do this training for us?
12 Sorry,I'mmnot [ understand.
13 That'snotwhatlmean.__ jisthat ...

3 Match the phrases in 2 to categories af.
a Checking a fact;
Saying that you haven't heard or fully understood what was said:
Asking for repetition of a whole idea: _
Checking understanding: .
Requesting more information about something:
Clarifying following a misunderstanding:

0 a o o

4 41D Look at these extracts and correct the mistakes. Then listen and check
your answers.

1 Just a thought. It may not be entirely relative, but ...

2 Actually, no, it doesn’t matter — I guess it’s a bit outside the topic right now.

3 Oh, that recalls me. Have you heard that Leon’s leaving to go and work for another
training provider?

4 Anyway, ... sorry. That's a bit of a digress.

Let's get back at the main issue.

6 By this way, talking about costs ...

15]]
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5 Which corrected phrases in 4

a move away from the main topic to talk about something else?
b move the conversation back to the main topic?

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

Look at these topics and choose one that you find interesting. Make notes of some
true things you can say about it.

1 anew product proposal you are considering making

2 problems with a current project

3 something that was decided at a recent meeting which you disagree with

4 asuggestion you have for improving efficiency in your company

5 something that annoys you at work

Work with a partner. Make a call to a friend who works in another company.
Discuss your topic from 6 and get help and advice from your friend. Use the flow

chart to help you structure the conversation. When you have finished, change
roles and repeat the task.

Student A Student B

1 Greet.

2 Respond.
3 Start talking about your topic.

4 Ask for repetition and clarification.
5 Repeat. Then add more information.

6 Show interest. Then request more
information about something.

7 Respond to the request.

8 Check you've understood. Then
make a suggestion.

9 React. Then move off topic.

10 Bring the conversation back to the

- main topic. Check a fact.
11 Respond. End the call by asking

about plans for the weekend.

@ » Interactive Workbook » Email

Key expressions

Checking facts
Did you say ...?
... did you say?
What was ... again?

Checking understanding
What you're saying is that ...
Do you mean that ...?

Asking for clarification

I'm not quite clear about your last
suggestion.

I'm not quite sure | understand.
Could you run it by me again?
Could you clarify exactly what the
problems were?

Could | ask you to spell out some
details?

Dealing with a misunderstanding
It's not that we don't .... We

don't ...

What I'm saying is ...

That's not what | mean. What |
mean is ...
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Digressing

Just a thought. It may not be
entirely relevant, but ...

That reminds me. Have you
heard ...7

By the way, talking about ...

Resuming

Actually, it doesn’'t matter — it's a
bit off-topic right now.

Anyway ... sorry. That's a bit of a
digression.

Let's get back to the main issue.

@ » Interactive Workbook
3 Phrasebank

Culture question

One reason that communicating

by telephone can be difficult is

because you are unable to use
gestures or body language.

* How important are gestures,
eye contact, and body language
in your culture?

¢ Are there any gestures or body
language that are not acceptable?

* Are there any gestures /
body language typical of
your own culture that may be
misinterpreted in international
business meetings?
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Language at work | Participle clauses | ‘The future in the past’

1 42P Complete extracts 1-5 with these phrases. Then listen and check your answers.

Working  Given the  Having discussed ~ Knowing how  Faced

1 with the need to be fully compliant with the new legislation by early next
year ... I think we have at least 70 staff who need to ...

2 _____ onthe principle that they can all pass the content on to their own staff, we
should have everyone trained up by January.

3 _ __limited number of companies offering this training, we don’t actually have

much choice.
4 A Have you heard that Leon’s leaving to go and work for another training provider?
B demotivated he's been about his job recently, I'm not too surprised!

5 it with the relevant people, we now think we need to ask an
external training provider to do this.

The phrases working, faced, knowing, given, and having discussed in the sentences
in 1 all help to form what are called ‘participle clauses’. Match these phrases to
descriptions a—d.

a this is a present participle (two answers)
b this could be replaced by because there is a
¢ this is having + past participle
d this could be replaced by a passive, e.g. as we are confronted

Look at sentences 1-2. Why would you use 1 rather than 2? How could you make
1 negative?

1 Knowing how demotivated he’s been about his job recently, I'm not too surprised!

2 Because | know how demotivated he’s been about his job recently, I'm not too surprised!

Look at this extract from audio 41> and answer questions 1-4.

Tamara ... 1 haven't seen that report on the e-learning project yet.

Kirsten Abh, yes, | remembered that yesterday. I was going to write it this morning, but ...
1 Is Kirsten trying to explain her schedule or make an excuse?

2 Has Kirsten written the report or not?

3 When did she decide that she would write the report ‘this morning'?

4 Why do you think the structure in bold is known as ‘the future in the past'?

Look at other examples of ‘the future in the past’ in a-d. Which one expresses

a prediction? 3 an obligation? ___

an arrangement? ___ 4 anintention?

I was meeting Jim at 9.00 a.m. tomorrow, but he’s just cancelled.

We gave her the Sales Manager job and we thought that she would increase profits.
I was going to contact her this week, but apparently she’s on holiday.

They were supposed to call me before 1.00 p.m., but [ haven’t heard anything.

N0 o N o=

) For more information, go to Language reference Unit 7 on page 129.

Work with a partner. Turn to File 47 on page 147.

) For more exercises, go to Practice file 7 on page 115.

Work with a partner. For each of the following situations, think of examples from
your own life or work. Take turns to tell your partner about it using ‘the future in
the past’ and a participle clause. Your partner can ask questions.

Example: Iwas supposed to go to a conference in Tokyo, but it was cancelled. Given my
current workload, this was probably a good thing.

1 A time when you had to change your plans at the last minute.
2 Something you believed someone else was planning to do, but they didn't do it.
3 A task you were responsible for. Explain what other people expected you would do.

www.languagecentre.ir



Practically speaking | Expressing dissatisfaction

1 43P Listen to three conversations. In each case decide

1 where the people are
2 what they don't like
3 if they both have the same views.

2 43P Complete extracts 1-11. Then listen again and check your answers.

1 Though [ have to admit, I'm not getting . it.

2 And the pace is so slow! It’s !

3 Iknow what you mean. It's really too.

4 Infact, I think I've

5 Well, I agree it hasn't so far ...

6 [have to say that ] professional.
7 Well, the cover for example —

8 And to be frank, I'm the wording either.

9 1 staying.
10 To be honest, I'm that I have to be here at all.
11 ... Tjust my time.

3 Match sentences 1-11 in 2 to these categories.

o

The speaker says that something does not reach the right level of quality.

b The speaker says that something is not as good as they hoped beforehand.
¢ The speaker says that something isn't useful for them.

d The speaker says that something is making them impatient or bored.

e The speaker says that they cannot stand any more of something.

Sometimes it's important to soften what you say to make it sound less direct. Look

at sentences 1-4 and underline words the speaker uses to soften what they say.
1 To be honest, I think this seminar is a bit of a waste of time.

2 I can't really see the point of everyone being here if they're not contributing.

3 1 have to admit, I'm not really enjoying my new job.

4 I'm afraid that this report still needs some work.

5 Work with a partner. Decide how you would soften sentences 1-5.
1 Your performance this year has been substandard.

= W

This meeting is a waste of time.

I hate the project I'm working on at the moment.
You need to completely rewrite your presentation.

5 Why are we here if there’s nothing for us to do?

») For extension and revision, go to Useful phrases on page 135.

Read situations 1-4 and think of phrases from 2 that could be used in each one.

Then work with a partner and practise the conversations.
1 You meet your colleague at the coffee machine. Discuss how bad the coffee at work is

and how poor the canteen food is.

2 You are both attending a long presentation given by a regional manager about last

quarter's turnover, but it’s very boring. Find out if your partner is also finding it boring.

3 You have both just seen an announcement about the annual staff bonus. It is
surprisingly low. Discuss this with your partner.

4 You are both very busy, but have been asked by your boss to attend an informal
presentation given by another department about their work. It is not relevant to you
or your current tasks. Discuss this with your partner.

@ » Interactive Workbook » Exercises and Tests

Key word | say

Match phrases with say in italics

in 1-5 to alternatives a-e.

1 Let him have his say.

2 Let's say ... the 24th? Do you
think you'll be able to do it by
then?

3 Say that we go ahead with this

— what will happen?

| say let's forget it.

If you had, say, a bad cold, you

might not come to work.

You can say that again.

(51

o

for example ...

assuming ...

my opinion is ...

You've made a really good point
and | agree with it.

give his opinion

f how about ...
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Leyland Trucks

Leyland Trucks, originally founded
in 1896, is based in North West
England. It manufactures over
14,000 trucks each year and
employs over 1,200 people.
Since 1998 it has been a
subsidiary of PACCAR Inc, a
global manufacturer of commercial
vehicles. Leyland is now the
PACCAR group's established
centre for light and medium

truck design, development, and
manufacture.

Lack of skilled workers affects future of UK economy

A recent report commissioned by the
government has found that the UK could face
a significant decline in economic growth if
nothing is done to address the current skills
deficit

Despite recent improvements in education
standards, the report found that over 20% of
school leavers have difficulties with numbers
and are unable to read or write properly. Even
university graduates are part of the problem,
as employers often report them to be unable
to communicate effectively and thus lacking
in the soft skills that are essential in the
maijority of graduate positions. There is also a
distinct lack of highly-trained individuals in IT
and engineering, causing serious recruitment
problems for companies in these sectors.

The report concludes that, in the face
of increasing competition from emerging
economies such as China and India, action

Qualification profiles of adult population

ocation b giavca oerzoce | iz I
needs to be taken now if the UK is to remain
competitive in the global environment.
And the recommended changes are not
just limited to schools and universities —
employers will also be part of the process
and will be encouraged to train more
employees at work.

Tackling the skills shortage

Leyland Trucks is a company that has already
been affected by the UK skills deficit. Over

the last few years the company has become
aware that there is a growing shortage of
trained professional engineers. There are

two main causes for this. Many of the firm’s
most highly-qualified and longest-serving

employees have recently retired. At the same
time, fewer young people are choosing to
study engineering and enter the profession.
The combination of these two factors means
that Leyland faces the risk of a serious
shortage of professional engineers in years to
come if nothing is done to tackle the problem.

ClISSiOnN
CUSSIOIN

What action can be taken to deal with a countrywide skills shortage?

related problem?

. What could the HR department at Leyland Trucks do to solve their skills-

44D Listen to an interview with a consultant who worked with the company.
Compare Leyland Trucks’ strategy with your suggestions in 2.

What advantages does their strategy have?
Are there any possible disadvantages?

1r-~x




1 Read this information about XM22.

XM22 is a small web marketing agency based in the UK. It has developed
several highly successful websites for various clients and is aiming to expand
over the next few years. In order to expand, the company needs more staff,
but is finding it difficult to recruit employees with the right skills. The roles that
are particularly difficult to fill are the creative positions and IT development
positions. The HR department has to find solutions to this problem.

——— - F

2 Work with a partner. You work together in the HR department of XM22, but
you have different ideas about how to solve the problem. One of you regularly
works from home, so you need to discuss your ideas by telephone. Student A,
look at the information below. Student B, turn to File 33 on page 143.

3 Read your suggested action points and prepare to explain them to your
partner in a telephone call.

Student A

Suggested action

I Recruit infernationally - research suggests it should be quick and easy to
recruit skilled people in India for the development roles and possibly in Europe
for the creative roles.

Why?
. #\Hhough it can be complicated recruiting abroad, it will be easier to find people
who already have the necessary skills and this will solve the problem very quickly,
* It's cheaper than recruiting in the UK and then paying for extensive training courses.
+ It will give the company more of an international feel and perspective
2 Introduce low-cost training / learning solutions including mentoring /
shadowing programmes, and self-managed learning.
Why?
* Mentoring / shadowing programmes will enable less experienced employees to seex
advice and support from a more experienced colleague, and learn new skills - this is
a great way of sharing knowledge and skills, It also builds relationships between staff
members and is low-cost (although it could be time-consuming)
* elf-managed learning (allowing staff access to books, DVDs, and e-learning packages) -

encourages employees to take responsibility for their own learning and is also low-cost,

4 Have the telephone call. During the call
* explain your suggestions and deal with any misunderstandings
* check you have understood your colleague’s suggestions
* if you wish, digress from the main topic / resume discussion of the main topic
» decide which suggestions the company should follow.

5 Work with your partner and present your
suggestions from 4 to the class.

The Expert View

In today's competitive environment
more employers are looking for

an approach to learning and
development that requires less
time away from the place of work.
The use of e-learning, coaching,
job shadowing, and self-directed
learning all provide employers with
a potential solution. For work-based
learning to be successful a joint
commitment is needed from both
the trainee and their manager to
ensure that short-term productivity
is not continually prioritized over
longer-term development needs.
By working in partnership with

an external provider, an employer
can increase the organizational
commitment to workplace learning.
The provider will help the employer
define time commitments,
communicate expectations, and
monitor progress.
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[ I
Learning objectives in this unit ( :

* Discussing employer /
employee expectations
Giving an impromptu
presentation
Using questions
Dealing with difficult
questions

Case study
* Increasing staff and
customer satisfaction

Starting point

1 What benefits can
employees bring to their
companies?

2 What do organizations do
to recognize and reward
employees?

Performance

=

Working with words | Discussing employer/ employee
expectations

1 Make a list of what makes you happy to work for a company.

2 Read this text about what employees are looking for at work and compare your

ideasin 1.

Happiness at work

Employees make a difference to companies,
and they are gaining recognition for their
contribution. More and more employers are
realizing that there is a real correlation between
happy staff and a strong bottom line. But what
makes us happy at work?

According to the HR Consultants Chiumento's
‘Happiness at work’ index, employees have
interests that rank higher than a big pay cheque,
which comes in at a lowly tenth place. Instead, it's
people first - feeling part of a friendly, supportive
atmosphere, where you have a say in what
happens, and where people take care of each
other. At Google, for example, they take pride in
the fact that employees enjoy a ‘fun workspace..

Second in line on the ‘Happiness at work' index

comes enjoyable work, where employees derive
satisfaction from their achievements. It also helps
if you can relate to the values of the company
where you work. According to a recent newspaper
survey, Innocent, a young, fast-growing fruit drinks
company, attracts employees who see a future
for themselves in a company with clear values.
Innocent ‘innocently’ claims they want to ‘leave
things a little better than we find thermn'. At Google,
where they receive 100,000 job applications

a month, their philosophy is to make money
‘without doing evil. Employees are clearly keen to
make the most of their opportunities, especially

if they feel they are making a worthwhile
contribution to their company while helping to
improve the world they live in.

3 The combinations below follow the pattern: verb + noun + preposition.
Complete each one with a noun from the list.
Example: make a contribution to

pride  recognition  adifference asay afuture part
1 make ___ to 3 feel ____ of 5 take___ in
2 gain_________ for 4 have____ in 6 see___ for

4 Match the combinations in 3 to definitions a-f.

get public praise or reward for work / actions

be able to influence a decision by giving your opinion
get satisfaction from doing something well

have an effect on something

know that you are included and involved

think that something / someone will do well ____

e /0 oo
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10

11

Work with a partner. Discuss how satisfied you are at work at the moment / in a
previous job you had using the combinations from 3.

Example: 1 gain recognition for the extra hours I do. My boss gives me time off in lieu at the
end of each month,

45-47D Listen to three employers being interviewed at a graduate careers fair
about working in their companies.

1 What are the companies and what do they each look for in their employees?
2 Do you think you would like to work for these companies? Why / Why not?

45-47P Combinations 1-8 follow the pattern: verb + preposition + noun, and
combinations 9-11 follow the pattern: verb + noun + preposition. Complete each
one with the correct preposition(s), then listen and check your answers.

1 seek____ opportunities 7 think____ yourfeet

2 believe _ theneedto... 8 putsomeone __________ thetest
3 benefit ____ diversity 9 demonstrate the ability

4 build _ rapport 10 show a willingness

5 live__ expectations 11 show a desire

6 strive _ a healthy work-life balance

Work with a partner. Replace the underlined sections of sentences 1-5 with a
combination from 7.

1 We had to fire Joanna. She didn't achieve the results that we thought she would.

2 I'm convinced that we need to improve communication between teams.
3 Heisn't improving. He needs to convince us that he is prepared to change.
4 Ididn't expect to have so many difficult questions after the presentation. I had to react

very quickly,
5 You need to show us that you can accept criticism and move forwards.

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

Choose four of the combinations from 7 and give examples from your own
experience at work.
Example: I had to think on my feet when my boss was taken ill, and I had to give a
presentation in his place.

Work in two groups and prepare for a careers fair.

Group A, you are the employer. Work together to decide on your ideal employee.
What would you offer in order to attract / keep this ideal employee? What would
you expect in return? Base your ideas on the company you all work for, or turn to
File 34 on page 144 for some alternative company profiles.

Group B, you are the employees. Ideally, what do you each hope to gain from
working for Group A?

Work with a partner from the other group. You meet at a careers fair. Have an
informal discussion about

* what Student A’s company looks for in an employee
¢ Student B’s expectations of an employer
* what Student B has to offer as a potential employee.

Then decide how well-suited you are to each other.

@ » Interactive Workbook 3 Glossary
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Business communication skills

Context Presenting | Giving an impromptu presentation

Ovanta is an international
financial services company
which has been created

from the recent merger of
three smaller companies.
The company holds regular
briefing meetings to update
the senior management team
on key initiatives following
the merger.

The Operations Director,

Ian Dungannon, has invited
two project team leaders

to the latest briefing. Anya

is in charge of a project
looking at training needs
across the organization;
Pavla is leading an initiative
to improve relations

between management and
the union. Both women are
knowledgeable about their
subjects, but neither has been
specifically asked to make a 9

Presentation at this meeting. 1 Work with a partner. Discuss the following questions.

e~ o S o o 1 How is an impromptu presentation different from a formal presentation?

2 How do you feel about giving impromptu presentations? Do you find them easier or
more difficult than formal presentations? Why?

2 48, 49P Listen to extracts 1 and 2 from the management briefing at Ovanta,
Choose the best answer for questions 1-5.

1 How does Anya begin her impromptu talk?
a She explains in detail what she is going to say.
b She gives an informal overview of the current situation.
2 How would you describe Anya’s way of signalling what she wants to talk about?
a informal and conversational
b formal and structured
3 How does Anya deal with lan’s questions?
a She’s negative and defensive.
b She's positive and constructive.
4 In her update, Pavla chooses to
a emphasize the key points of the discussion.
b give a detailed account of the discussion.
5 How do both Anya and Pavla respond to unexpected requests for details?
a They just say they don't know / aren’t sure.
b They say they don’t know / aren’t sure and promise future action.

3 48D Listen again to the first part of extract 1 and complete these sentences.

1 Well, to be honest, we haven't got as far as I'd hoped.
... er, we've just completed the initial consultation stage.

2 However, the initiative will be complete and in place
before the annual review.

3 —_give you a more precise date,
do that at the moment.

run the details by Jean-Paul and the team leaders

4

first ...

www.languagecentre.ir



10

48P Listen again to the second part of extract 1 and complete these sentences.

1 So, now, went through some of the other training
programmes we are running.
2 Soifit's OK, the core elements of the plans ...

3 Idon't know if you've heard of a ‘balanced scorecard’?
this approach and how it works in practice ...
4 ... Andthat’s more orlessit...

Match the phrases you noted in 3 and 4 to the following categories.
a Signalling what you intend to talk about next:
b Setting a context for the whole talk:

Work with a partner. Turn to File 07 on page 137. Read the information and decide
what you would you say in an impromptu presentation to
a set the context

b signal the key points you intend to cover.

Work with a partner. Brainstorm phrases you could use to highlight your main points
in an impromptu presentation (e.g. So, the first thing is .. ). Then turn to audio script 49>
on page 160 and compare your ideas with the phrases that Pavla uses.

48, 490 Listen to both extracts again. Note down what Anya and Pavla say in
response to the following questions from Ian.

1 Anya, you haven't said anything about management training.

2 And you've still got time to do that, have you?

3 Ifit was just one or two individuals, then just how useful are the results?

4 ...it might also be worth touching on the numbers of complaints per business unit.

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

Work with a partner. Look back at the situation in 6 and decide how you would
respond to the following questions from your audience. Then take turns to ask
and answer the questions.

1 “The process is taking quite a long time, isn't it?’

2 'How confident are you that you have time to process all the data?’

3 ‘Could you say something about the kind of questions you asked?’

4 '‘How many people were interviewed in each area?’

5 ‘Isn't there a danger that the data will be out of date before we can process it?’
6 'l assume you have further research planned - can you give us details?’

Work in groups. You are going to take part in a team meeting. Think about your
current projects at work. Write an agenda with your names and a list of these
projects. Then follow points 1-2.

1 Take turns to give an impromptu presentation of the project you are working on to
your group.

2 When listening to the other presentations, ask questions to get more information or
check details.

@ » Interactive Workbook » Email

Key expressions

Setting the context

Where we are at the moment is ...
What | can tell you is that ...

I'd like to be able to ... but
unfortunately | can't ...

You'll appreciate that | still need
taks

Signalling intention

Perhaps it would be a good idea if
| just ...

I'd just like to sketch out ...

Let me just touch on ...

| think that's covered everything.

Responding to questions and
challenges

| was coming to that.

| have to admit that ...

You're quite right, we need to
address this.

That's a good point.

Highlighting key points

So, the first thing is ...

And | think you should be aware
that ...

So that's one key point right there.
... and | think this is a really
important point ...

So, the main thing to remember
B

Responding to requests for detail
Let me check ... and I'll get back
to you.

| can't remember exactly, but off
the top of my head ...

| can double check if you like?

| don't have the exact figures, but
what if | ...?

@ » Interactive Workbook
» Phrasebank
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Language at work | Using questions

1 Look at questions 1-10 from two impromptu presentations. The letters in brackets
tell you who is asking the question, the presenter (P) or the audience (A). Match the
questions to categories a—d below (more than one match may be possible).

Now, how can [ put this? (P)

If it was just one or two individuals, then just how useful are the results? (A)
Anya, can you give us an overview of where we are with this? (A)
[ assume everyone participated in the brainstorming, did they? (A)
I don't know if you've heard of a ‘balanced scorecard’? (P)
It’s probably best if I just highlight some of the ideas we came up with, don’t you think?
(P)
And you've still got time to do that, have you? (A)
Would you like to run through the union complaints briefly? (A)
OK. How long do l have? (P)

10 Anya, you haven't said anything about management training? (A)
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buying time to think

challenging the presenter or checking the facts
prompting or leading the presenter
previewing the topic

(=T o N = o

Which of the questions in 1
1 arewh-/howquestions? 3 are statements used as questions?
2 useadquestiontag? 4 include a modal auxiliary verb?

Which of the questions 1-10in 1

1 don't expect an answer (rhetorical questions)?
2 expect a yes / no answer?

3 expect more than a yes / no answer?

) For more information, go to Language reference Unit 8 on page 130.

Work with a partner. Ask questions using prompts 1-8 and the information in brackets.
Is it a good idea? (challenge speaker)

Latest figures? (prompt speaker)

Send a draft to the listener first? (check facts)

Best way to present the information? (give yourself time to think)

Familiar with this new software? (preview topic)

Present findings to the client without showing them to senior management first?
(challenge speaker)

7 The research phase has been completed? (check facts)

8 Initial impressions from research trip? (prompt speaker)

L= T4 ) B U TS I R

) For more exercises, go to Practice file 8 on page 117.

Work in groups of three. Student A and Student B are in an update meeting.
Student A Student B asks you for an update on your work over the last two weeks. As

you start to speak, give yourself time to think. Ask questions to ensure that Student B is
interested and is following what you are saying.

Student B Ask Student A for an update on her / his work over the past two weeks.
Interrupt as often as you can with a variety of questions. If necessary, prompt Student A
to move on and talk about a new point.

Student C Listen and make a note of the questions asked and their function.
Now change roles.

www.languagecentre.ir



Practically speaking | Dealing with difficult questions

1 What can you do if someone asks you
a a question you don’t know the answer to?
b a question you don't want to answer?

2 500 Listen to six questions and the responses. In each conversation (1-6), tick (v)
the strategies used by the person responding to the question.

Strategies 1 2 3 4 5 6
admit ignorance

directly refuse to answer

avoid the question

distance yourself from the situation

3 500 Listen again and note down the phrases the speakers use for the strategies in 2.

) For extension and revision, go to Useful phrases on page 135.

4 Work with a partner. Student A, read the information below. Student B, turn to

File 37 on page 144. Take turns to ask / respond to two difficult questions, using

the information / prompts given.

Student A

1 You've just heard that the budget on your project will be cut significantly, and the
launch date for your product will be pushed back by a year. Find out from Student B
= ifthisis true
* what the implications are for you.

2 You've been involved in a series of secret meetings where the decision has been
taken to restructure Student B's department. Student B has just found out. Respond
to Student B'’s difficult questions by
¢ admitting ignorance
= directly refusing to answer.

5 Think of two difficult questions for your partner about his / her job. Then take
turns to ask / respond to each other’s questions.

@ » Interactive Workbook 3 Exercises and Tests

Key word | just

Match phrases 1-5 with just to /.

synonyms a-e. &

1 |It's just that everyone is dying to ol
know who ... [

2 We've only just started looking
at the figures.

3 Could | just ask how you got to

hear about the problems in the

factory?

You know | just might do that.

Just the man I'm looking for!

(5 -

very recently

precisely, exactly

only

take this opportunity to
actually, really
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Culture question

= n your culture when (if at all) is
it acceptable to ask questions
about a) someone's salary
b) someone’s latest appraisal
¢) someone’s family situation?

* How would you respond if
someone from another culture
asked you a question that
you found unacceptable or
inappropriate?
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The Ritz-Carlton

The Ritz-Carlton Hotel Company,
L.L.C. has grown to over 70 hotels
worldwide with plans for further
expansion in Europe, Africa,

Asia, the Middle East, and the
Americas. It has won numerous
awards, and its business practices
provide a benchmark not only in
the hotel industry, but also in other
sectors. |ts corporate philosophy

is based on an unwavering
commitment to service.

The Portman Ritz-Carlton, Shanghai

In 1998 The Ritz-Carlton Hotel Company, L.L.C. took over
management of The Portman Shangri-La, which was to
become The Portman Ritz-Carlton, Shanghai.

Prior to 1998, The Portman Shangri-La in Shanghai was a
five-star property much like any other in the city. Employee
and guest satisfaction ranged between 70% and 80%, and
finances were unspectacular. But fortunes changed under
Ritz-Carlton management — employee satisfaction soared,
guesls were much happier, and finances improved. For five

Portman Ritz-Carlton under
Ritz-Carlton management

Guest satisfaction
92-95%
Employee satisfaction
98%

Annual financial growth

consecutive years, its annual employee satisfaction rate has
been the highest among all the Ritz-Carlton hotels worldwide.

Employee satisfaction

Employee turnover

15-18%

Employee service length
Undler 5 years

Leadership and management practices
at The Portman Ritz-Carlton, Shanghai

1 Leadership consistency: The

executive team works with employees when
issues arise, no matter how small. They lead
by example: ‘Peaple believe what they see,
not what is said.’

2 Selecting the right employees:

The General Manager (GM) is involved in
the interview process of all employees to
show how important that individual is to
the company. The GM will try to determine

concerns. Every employee can speak in
private with the GM or HR Director and there
are also employee satisfaction surveys,

5 Empowerment and continuous
improvement: Employees are
empowered to spend up to $2,000 to resolve
customer complaints. Employees are also
encouraged Lo be innovative and creative in
improving their jobs, without a lengthy and
bureaucratic approval process.

whether candidates are seeking a longterm g [nformation support: Employees

relationship with the hotel.

3 Training and daily briefing:

After an initial two-day orientation and 30
days of training, every employee receives at
least 130 hours of training a year in company
culture, their department, language, and
computer skills. There is also a daily briefing.

4 Listening and communication:

This is ensured through breakfast meetings
between the GM and employees, regular
meetings between the executive team and
department managers, talks by the executive
team to the entire staff, and sessions with HR
and randomly selected employees to discuss

record a guest’s checkiin, room service,

and housekeeping preferences. These are
then entered in the Ritz-Carlton’s worldwide
database, so whenever guests make a
reservation at a Ritz-Carlton hotel, their
needs are known and taken care of.

7 Reward and recognition: Employees
are recognized for outstanding customer
service at staff meelings, on the HR bulletin
board, and also by colleagues, who send
first-class compliment cards for service
excellence. The Five-Star Employee Award
rewards the winner with a five-night stay for
two at a Ritz-Carlton anywhere in the world.

A




The Expert View

A leadership focus on improving
both employee commitment
and, consequently, customer
To what extent do you agree with Ritz-Carlton leadership and management satisfaction can lead to gains in
practices? Which of the practices do you find most innovative? shareholder value. These causal
linkages have now been widely
What other factors could contribute to embraced across many industry
* your satisfaction as a hotel guest? sectors and the reasons for this
* staff satisfaction at a hotel? are clear. As the business model
in most developed economies
shifts from ‘make and sell’ to
‘listen, serve, and customize', the

1 Workin groups of three. You are HR managers at GS International Hotel Group. provision of service has become
You have just taken over the four-star Katisha Hotel in Buenos Aires and have a key means of differentiation
been asked to devise a proposal for improving the hotel’s staff and customer between competing firms. As a
satisfaction levels. Look at the graph below and briefly discuss the areas for consequence, senior management
improvement. have engaged in developing the

means to empower, incentivize,
train, and retain personnel directly
involved in delivering customer
services to improve both customer
satisfaction and the commitment
of these front-line personnel.

How has The Portman Ritz-Carlton, Shanghai achieved such radical
improvements?

90UPLLIOJIDd ‘ 8 Jun

Employee Employee  Employee Guest Occupancy Annual
turmover turnover  satisfaction satisfaction rate financial
(industry growth
average)

510> Shortly after the takeover, the newly-appointed General
Manager of the Katisha has an update meeting with the
Business Development Director of GS International. Listen to
the extract from their meeting and make further notes about
the current problems at the Katisha on the graph above.

Work in your groups of three. Spend ten minutes devising
your plan for improvements at the Katisha Hotel. You have
heard about how Ritz-Carlton management turned the
Portman Shangri-La around, and you may wish to use some
of these ideas, together with your own.

4 Present your ideas to the class.
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Learning objectives in this unit

Talking about resources
Discussing options and
reaching decisions
Using conditionals
Dealing with
misunderstandings

Case study
» Starting a CSR project

Starting point

1

Think of examples of
* natural resources
* company resources.

In which of the four basic
resource areas (financial,
human, physical, or
intangible) would you find
these resource types?

¢ production facilities
existing staff

ability to raise funds
existing funds

changes to staff
goodwill / reputation /
brands

« IT

Working with words | Talking about resources

1 Marks and Spencer plc is an international company. What do you know about it?
In what ways could it show that it uses both natural resources and company
resources in a responsible way? Read the text and compare your ideas.

M&S pledges to manage resources responsibly

1

Ask anyone in the UK what Marks and Spencer plc
stands for and you'll get a range of answers. This is
because the company has had to refocus several
times in an attempt to retain its competitive
advantage. In today's business world companies
have to accept that corporate accountability

is now fundamental to company strategy.
Businesses now need to ensure that they deploy
all resources in a responsible way. M&S has
embraced this challenge.

2

M&S knows that with its staff it commands a

huge knowledge base that it needs to protect

and enhance, therefore it has recognized its
responsibility to nurture current employees and

to offer employment opportunities to the wider
community. As a result, resources have been
allocated to various HR projects, including staff
secondment to charities, and providing up to 2,600
work experience placements in stores.

3

Marks and Spencer also listened to its customers,
something it has an excellent track record for,
and ensured its resources were being maximized
by creating a new, all-embracing Corporate Social
Responsibility (CSR) programme. It realized that one
critical success factor for CSR was transparency,
so it set out to consult customers about the issue
of social responsibility. It became clear that public
awareness of the sustainability of resources was
on the increase. Mike Barry, head of CSR explains,
‘Four years ago 50% of customers said it mattered

to them that Marks and Spencer was a responsible

business. By last year that proportion had grown to
97%, proving its customers supported a company

with green credentials that would also optimize its

use of resources.

4

Marks and Spencer plc responded by pledging

to introduce a range of changes. It began by
analysing the utilization of existing resources with
the intention of running a greener business. Some
small-scale changes include recycling coat hangers,
discouraging the use of plastic bags, and allowing
its own-brand chickens more room to roam.

5

Cynics might say that such well-publicized HR
and CSR projects are simply a way to enhance the
company’s image. There's no doubt these projects
allow Marks and Spencer to publicly demonstrate
how both company and natural resources

are being put to good use, rather than being
sguandered or mismanaged. However, it's also
clear that many areas of society can benefit.
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2 Match these headings with paragraphs 1-5.

* Respecting customer opinion * Responsibility and business
= Justa PR tool? * Being a responsible employer
* Becoming a more responsible company

Match the noun phrases in bold in the text to definitions 1-6.
1 acompany’s obligation to justify its actions to its stakeholders, customers, and society
2 the skills and expertise of a company’s employees

3 the efficient use of materials and energy in a way that minimizes harm to the
environment

4 the benchmark which measures how well a project / strategy has been implemented
and is running

5 how well a company / person has achieved something over a number of years

6 something that helps a company be more successful than other companies in the
same market

Find eight verbs in the text in 1 that collocate with resources.

Put the verbs you noted in 4 into categories 1-3 based on their meaning,
1 get the best out of resources 2 wasteresources 3 do something with resources

52 Listen to three people talking about CSR and answer questions 1-3.

1 What's the first person’s argument against CSR projects?

2 What's the second person’s argument for CSR?

3 What'’s required of a CSR partner with the third person’s company, and why?

Work with a partner. Complete sentences 1-9 with these words and phrases.
short-term profit  drain on resources  return on investment  bottom line

assets  market value  quantifiable data  cost-benefit analysis  long-term viability
To find out if the project’s worth doing we need a ...

This project is costing us far too much; it's a real ...

We'll have to do some forward projections to check the project's ...

Before I commit a lot of money to the project I need to be sure of a good ...

We need to be sure that our projected figures are based on ...

Our highly-skilled workforce is one of our key ...

Rather than future stability, the company’s strategy is all about ...

Our reputation as a responsible employer has enhanced the company'’s ...

The shareholders were disappointed because the drop in sales had an impact on our ...

o~ 3 R W R e

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

Work with a partner. Using vocabulary from 3 and 7, discuss the pros and cons of
investing in projects 1-4 for
= the current employees * the customers = the shareholders.

Projects

1 Investin extensive IT and skills-based training programmes for all members of
staff, and include residential team-building weekends for managers.

2 Offer work to asylum seekers in the local area: train them and provide them with
free language lessons to enable them to work effectively.

3 Investin a project to protect the environment — encourage staff to leave their cars
at home and install solar panels on the roof of office buildings.

4 Relocate the customer services department to a developing country. Pay the staff
in that country a higher salary in comparison with other companies.

9 Would your company invest in any of the projects in 8? What projects does your

company currently have? What new projects would you suggest, and why?

@ » Interactive Workbook 3 Glossary
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Business communication skills

Context Meetings | Discussing options and reaching decisions

Floralope is located in
Hungary and manufactures
seed packets for companies

in neighbouring countries.
Floralope is part-owned by a
Dutch company, so any major
decisions have to be discussed
with them. Recently, Floralope
has found it hard to keep up
with its competitors, due

to outdated systems and a
more demanding customer
base. Investing in a new

IT system would help keep
existing customers and

could enable expansion. The
question is whether this is a
wise investment and if long-
term expansion is the right
strategy. Zoltan and Judit
from the Hungarian company,
and Margit from the Dutch
parent company, meet to
discuss the situation.

e A=

How might the company’s current resources affect the decision to expand and
invest in a new IT system?

2 53-56P Listen to four extracts from the meeting. Check yourideas in 1 and
answer questions 1-2.
1 What type of company resources were discussed?
2 Which resources are problematic?

3 53-56P Listen to the four extracts again and answer questions 1-2.
1 Who takes a positive lead in the meeting? How do you know?
2 Who seems quite negative throughout? How do you know?

4 Put the phrases in bold in sentences a-1 into these categories.
1 Summarizing / bringing the meeting to an end:
2 Talking about the future of the company as a whole:
3 Discussing options:

-]

So, looking at the situation from a long-term perspective, if the IT system is

updated, you'll be more efficient in terms of your customer admin ...

We need to develop a clear strategy to move the business forward.

Well, we have a number of options.

OK, that’s all very positive, but I think we need to look at the bigger picture.

I think our options are quite clear here.

How would it work if you took on some younger people?

And we're in a great location, so I think we're in a really strong position to find new

staff.

Basically we don’t have much choice for a long-term plan like this — we can either

provide training for everyone, which will be a substantial investment, or we accept

that it’s totally unfeasible.

i We have to bear in mind the long-term viability of a commitment like this.

j So the general consensus is that long-term we have the human resources for the
strategy.

k Are there any other points to consider?

1 Right, so we're decided.

5 om0 0T

7
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B Look at phrases 1-6 from the meeting and answer questions a-d.
1

(=]

a
b
c
d

Yes, but we do have some employees who've worked on SAP-type systems in previous
jobs.

I mean, there's no point in investing in a system upgrade if we don’t have the space,
the personnel, or the finances to carry it through.

Provided we check out the feasibility of these options thoroughly, I'm convinced we
can find a system upgrade that will work for us.

I'm not sure that would work.

Realistically, would we be able to finance this strategy?

Assuming we decided to commit to the full amount, we could also look at ways to
save money in other areas.

Why is do used in phrase 1?

Are phrases 2—6 used for deciding not to follow an option or for evaluating an option?
Which phrases from 2-6 focus on positive results?

Which phrases from 2-6 focus on negative results?

»» For more exercises, go to Practice file 9 on page 118.
g pag

Margit discussed the strategy proposed by Floralope with a senior manager at

the Dutch parent company. Some ideas were rejected and alternative suggestions
were made. Work in groups of four. Students A and B, turn to File 38 on page 145.
Students C and D turn to File 19 on page 140.

Agenda

Impact of new IT system
1 Human resources - training and staff issues?
2 Financial resources — how will the IT system and training be funded?
3 Timescale — when will the new system be introduced?

e

Follow the agenda and hold a meeting to discuss the alternative suggestions. Try
to reach a decision.

7 Work with a partner. Discuss projects 1-6 in relation to your company and answer
questions a—c.

o R W

oo

new computer system
new building / relocating
new product / service
refurbished offices
increase in staff numbers
merger / restructuring

Which projects would be appropriate for your company?
What resources would be necessary?
How would the resources be managed?

8 Present your ideas to the rest of the class.

@ » Interactive Workbook » Email

Key expressions

Setting the context / discussing
strategy

Looking at the situation from a
long-term perspective ...

We need to develop a clear strategy
o

| think we need to look at the
bigger picture.

We have to bear in mind the long-
term viability ...

Stating / discussing options

We have a number of options.

| think our options are quite clear
here.

How would it work if you / we ...?
Basically, we don't have much
choice .... We can either ... or we
(accept that) ...

We're in a really strong position
(e

$901N0S3Y | 6 NuN

Discussing feasibility / evaluating
options

There's no point in ... -ing, if we
don’t/ can't ...

Provided we ..., I'm convinced we
can ...

I'm not sure that would work.
Realistically, would we be able to
finance this strategy?

Assuming we decided to ..., we
could also ...

Reaching agreement

So, the general consensus is that ...
Are there any other points to
consider?

Right. So we're decided.

@ » Interactive Workbook
» Phrasebank
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Language at work | Using conditionals

1 Look at these extracts from the strategy meeting and underline all the verbs.
1 ...ifthe IT system is updated, you'll be more efficient in terms of your customer admin ...

2 Provided we check out the feasibility of these options thoroughly, I'm convinced we
can find a system upgrade that will work for us.

3 ... there’s no point in investing in a system upgrade if we don’t have the space, the
personnel, or the finances ...

4 ...if we'd invested in our production facilities five years ago, ... we would have
knocked down the old building and had one purpose-built.
5 If we made them our key users, we could gradually train up the rest.

6 ... ifyou'd recruited more young employees at the start, they would have had some IT
knowledge from school.

7 If we only had a couple of people initially who could use the system, how could they
cope with the extra work?

8 ... if we hadn't invested in the system, we'd be way behind the competition,
9 If we work more efficiently with the customers, our reputation can only improve too.

2 Work with a partner. Look at the conditional sentences in 1. Identify the
conditional type (zero, 1st, 2nd, 3rd, mixed) for each sentence.

3 Match the sentences in 1 to these categories. Do you notice any connection with
your answers in 27?

1 Predicting the results of a decision in the future:

Making a suggestion:

Stating a fact:

Questioning the results of a future situation:

Expressing regret for past inaction:

Talking about the present results of a past action / inaction:

W s W N

) For more information, go to Language reference Unit 9 on page 131.

4 Work with a partner. Take turns to discuss these situations. Use conditionals to
talk about past, present, or future consequences. See the example.
Example: Last year your company outsourced catering. Now the standard of food in the
canteen is lower and the number of employees eating there has fallen by 40%.
=> If we hadn't outsourced catering, we would still have a good canteen.
Your company is making a loss — it needs to cut costs because it is close to bankruptcy.
The government is considering raising interest rates, but they are concerned about the
effects on consumer spending.

B

Your department hired a bad manager, lan. Since his arrival, three people have left.
You chose the wrong career path. You are now bored and disillusioned with your job.
Some staff will be relocated to Berlin (it might be you). You have lots of friends there,

Your annual pay review is coming up. You want to go on holiday to the Caribbean, but
you can't afford it at the moment.

(=29 1 B - |

») For more exercises, go to Practice file 9 on page 119.

5 YP fitness studio is having its yearly review meeting. Work with a partner and
turn to File 13 on page 139. Talk about what happened and the future plans.

6 Think about the past year in your company, department, or team. Make notes
about what happened and add some suggestions for next year using headings 1-3.
Then discuss your notes with a partner.

1 Past action / inaction and past results
2 Past action / inaction and present results
3 Suggestions / predictions for next year plus results

www.languagecentre.ir



Practically speaking | Dealing with misunderstandings

1 57P Listen to five conversations. In which conversation(s) does the person react to

the misunderstanding
1 in a polite way? 1
2 in a less polite way? 2

H W

2 57b Listen again. In which conversation (1-5) do you hear these phrases?

I didn’t mean that! ___

I don’t know what you're talking about. ___

Sorry if [ didn't make that clear.

[ was thinking more along the linesof ... ___

Look, you've got it wrong.

What do you mean? ____

That'’s not really what I meant. What | actually wanted to say was ...
What I meantwas ...

... can | put this straight? ___

The amount may seem
No, that’s not right. ___
No, that’s not exactly what I'm saying.

)0 -0 AN TW®

...,but actually ...

b B s i

3 Work with a partner and answer questions 1-3.
1 Which phrases in 2 are direct (D) and which are less direct (L)?
2 Which words and structures are used to make the message less direct?
3 When might you want to be less direct and when might you want to be more direct?

4 Change the phrases in 1-5 to make them less direct using words from the list.

exactly actually really sure  mean quite

That’s not what I mean, [ said ...
I didn’'t mean that.
What do you mean?
[ don’t know what you're talking about.
No, that's not right.

L5 B S R

») For extension and revision, go to Useful phrases on page 135.

5 Work with a partner. Student A, make suggestions / complaints 1-4 and deal with any
misunderstanding. Student B, misunderstand Student A. Change roles and repeat.
1 suggest new facilities for staff at your company (e.g. gym, canteen, TV room, etc.)
2 suggest an idea for your partner’s next holiday
3 make a complaint about your partner’s work
4 suggest a task for your partner to do at work

@ » Interactive Workbook 3 Exercises and Tests

Key word | look

Match sentences 1-6 to the
uses / definitions of look a-f.

Look, you've got this wrong.

It looks as if Nadine's left the
office.

You look great in that new outfit!
| have to look for my car keys
every morning.

Could you take a look at this
email before | send it?

it seems / it is apparent

to focus on something, think
about it, and give a reaction
to describe appearance

to indicate you're highlighting
something

to search

[l s T o St cre |
Culture question

In your own language do

you normally use direct

or indirect language when
informing someone they have
misunderstood?

How would you feel if someone
corrected your English during a
meeting?

Would you be more direct in

a meeting with native English
speakers or with non-native
English speakers? Why?

$S92IN0SAY ‘ 6 Jun




Michelin

Michelin is one of the oldest
tyre manufacturers in the world.
As it is involved in what is
considered an environmentally
damaging industry, Michelin has
developed an approach called

‘Performance and Responsibility’.

This concept allows the company
to demonstrate that it is actively
taking measures to reduce the
industry's negative impact on the
environment. It also has various
projects throughout the world

connected to its CSR programme.

A small rubber project in north-eastern Brazil
set up by Michelin has become a flagship
for the French tyre giant's corporate social
responsibility programme. With five rubber
trees needed to produce one truck tyre,
Michelin is an obvious target for those who
claim that big business is using up natural
resources too intensively. Although the
company can't change the number of trees
needed in the manufacturing process, it has
initiated a successful project to offset the
effects of its activities.

The Ouro Verde (‘Green Gold’) project
in Bahia state is a ‘marvellous human
adventure’, the late Edouard Michelin
said at its inauguration. Having owned a
9,000-hectare site there for 20 years, the
French firm considered closing the loss-
making plantation and laying off the workers.
Instead, it passed ownership to twelve local
Michelin managers, who set up a cooperative
with the backing of loans underwritten by the
parent company. Far from laying off workers,
200 have been hired over the past two years.

Lionel Barré, the plantation director at
Michelin, says that the initiative stands as
‘an example of sustainable development in a

poor region’. The last two years have seen a
burst of activity: the cooperative has planted
cocoa next ta the rubber trees to diversify
its output, recycled some of its revenue into
providing facilities for its employees, and
replanted parts of the depleted Atlantic
rainforest in eastern Brazil, which contains
171 of Brazil's 202 endangered species.

Discussion

How could the local community benefit from this cooperative?

2 How could Michelin benefit from starting this kind of project?

Could there be any disadvantages for Michelin?

580 Listen to an interview with a Michelin director and compare your ideas.




The Expert View

In most parts of the world
nowadays, companies are expected
to contribute to good causes

and community projects. In

some places, this might now be
Work in groups. Read the facts and figures about Port Harcourt in Nigeria and considered part of a ‘licence to
discuss what kind of CSR project might benefit this region.

QP Plastics is a petrochemical company with a long history of manufacturing
in Nigeria. The last few years have seen losses, but rather than closing the
plant, QP Plastics wants to encourage locals to take it on as part of a CSR
project. The company wants to retain a share of the business.

operate’ from society. Typically, the

Location Port Harcourt is located in southern Nigeria and has long approach of b Sl hgs Suohied
been an important merchant port. Today it is at the centre o Gorporete Iph|!anthr0py
of Nigeria’s oil industry. Its exports include petroleum, to more s_:-tralteglc, corporate
coal, tin, palm products, cocoa, and groundnuts. Among F;ommunity |Investment. The. latter
the industries of the area are timber processing, car involves bUSlInE!SS@S supporting c
manufacturing, food and tobacco processing, and the activities which maximize benefits =]
manufacture of rubber, glass, metal, paper products, to the business as well as to -~
cement, petroleum products, paint, enamelware, bicycles, society. Business benefits may o
furniture, and soap. be building people (improving ;
Population 1.320.214 staff morale and sk|l‘|::l or bunld:rjg @
< markets and reputation (increasing o
yueracy S7% sales by linking the company with a S
Education two universities and several vocational colleges social cause). Being a responsible 8
Main industry petroleum, but plastics and textiles are in decline business does not mean avoiding o
v - : tough decisions (e.g. closing
Property Costs for industrial rents / office space are high. factoiies), Biit it dost oG
Infrastructure international airport, but the road system is very poor seeking ways to minimize any
Utilities (power poor negative environmental and social
and water supplies) impacts of these decisions.
Tax incentives Pioneer companies located in economically disadvantaged

areas are given a tax holiday period of five to seven years.
Those involved in local raw material development qualify
for additional concessions.

% With reference to the Michelin example, discuss your ideas for a CSR project in
Port Harcourt. During your discussion, try to answer questions 1-5.

1 Will the government be involved in the project?

2 Will you select a group of locals to help you set up the project?

3 What do you hope to achieve with the project?

4 What improvements can you contribute to the region?

5 Can you foresee any problems with the project? If so, how can you avoid them?

A cost-benefit analysis will be needed to decide whether the project is feasible.

Before this is possible, the project needs to be carefully planned. In your group,

make notes on questions 1-2.

1 What resources (financial, human, and physical) should be available in order for
the project to take place?

2 Think about both long-term and short-term strategy — what are the potential
consequences of your decisions?

. Using your notes from 2 and 3, present your CSR project idea to another group.
Do they have any further advice?

» A dramatic turn of events has taken place. Turn to File 41 on page 145 and read

the email. In your groups, discuss what you think your company should do.
Consider these questions.

1 Should you continue with the discussions about the project or should you withdraw?
2 What would be the consequences of =
* continuing with the project? * closing the plant? 3
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Learning objectives in this unit
* Talking about leadership

styles

Giving a briefing on
change

Distancing and

depersonalizing using the

passive

* Expressing personal views

Case study
* Dealing with the
challenges of leadership

Starting point

1 Think of examples of good
leaders in different walks
of life, e.g. politics, sport,

business, the arts.

2 Canyoulearn good
leadership skills, or are
they something you are
born with?

3 What is the difference
between a leader and a
manager?

4 Inyour view, what
different qualities are
needed to successfully
lead
* asmall team?

* alarge organization?

)

Working with words | Talking about leadership styles

1 Work with a partner and discuss questions 1-2,
1 What are the key characteristics of an effective leader?

2 What differences might there be between leadership styles in established economies
like those in Western Europe, Japan, and America, and emerging economies in Asia?

2 Read the text and compare your answers in 1.

What makes an effective leader?

Professor D Quinn Mills
Harvard Business School

Whether you are leading a team at work,
captaining your local sports team, or in charge
of a major company, your style of leadership is
a critical factor in the success of your team. So
what makes an effective leader? According to
Professor D Quinn Mills of the Harvard Business
School, research shows that there are certain
preferred leadership qualities that are common
to all cultures.

In general, people appreciate leaders who
appear honest and trustworthy. However,
integrity is a complex idea, often determined by
national culture, and what is considered honest in
one society is not necessarily so in another.

Conviction - a strong belief in what you
are doing — is a characteristic of leaders in all

cultures, but how it is displayed can vary widely.

Demonstrating a whole-hearted commitment
to the success of your team or project is
possibly more overt in America than elsewhere.
However, a passionate leader with energy

and enthusiasm — someone who can energize
and inspire their team to succeed — is an asset
almost everywhere. Similarly, in most cultures
it helps to be a good communicator, to be
people-focused and have well-developed
interpersonal skills.

The ability to make good decisions quickly
is something most cultures see as important.
However, being decisive means different things
to different people. European and Japanese
leaders are the most collaborative decision-
makers, taking time to consult with colleagues
and consider the options. This is typical of a more
participative style of leadership. In contrast,
Chinese leaders, for whom the typical role model
is often the head of the family, are more likely to
make decisions personally. This more autocratic
approach tends to be typical of task-oriented, top-
down leaders, where what counts is results ~ it is
also frequent in American leaders.

Being adaptable is also an important quality,
team leaders often need to be flexible in their
response to changing circumstances. Similarly,
the ability to delegate and to know when to be
hands-off is also necessary.

There's evidence that being able to show
empathy - to understand the feelings, needs,
and motivation of others - is increasingly seen
as a key trait of effective leadership in the
United States and Europe, and will become
more important in Asia as companies have
to compete for managerial talent in a global
market. Related to this, certain Asian cultures
value leaders who are self-aware and humble
— the ability to know yourself and accept
your limitations is often a trait of the most
effective leaders.

www.languagecentre.ir




3 Which leadership qualities are these people talking about? Match the adjectives
(A4) or nouns (N) in bold in the text to quotes 1-12.

1 'l appreciate the way she isn't at all arrogant, even though she’s so successful.’ (4)

2 ‘Someone who isn’t afraid to make difficult choices — who can weigh up a situation At
and commit to a course of action.’ (4) e lt

‘He really understands us — he knows how we operate and what makes us tick.’ (V) i

‘He knows his own mind and what he’s capable of -1 like that.’ (A)

‘My team are focused on the success of this project — they always give 100%." (V)

‘I love this business - it’s my life and I want everyone to know how great it is!’ (4)
“You have to believe totally in what you're doing - if you don’t, you won't succeed.’ (N)

‘She’s not afraid to change direction if the circumstances demand it, but she always
thinks through the implications.’ (4)

9 ‘People have to know that you are principled, that you mean what you say, and that
they can trust you to do the right thing at the right time.” (V)
10 ‘Ibelieve in involving everyone in the decision-making process.’ (4)
11 ‘He never interferes unless we ask for his input — he just lets us get on with it.’ (4)
12 'She’s an excellent communicator — she gets on well with everyone.’ (A4)

@~ WU e W

4 Work with a partner. Turn to File 42 on page 146. Read the feedback from team
members about their team leaders and describe the leadership styles. Then
prepare a short verbal report on one of the team leaders to present to the class.

diysiepeal| OT 3un

5 Work with a partner and discuss questions 1-2.
1 How would you describe the typical leadership style where you work or study? Is the
style of leadership different at different levels of the organization?
2 How would you describe your own / a colleague’s leadership style?

6 59, 60P Listen to two people talking about becoming a team leader and answer
questions 1-2. Lydia works in a university research department, Bruce works for a
major aircraft manufacturer.

1 What challenge did each new team leader face, and how did they approach it?
2 What do you think of the approach described by each speaker?

7 59, 60> Match 1-12 to a-1 to make phrases from the audio, then listen to check
which combinations were used. What other combinations are possible?

1 avoid a asense of cohesion

2 be consistent b my authority

3 build c influence over

4 develop d them to work together

5 establish e individual achievement

6 establish f the temptation to micromanage

7 exert g confidence in them

8 generate h a culture of trust

9 get i asense of team spirit and collaboration
10 instil j inmy expectations and feedback
11 recognize k mutual respect
12 reinforce I my credibility

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

Culture question

1 A colleague has been offered a challenging team leadership role within their own 1 What problems ‘_;W_Id ise
department. This involves taking over an existing team who all know each other. atwork when bringing teams

8 Work with a partner. Discuss what advice you would give in these situations.

together with leaders from
different national cultures or
different working cultures, and

2 A team leader has to manage a large team involving people from a number of different
professional areas and cultural backgrounds.

9 Work in small groups. Discuss how you would react to the challenge of a new why?
leadership role. What would you be good at? What would you need to work on? 2 Is it acceptable to challenge
authority in your culture? Why/
@ » Interactive Workbook » Glossary Why not?
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Business communication skills

]

Context

Nordica is an American-owned
financial services group in the
Nordic and Baltic Sea region. It
was created by the recent merger
of several smaller independent
banks in Norway, Sweden, Finland,
and Denmark.

Currently 80% of its private
customers and almost 100% of its
business customers use Nordica's
e-banking system. However, the
technology within the group is not
fully integrated, and the company
has decided to upgrade its
infrastructure with a single system
that is fast, innovative, flexible, and
cost-effective. An initial briefing
document has been sent out to

all departments. Local briefing
meetings are now being held
throughout the company to clarify
the situation, ensure buy-in from
staff, and deal with any concerns.

Agenda

Briefing meeting — E-banking
system

Meeting location: southern
Sweden

Attendees:

Jim Brolin, Group Corporate
Account Manager, New York
Anna Kekkonen, Client Account
Manager, Helsinki

Thomas Lindstrom, Client
Account Manager, Gothenberg
Jessica Nielsen, Client Account
Manager, Copenhagen

1 Information about project —
Jim

2 Question and answer
session

3 AOB

Meetings | Giving a briefing on change

61D Listen to extracts from part 1 of the meeting and answer questions 1-3.
1 What does Jim say are the main benefits of the proposed change?
2 Would you describe Jim's attitude to the proposed change as
a mainly positive? b mainly negative? ¢ neutral?
3 Which of the following techniques does Jim use to make the managers feel part of the
change process?
says they are all individually important to the success of the change process
promises large bonuses if the process is successful
asks them to work as a team and suggests ways of working together
asks them to show commitment and leadership
warns them not to oppose the change
encourages consultation with their teams

o ooan o

610 Listen again to part 1. Note down the phrases that Jim uses to do 1-3. Add
any similar phrases you can think of.
1 Announce decisions and distance himself from them:

2 Focus on the benefits of the proposed change:

3 Make the other client account managers feel involved:

Work with a partner. You have to brief a group of colleagues on a potentially
unpopular or problematic change that is going to take place within your
organization. Choose one of the topics below, or use your own idea.

* abudget cut

= areorganization of staff into different groups

* achange to the reporting lines

* achange to a key system or working practice

A briefing document has already been sent round. Prepare a short introduction to
the briefing meeting. Include steps 1-4.

1 Explain the change, and make it clear you are not responsible for the decision.

2 Focus on the positive benefits of the proposed change.

3 Make sure everyone in the meeting feels involved.

4 Present your introduction to the class.

62D Listen to part 2 of the meeting and answer questions 1-2.
1 What concerns do the three client account managers have?
2 How does Jim respond to their concerns? Is he dismissive or reassuring?

www.languagecentre.ir



5 62D Listen to part 2 again and complete these sentences.
Jessica ... it's something all of us are worried about. I understand the reasons for upgrading

the system, that’s clear, but !

the timing and its

effect on my team. Will we have enough time to prepare properly? And will there be an

increase in workload? 2

about this?

Jim Well, 3

but 4

the positive

side. We've been given a deadline of the 30th of September, which is still more than

three months away. ”

__, the switch over ...

Thomas ... You said you wanted us to work together, and I like the idea of regular

meetings and sharing ideas, but &

having to schedule and

coordinate the training for my team. I don’t really feel I have the expertise to do this.
>

Jim Of course, 8

10

Thomas ... | guess that should be OK. But !!

we'll get the appropriate level of support?

but again *

that you will receive all the instructions and materials ...

the

impact on customers. I mean, how do we ensure that we continue to provide a proper

service? 12_

that it will work?’

Anna That's a good point. And can we address the issue of costs and budgeting? I think

the basic idea is good, but 13____

the cost implications. | mean, whose money are we talking about here?

14

we won't be asked to contribute ...

Jim Well, 1

of course. The core investment

comes from central funding, obviously.
... I've been told that the costs need to be shared around. 16

the intention is to make everyone’s lives easier and better — including yours. Anyway,
the decision has already been made. I know it’s not great, but come on,

17

6 Match phrases 1-17 in 5 to these categories.

a Expressing concerns:
b Asking for assurances:

¢ Responding to concerns:
d Distancing speaker from information:

2) For more exercises, go to Practice file 10 on page 120.

7 Work with a partner and discuss situations 1-3. Student A should express
concerns and ask for assurances, and Student B should respond to the concerns
and make a positive comment. Then change roles and repeat.

Situation
1 The company has announced a one-
year freeze on recruitment.

2 Your team’s project deadline has been
brought forward by one month, but
there is no increase in resourcing.

3 Your company plans to increase the
number of management layers.

Positive points

It'’s only for one year and will keep
spending down.

The team is strong and will rise to the
challenge. It will also allow the company
to get ahead of the competition.

This will create more promotion
opportunities.

8 Work with a partner. Follow steps 1-2, then change roles and repeat.
1 Student A, think of a change that has been / might be introduced in your company

and explain it to your partner.

2 Student B, listen to the explanation of the change and make a list of concerns you
would have if it happened in your company / department / industry.

9 Use your lists from 8 and take turns to talk about your concerns and ask for
assurances. Your partner should respond and should focus on any benefits.

@ » Interactive Workbook » Email

Key expressions

Giving information from other -
sources / distancing -
A decision was taken ...
It has been agreed that ...
It is proposed that ...

My understanding is ...
Apparently ...

As | understand it ...

Focusing on positive benefits
What this will allow us to do is ...
something we couldn't do before,
... it will be well worth ...

In the longer term, the benefits are
clear.

Anocther great thing about this
development is ...

Making people feel involved
You ... are crucial to ...

Each one of you has a key role to
playin ...

I'd like to see all of you ... -ing

| would encourage all of you to ...

diysiepea| OT Hun

Expressing concerns

| understand the reasons for ...,
but I'm slightly concerned about ...
| like the idea of ..., but I'm not
very happy about ...

| have some reservations / concerns
about ...

Responding to concerns

That’s a valid point, but ... | really
don't see this as a problem.

| understand where you're coming
from ...

| understand your concerns, but

| think we need to look at the
positive side.

... let’s give this a chance to work,

Asking for assurances

| wonder if you have any
information about this?

Can you assure us / give us an
assurance that ...?

What assurances can you give us
that ...?

Are there any guarantees that ...7

@ » Interactive Workbook
» Phrasebank
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Language at work | Distancing and depersonalizing using
the passive

1 Look at sentences 1-8 from the meeting and underline the passive forms.

1 OK, you're all aware that a decision was taken at last week's strategy meeting that
affects all of us.

2 It has been agreed that we are going to combine our e-banking systemsintoa ...
3 We've been given a deadline of the 30th of September.

4 The switch over to the new system will be coordinated centrally and you'll be briefed
about it well in advance.

5 Itis proposed that we hold a series of seminars for team leaders ...

6 It's been suggested that the regional centres should contribute a certain amount of the
training costs, on the basis that this will be recouped in increased business later on ...

7 I've been told that the costs need to be shared around.

8 Anyway, the decision has already been made.

Work with a partner. Look at the passive forms in sentences 1-8 in 1 and discuss
these questions.

1 In each sentence, what tense is the passive form in?

2 Why does the speaker use a passive form in each sentence? Consider these reasons
(more than one may be possible for each sentence).

a because the speaker wants to be more formal

b because it’s not important who is involved in the action

¢ because the speaker doesn’t know who is involved in the action

d because the speaker wants to distance himself / herself from the action

Look at sentences a-b in the table and answer these questions.
1 Which active sentence has one extra word (an indirect object)?
2 What happens to this word in the passive sentence?
3 Is the following sentence possible? Why? Why not?
I've been suggested that the costs need to be shared around.

Active Passive

a My boss suggested that the costs need It has been suggested that the costs need
to be shared around. to be shared around.

b My boss told me that the costs need to  I've been told that the costs need to be
be shared around. shared around.

) For more information, go to Language reference Unit 10 on page 132.

Work with a partner. Look at the verb table and take turns to report the
information in sentences 1-6 in the passive. Use the correct form of the verbs in
italics and refer to your answers in 3 to help you if necessary.

Verbs with the same pattern as tell Verbs with the same pattern as suggest

inform, instruct, persuade agree, decide, propose

Our new official deadline is the 31st of January. inform

Management think we should cut back on our use of freelance consultants. agree
The department will be restructured next year. propose

Head Office wants us to reduce our spending by 5%. instruct

Bonuses will be paid twice a year from now on. decide

We're going to take part in a new system trial. persuade

D e W=

») For more exercises, go to Practice file 10 on page 121.

Work with a partner. Turn to File 29 on page 142. Read the memo and decide how
you would report this to colleagues, depersonalizing where necessary.
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Practically speaking | Expressing personal views

1 Work with a partner and answer questions 1-2.

1 How easy do you find it to make people understand what you really think in English?
2 Isit easy to get other people to tell you what they really think?

2 63P Listen to three conversations. For each one, say
1 what the people are discussing
2 where / when they might be having the conversation.

3 63P Listen again and complete sentences 1-9.

Conversation 1

1 But__, Ithinkthere are still some things to sort out.

2 And [ don’t see how we can agree to something that we haven’t
even been consulted about.

3 I find that quite difficult to accept.

Conversation 2

4 Itwas challenging,yeah.But___ [ really enjoyed it.

5 -, I'm not particularly good at working in a big team.

6 ? It's fine, the job’s good, but ...

Conversation 3

7 Yeah, well ... maybe. I think that’s down to their attitude.

8 : you get out of these things what you put into them.

9 Look, if you expect something ...

) For extension and revision, go to Useful phrases on page 135.

4 Work with a partner and answer questions 1-2.

1 Look at your answers in 3. What follows these phrases? Why might you use them?

2 Turn to audio script 63> on page 164. What questions and phrases does speaker A
use to encourage B to express their personal views?

5 Work with a partner and have a conversation about situations 1-3. Take turns

to be A and B (A and B are colleagues). Student A, encourage B to express their

personal views. Student B, express your personal views.

1 You meet in a rest area while you are both are getting a coffee. B has been on
a leadership training course — the content was useful, but the trainer was quite
inexperienced and didn’t seem to understand the participants’ needs.

2 You have both been in a briefing meeting, and leave together. Some proposals for new
working practices have come down from senior management. The effect will be to
increase everyone’s workload, without any similar increase in resources.

3 You meet over lunch in the staff restaurant. B has just sent his / her son on an
adventure holiday with his school. It’s the first time he's been away from home.

@ » Interactive Workbook 3 Exercises and Tests

Key word | even

Look at phrases 1-4 with even

and answer questions a-b.

1 | don't see how we can agree to
something that we haven't even
been consulted about.

2 Even so, it must have been
challenging at times?

3 What I'd really like to do is run
my own operation — that would
be even better.

4 Even ifyou aren't 100% sure, at
least give it a try.

a In which sentence does the
speaker use the word even to
» emphasize that something has

not happened?

= emphasize a comparison?

b In which sentence can the
phrase with even be replaced by
* nevertheless?
= despite the fact that?
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Ryor

Ryor is an international cosmetics
company based in Prague in the
Czech Republic. It was founded

in 1991 by Eva Stépankova.
Originally the company focused on
manufacturing natural cosmetics
for the professional industry (e.g.
beauty salons). However, it soon
started supplying the retail market
too. Currently Ryor produces 63
products for the professional
market and over 90 for the
individual user. Recently it has
diversified into the food market,
selling speciality teas and natural
nutrients. Ryor now has its own
manufacturing facilities outside
Prague which are equipped with
an in-house laboratory and state-
of-the-art technology. It has an
annual turnover of an estimated six
and a half million US dollars.

Eva Stépankova wins 2006 Prague Leaders Magazine
Woman of the Year award for Business

More than 500 guests attended the Women of the Year gala,
an event where prominent Czech women are celebrated.
Honours for 2006 were announced in five categories. Eva
Stépankova, owner of cosmetics company Ryor, was the
recipient of the Business award in recognition of her life
long achievements in the field of cosmetics.

Now a well-known brand, Ryor has come a long way since
Stépankova started it in 1991. She initially manufactured
the products in her own flat, but since then she has built
up a successful, multinational company. Ryor products are
now being used by women in more than fifteen countries.

How a strong leader can steer a company to success

Eva Stépankova is the founder of the successful international cosmetics company, Ryor. She is
famous for her passionate leadership, and it is this approach that has driven her through hard
times and made her company one of the most respected cosmetic firms in Europe. Here we look
at how Stépankova dealt with four situations the company faced.

outgrown its production facilities in Prague.
Ideally a purpose-built factory was needed,
but the costs were prohibitive and interest
rates at the time were unfavourable. Despite
this, Stépankova borrowed money and went
ahead with the investment. She knew that
the repayments would be high, but was also
convinced that without the new facilities the
company couldn’'t move forward.

1 Political change

Almost from the start Ryor was faced with a
potentially make-or-break situation. The early
bottles and labels were made in Slovakia, which
at the time was part of a unified Czechoslovakia,
but in 1992 Czechoslovakia was divided into two
countries — Slovakia and the Czech Republic.
This meant that the goods were suddenly
subject Lo an import duty of 22%. Stépankova
had to be decisive. She realized she needed to
be adaptable, so she moved the production of
packaging back to Czech companies.

4 Cash-flow crisis
Almost immediately, Ryor was faced with
probably its most serious challenge. Major
hypermarket chains were moving into the
Czech Republic and were changing the way
products were distributed, as well as driving
down prices. Ryor's two major distributors
folded, owing Ryor large amounts of money.
Difficult decisions had to be made. ‘They knew
they were going to take a hit, explains Jiri
Kadlec, a Czech economist. ‘They had a choice
— they could either follow their distributors
into liquidation or tough it out, go into debt,
and try to turn it round.’ Stépankova had the
conviction to keep going. She made changes to
the cash-flow and distribution management,
and although it took time, Ryor managed not
only to survive, but to flourish in the new
economic environment.

2 Finding the perfect design

One of Stépankova’s strengths is said to be

her total commitment to achieving perfection.
This was demonstrated during the process of
creating the right 'look’ for Ryor's products
and packaging. A number of design companies
put forward literally hundreds of potential
designs, and all were rejected. Eventually a
decision was reached and a contract signed.
But even then, Stépankova was not happy.
Instead of going ahead, she had the courage to
withdraw from the agreement and resume her
search for the perfect design.

3 Room to grow
In 1996 another key decision had to be made.
Stépankova realized that the company had




ISCLUSSION

What leadership skills did Eva Stépankova display?

Z How did these skills help her overcome the problems the company faced?

The article doesn’t mention Stépankova’s people management skills. Do you think
it is possible to be so successful without having good people management skills?

Read about Maximum Cocoa and its current situation.

Maximum Cocoa is a small chocolate manufacturer based in the south of England.
The chocolate is made using a simple, traditional process that avoids overrefining
and captures the unique flavours of the world’s best cocoa beans. The company has
had moderate success, but is now in crisis. They have a serious cash-flow problem
and are in danger of going bankrupt. Immediate action is needed and the following
issues must be addressed:
* costs of raw materials are escalating
» profits are down due to stiff competition
rent for production facilities is expensive
salary demands in the south of England are high
staff are complaining that the production facilities are old and inadequate.

. You need to make a difficult decision to help save the company. Work in
groups of four. Students A and B, turn to File 43 on page 146 and read about
issue 1. Students C and D, turn to File 05 on page 136 and read about issue 2.
Each pair should follow steps 1-3.

1 Discuss the issue and make a decision.
2 Prepare a briefing to inform the staff of the decision you have made.

3 Ensure that the briefing includes language to distance you and your partner
from the decision.,

I Work in your groups of four and have two briefing meetings.
Meeting 1
Issue 1: The cost of cocoa beans

Students C and D are product and marketing managers who have
invested a lot of time, energy, and creativity in building up the
company'’s brand image based on the quality of the products.

1 A and B, give the briefing and respond to any concerns.
2 Cand D, express concerns and ask for assurances.

Meeting 2

Issue 2: The cost of production facilities and salaries
Students A and B represent production staff who are unhappy
about the facilities, but do not want to move and are concerned
about losing their jobs.

1 Cand D, give the briefing and respond to any concerns.

2 A and B, express concerns and ask for assurances.

The Expert View

‘It's lonely at the top,’ is a
comment often made about being
a leader. However, that statement
ignores potential sources that
would help a leader achieve
effectiveness: the connections that
can be made with subordinates,
external advisors, and even

can give leaders access to views
and ideas about the best way
forward. History shows that the
best leaders always sound out their
decisions with trusted ‘others’,

and even seek out adversaries who
can indicate flaws in their ideas
before they are put forward. Often
when it appears that a leader has
single-handedly taken some very
tough decisions, the reality is that
they were only taken after careful
consultation with trusted ‘others’.
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Learning objectives in this unit
Talking about values
Reaching an agreement
Using inversion for
emphasis
Raising a difficult point

Case study
* Developing ethically-
responsible policies

Starting point

1 How would you define the
term ‘values’?

- - 2 S r—r-l-.—-a_
2 How important is it for a e dNestis v
company to have values?
1 Which countries do they originate from?

3,
3 Would a company’s values 2 Do you associate positive, negative, or neutral values with these brands? Why?

influence your decision

to be an employee 2 Read these values statements from two different companies.
or a customer of that 1 Can you tell which of the companies in 1 they match? Why do you think so? Turn to
company? File 45, page 146 for the answers.

ey e e 2 What similarities or differences can you find between the two statements?
3 What do you think each company’s statement says about the values of the culture it
originates from?

Our values The five core values underpinning the way we
do business are:

We value integrity, honesty,

openness, personal excellence, Integrity We muslt conduct our business fairly, with honesty
constructive self-criticism, and transparency. Everything we do must stand the test of
continual self- improvement, pUblic:scrutiny.

and mutual respect. We are Understanding We must be caring and show respect and
committed to our customers compassion for our colleagues and customers around the
and partnersand havea | world, and always work for the benefit of our country.
passion for technology. We Excellence We must constantly strive to achieve the highest
take on big challenges, and possible standards in our day—to—day work and in the quality
pride ourselves on seeing of the goods and services we provide.

them through. We hold Unity We must work cohesively with our colleagues across
ourselves accountable to our the group and with our customers and partners around the

world, building strong relationships based on tolerance,
understanding, and mutual cooperation.

Responsibility We must conlinue to be responsible and
sensitive to the countries, communities, and environments in
which we work, always ensuring that what comes from the

jo% people goes back to the people many times over.

www.languagecentre.ir

customers, shareholders,
partners, and employees by
honoring our commitments,
providing results, and striving




3

10

Match 1-8 to a-h, so that each sentence completes a verb phrase used in the
statements in 2.

1 We always conduct a sensitive to the needs of the communities we work with.
2 We have b our customers, colleagues, and suppliers.

3 We work ¢ achieve the highest quality in everything we do.

4 We are committed to d cohesively with all our partners and colleagues.

5 We hold ourselves e our business with fairness and honesty.

6 We strive to f accountable to all our stakeholders.

7 We pride ourselves g a passion for innovation.

8 We continue to be h on our achievements in this field.

Work with a partner. Look again at the values in the statements in 2. Discuss
whether your company also has these values.

Work with a partner. Produce a values statement for a company from 1 or for
another well-known organization. When you are happy with it, read it out and see
if the rest of the group can guess the organization.

64D Listen to this discussion about a study of global attitudes to American brands
and cultural values by the market research company NOP World and answer
questions 1-3.

1 According to the study, why have global attitudes to America changed in recent years?
2 What does Carla say has been the effect on certain American brands?
3 What arguments does Doug make which challenge the results of the study?

Match these adverb + adjective combinations from the discussion to the statement
that is closest in meaning.

potentially disastrous  profoundly worrying  relatively stable
appreciably more hostile  unexpectedly rapid irretrievably damaging
significantly different  increasingly difficult

1 'It's going to get harder and harder.’
2 ‘Compared to earlier, the price hasn’t changed much.’
3 ‘The variation between them is noticeable.’
4 ‘We didn’t think it would change that quickly’

5 ‘It could be a major problem and we can’t ignore it.’
6

7

8

‘T've noticed recently that they seem quite negative towards us.
‘We're really concerned about this problem.'
‘We won't be able to reverse the effects of this.” ____

Look at your answers in 7 again. Could you replace any of the adverbs with
noticeably, comparatively, considerably, or surprisingly and keep the same meaning?

») For more practice go to Practice file 11 on page 122.

Work with a partner. Student A, turn to File 46 on page 146. Student B, turn to
File 09 on page 137. Then follow steps 1-2.

1 Read the text and prepare to tell your partner about it.

2 Explain the situation to your partner - highlight the key problems, and say what it will
mean for the company. Use these phrases if you wish.

Thisis... Ithasbeen... It'sgoingtobe... Thesituationis... The customersare ...

Work with a partner. Prepare a short statement about your company’s values
for a group of new employees. Include an explanation of why these values are
important.

@ » Interactive Workbook » Glossary

sanfeA | TT Hun

Can



Business communication skills

Context Negotiating | Reaching agreement

Alanas Pharma Inc. is a
cosmetics firm based near
Barcelona, Spain. Its products
have had a run of poor reviews
in women’s magazines,

and it received some bad
publicity in Germany and

the Netherlands over its
animal testing policies. It
hopes to reverse this negative
perception with its new range
of skin creams — all organic
and hypo-allergenic. The
plan is to launch the range at
an international cosmetics
exhibition in Berlin in two
months’ time. The company
has outsourced production to
a factory in South Korea and
is expecting the first batch of
stock to be shipped to Berlin
in time for the launch.

¥

1 This email arrived last night from South Korea. What is the problem? What issues
might this problem cause for the marketing managers, Laura and Andrew?

Dear Laura and Andrew

I am very sorry to say that we are having difficulties meeting your order. Please can we
speak to discuss this? May I suggest a conference call with both of you, along with me and
my logistics manager, Jin-Ho, at 8.30 a.m. tomorrow (Spanish time)?

Kind regards

Hyun-Ki
Production Manager

2 65P Listen to the first part of the conference call. Work with a partner and discuss
questions 1-3.

1 What exactly is the problem at the factory?
2 Who is more sympathetic about the problem, Laura or Andrew?
3 What could happen to Alanas Pharma Inc. if the problem is not resolved?

3 Put phrases a—g from the first part of the conference call into these categories.
1 Refusing to change plans:
2 Accepting the need to change plans:
3 Describing the current position:

a ... we are in a very difficult situation.
b ... let’s try to find a way round this.

c ... this is beyond our control.

d I'm afraid it is just not possible.

e We are stuck with this situation.

f Thavetosaynoto...

4

... we have reached the point where we ...

88
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66P Listen to the second part of the call. Work with a partner and discuss
questions 1-3.

1 What suggestions are put forward?
2 How do the others react to the suggestions?
3 What solution would you have chosen?

66D Listen again and complete phrases 1-10.
1 ...that's _the question.

2 ... that _ work.

3 Would you accepting delivery by the final day of the exhibition?
4 That’s not out of
3 ... Irefuse
6

7
8

9

on this.

on this ...

with some samples of the product?
that.

[haveto
Could you
We can't
What would you _

a smaller run forus ...7
to prioritize that.

Which phrases in 5 would be used by someone who

a istrying to reach a compromise?

b is not willing to compromise?

¢ might be prepared to compromise?

d knows that what he / she is offering is not really satisfactory?

67P Listen to the final part of the conference call. Do you think they have come to
an acceptable agreement for all parties?

67P Listen again and note down the phrases they use to agree on a solution.

Work with a partner. Student A, turn to File 50 on page 148, Student B, turn to
File 03 on page 136. Then follow steps 1-2.

1 Have a discussion and agree on a solution, using the phrases from the Key expressions.

2 Compare the solution you came to with other pairs in the class. Did the employee or
the line manager benefit most from your solutions?

) For more practice, go to Practice file 11 on page 122.

Work with a partner. Think of a problem or a change you would like to make at

work. Use an idea from the list or think of your own. Then follow steps 1-3.

* apayrise * longer schedules * cooking facilities at work

* amove to another office * more holiday days » free parking

1 Discuss with your partner how you want to present your proposal for change and
think about what the effects will be on you / your colleagues / your work.

2 Make brief notes about your proposal and then give them to another pair to analyse.

3 Read the notes from another pair and think of some possible objections to their
proposal.

Work together with the other pair. Take turns to discuss each other’s proposal
and negotiate a solution.

@ » Interactive Workbook » Email

Key expressions

Stating the position

We are in a very difficult situation,
We have reached the point where
we have no other option than to ...
This is beyond our control.

We are stuck with this situation,

Initiating a negotiation

Could you make do with ...?
What would you say to doing ...?
Would you consider ...7

Showing a willingness to
negotiate

Let's try to find a way round this.
That's not out of the question.
I'd be willing to ...

Being unwilling to negotiate

| have to say noto ...

That's out of the question.

I'm afraid it is just not possible.
| refuse to budge on this.

| have to stay firm on this.

That just won't work,

We can't possibly ...

Agreeing on a solution
Are we all agreed?

I'll go along with ...
That sounds feasible.

@ » Interactive Workbook
»» Phrasebank

R TS a s e e
Culture question

Think about your negotiation style.

* How competitive are you during
negotiations? Do you like to start
with potentially unrealistic offers
[ expectations?

* Do you expect confrontation or
do you try to avoid it?

* Do you prefer to base your
arguments on logic or on
emotions? Why?

* Do you think that negotiation
style is connected to culture,
to personality, or to both? Why?
Can you think of some examples?
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Language at work | Using inversion for emphasis

1 Compare the sentences labelled A with the alternatives from the negotiation
labelled B, and answer questions 1-4.

1 What are the differences in form between the two alternatives?

2 Which sentence(s) begin(s) with a phrase followed by a verb + subject inversion?
3 Which sentence(s) is / are a conditional?

4 Why might you choose to use the B sentences rather than the A sentences?

A One of our contracts has just trebled B Not only has one of our contracts just
their order and another new contract trebled their order, but another new
has just come in. contract has just come in.

A We have never suggested that we can B At no time have we suggested that we
be flexible on these dates. can be flexible on these dates.

A If I had been given more notice on B Had I been given more notice on
these other jobs, this wouldn’t have these other jobs, this wouldn’t have
happened. happened.

») For more information, go to Language reference Unit 11 on page 132,

2 Read this notice and underline any sentences that include a verb inversion. Can
you write these sentences in another way?

Memo

Notice to all staff — staff overtime

Following complaints about inconsistencies across departments in overtime
procedure, it has been agreed that staff who work extra hours on their current
projects are entitied to ask for time off in lieu. Not only are staff required to formally
request this time off through their central administrators, they will also be expected
to confirm the request with their line managers.

Under no circumstances will staff be paid overtime for working extra hours on their
own projects. Were a member of staff to take on work outside their project team,
this would be paid at a freelance rate agreed on between the member of staff and
the manager of the outside team.

3 Rewrite these sentences using an inversion to add emphasis or formality.
1 We will never be willing to compromise our customer-care policy.
At no time

2 If you joined the union, you would get free advice on this matter.
Were
3 There is no situation in which we will negotiate a new deal.
Under
4 We wouldn't have allowed this to happen if we had known about the consequences.
Had

5 You asked us to cut our costs and reduce our lead time.
Not only

) For more exercises, go to Practice file 11 on page 123.

4 Some health and safety rules in your company have been ignored recently,
resulting in injuries to staff. You need to make an announcement to remind staff
of the rules and procedures. Work with a partner and create a formal statement
using the phrases in 3. Include some of the following issues.
= fire drills = hot food and drink
= driving and cycling on site = carrying heavy loads

Make your announcement to the rest of the class.
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Practically speaking | Raising a difficult point

1 680D Listen to five extracts from conversations at work and answer questions 1-2.

1
2

In each case, what is the difficult point that is raised?
How does the person raising the point sound? How does the other person respond?

2 68D Listen again and complete sentences 1-5.

1

2

Look,
when ...

OK, well ... Look,

but could you try to be a bit quieter

Please
but ... do you think it would be possible ...

Look, ... I know you spent a lot of time on
it ... You see it really needs a bit more work.

I'm not but, well, I'm really delighted ...
With Thomas, I don’t think it's quite as
simple as that ... , there is still an enormous number of unanswered
questions.

3 Rewrite statements 1-5 using phrases from 2 to make them less direct.

1

“Your design for the new brochure is rubbish. We're going to ask someone else to do a
new version.’

“Your laugh is really loud and annoying. It disturbs everyone else in the office.’

‘The price you've quoted for this job is ridiculously high. There's no way we can afford
to pay this amount.’

‘Your performance over the last year has been really poor. We're not going to increase
your pay until you start improving.’

‘Stop leaving your unwashed mugs around the office. They always go mouldy and
they’re disgusting!’

») For extension and revision, go to Useful phrases on page 135.

4 Work with a partner. Have a conversation about one of these situations. Take
turns to raise the difficult point using an appropriate phrase.

1

You share a small office. One of you constantly has meetings with other colleagues in
the office. It’s very difficult to work while this is happening.

You are in a meeting. One of your colleagues presents some facts and / or figures
which you know are completely wrong.

One of your colleagues is taking a lot of time off work, officially because of stress, and
this is increasing the workload and stress for the other team members.

Your colleague has produced some publicity material which doesn’t match the brief
they were given — you know they've worked hard on this, but it isn’t right.

@ » Interactive Workbook »» Exercises and Tests

Key word | mean

Match phrases 1-5 with mean in
italics to synonyms a-e. ) e
1 | don't mean to sound rude.

2 | mean, ... it's just that ...

3 You mean I'm not smart
enough?

It just seems a bit mean ...
You haven't told us what these
figures actually mean.

in other words

signify

I'm saying

a little ungenerous

it's not my intention
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Developing ethically-responsible policies

The CarbonNeutral Backarbiind

Company

The CarbonNeutral Company
(TCNC) was established over

ten years ago and is the leading
carbon offset and climate
consulting business, with major
clients including Barclays, BSkyB,
Honda, and UBS. CarbonNeutral®
1s the company's registered

mark, and is awarded when CO»
emissions have been reduced

to net zero. Since it broke new
ground with the sale of carbon
offsets in the mid-1990s, it has
provided clients with a broad
range of carbon offset and climate
consulting services, helping

them to measure, reduce, and
offset their CO2 emissions. With
headquarters in London, and an
international network of offices,

it has over 300 business clients
and 60,000 individual clients
worldwide.

carbon emissions = polluting

carbon substances (e.g. CO32)

released into the atmosphere,

mainly by burning fossil fuels

carbon offsetting = the practice

of paying money towards projects

that help the environment to try

to cancel out the harmful effect

of COz emissions produced by a
person’'s / company's activities

carbon footprint = a measure of

the amount of CO2 emitted by a =
person / company
carbon-neutral = when CO»
emissions are counter-balanced
by COz reduction elsewhere, e.g.
through planting trees

TheCarbonNeutral Company

How can we help you achieve ‘net zero C0;'?
Through a mix of ‘internal’ and ‘external’ reductions. Internal reductions cover the CO>
which is cut by changing processes, systems, and behaviour. External reductions (or
‘carbon offsetting’) are reductions that we make happen for you. For every one tonne
of COz produced, we arrange for an equivalent one tonne of CO; to be saved through a
project somewhere else in the world. These projects include:
* Renewable energy: including solar, hydro, and wind as well as biomass and re-use
of products like biogas.
* Resource conservation: including energy efficiency, methane recovery, and low-
carbon fuel switches.
* Forestry: well-managed, long-term forestry which makes a real contribution to
local communities and biodiversity.

Quality standards
We have developed a market-leading quality assurance programme. Our quality
measures include:

* The CarbonNeutral® Protocol: This is the standard behind the CarbonNeutral brand
mark. It incorporates international best practice and is a public and independently
reviewed standard.

Audit trail: Uniquely, we are the only company trading in carbon credits that

commissions an independent third party to verify its carbon business. PWC reviews

our operating system and verifies all aspects of our carbon management chain. This

ensures, for example, against double counting.

* Guarantee of success: The CarbonNeutral Company guarantees every tonne of a
carbon offset project.

Contact us today and join the carbon revolution!

Sky aims to become carbon-neutral

Perhaps Sky is not the first name that springs
to mind when you think of fighting climate
change. But over the last few years Sky has
been committed to reducing its carbon
footprint and becoming carbon-neutral.

The main method used to reduce its carbon
footprint has been Sky'’s offsetting policy. Sky
has worked with The CarbonNeutral Company
to invest in quality offsetting programmes,
including wind power projects in India and
New Zealand.

Sky has also worked with TCNC to reduce
carbon emissions. It has ensured that all its UK
sites are supplied by renewable energy sources,
it has renewed its company vehicle fleet to
reduce COz emissions, and introduced a ‘switch
it off’ campaign to encourage employees to turn
off electrical devices that are not being used.

The results speak for themselves. Sky offset
45,000 tonnes of COz in 2006-2007 and is well
on its way Lo meet the target of 225,000 tonnes
by 2011.

Campaigners question offsetting policy

Green campaigners today labelled carbon emission offsetting policies ‘an indulgence’ and
called on companies to start taking their responsibility to the environment seriously. Henry
Shanklin, an environmental campaigner from Australia, said, ‘Offsets give the polluter a
passport to pollute. By buying offset credits the companies feel like they don't have to reduce
their own emissions. They offer peace of mind, but not solutions. We would rather see people
and companies change their behaviour and reduce their own emissions, rather than rely on
others to offset them for them.’
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Discussion

1 What do think is the best approach for companies aiming to reduce their

emissions — carbon offsets or carbon emission reductions? Why?

2 To what extent do companies try to make commercial gains out of their

environmental strategies?
Who do you think should take responsibility for tackling climate change —
individuals, companies, or governments? Why?

sk

Read about Corutel and look at the sources of their carbon emissions.

Corutel’s carbon emissions oo

Dusmess nps

Corutel is one of Europe’s leading mabile phone
companies, with 32 million customers in 23
countries. Given its position, Corutel is keen to set
a good example of corporate responsibility and
offset its carbon emissions. As a first step, Corutel
measured its carbon footprint.

Electricity
use

Total carbon emissions = 400,000 tonnes

Z The management team at Corutel have arranged a meeting with
representatives from Carbon-lo, a green concultancy firm, to negotiate ways

to help the company achieve its objectives. Work in groups of four.

Students A and B, you represent Corutel. Read your notes below and prepare to
present the company’s main principles in relation to its environmental strategy

at the meeting.

Students C and D, you represent Carbon-lo. Turn to File 52 on page 148,

read your notes, and prepare to present ideas that you think will help Corutel

achieve its objectives.

What we want
+ To be able to advertise our green credentials to our customers and investors.
* To use offsetting rather than emission reduction because one easy payment can be
made per year and it will make it easier to budget for the environmental strategy.
* To have a company forest (as seen on Carbon-lo's website), but other offsetting
projects will also be considered.

What we don’t want

* An emission-reduction strategy wouldn't be effective. Saving energy shouldn't be a
priority for staff as they are extremely busy and it shouldn't be their responsibility.

* A reduction in the amount of business trips is not possible. Allowing people from
different countries lo meet face-to-face is an important part of the company’s
development.

* Customers should nol be included in this project because it is expected that they
would want the company to accept responsibility for this and not pass it on to them.

4 Hold the meeting. Aim to negotiate a five-point action plan that will help the

company achieve its objectives.

The Expert View
There is now a heightened global
awareness of the dangers of
climate change. This has led
to major banks and investment
companies probing the carbon-
reduction strategies of the

es in which they invest.

lly an increasing number
of major compan e not
only adopting carbon-reduction
strategies themselves, but are
also putting similar requirements
on their supply chains. More
individuals expect businesses they
work for or trade with to implement
carbon-reduction plans. Business
as usual or cosmetic change will
not suffice. Conversely, businesses
embracing higher environmental

nay be able to save

money, motivate talented staff
who want to work for responsible
compar nd create new
business opportunities.



'Persuasion

Learning objectives in this unit
* Talking about how we are
persuaded and influenced
* Selling an idea
* Using discourse markers
* Giving and responding to
compliments

Case study

* Initiating an expansion
programme

Starting point

1 Which of your decisions
(both personal and work-
related) are influenced by
the following, and to what
extent?

* family members /
friends / colleagues
media / advertising
politicians
celebrities
your boss
sales representatives
statistics

2 Are you easily persuaded?
Give examples to explain
why / why not.

W .
A

Working with words | Talking about how we are persuaded
and influenced

1 How does advertising manipulate what we think and the choices we make? Read

the text and compare your answers.

Just how easily are you persuaded?

How many forms of advertising do you
encounter on your journey to work every day?
Can you remember any of the advertisements?
Probably not, but somehow the images you see
will make an impression, whether you are aware
of it or not. Are we taken in by these messages?
Of course we are, because it's the advertisers’ job
to generate demand for the product. But how do
they do it? On a very simplistic level, advertising
can be divided into three broad areas which
identify how we are influenced.

1 Need Can you imagine a life without mobile
phones? It wasn't actually that long ago
(1992) when the Global System for Mobile
communications (GSM) started, and less than
1% of people globally used a mobile phone.
Clever marketing promoted the consumption
of mobile phones by highlighting their
usefulness and the ‘necessity’ of being
reachable. Advertisers targeted our busy
lifestyles and sold us a tool which made
communication possible wherever we were,
We didn't actually need mobile phones, but
the need was created and the advertising was
then tailored towards it. The mobile phone
industry had taken off.

2 Belonging The images we are shown by
advertisers tap into our fears of becoming
an outsider. Two of the most basic human

needs are love and a sense of belonging, so to
show images of families and groups of peaple
having fun together subconsciously plays

on our emotions. This powerfully persuasive
tool works especially well on young peaple.
Take the soft drinks industry for example; the
advertising tends Lo reinforce an association
between young people and the product,
appealing to young people’s desire to be ‘cool’
and be part of the ‘in’ group. The product
itself then becomes an icon for being ‘in’ and
young people are keen to buy into this image.

Esteem As we get older, our urge to
conform becomes less important and we are
subconsciously attracted to things which
gain us more respect or elevate our social
status. Advertisers put across this message
by using images which say ‘if you buy this
you'll be more successful, healthier, younger,
aleader ..., etc. Therefore, the person who
has been holding out for recognition of his
or her earning power may buy an expensive
car. Often celebrities are selected to endorse
a product because the target group aspires
to live up to this person’s image. Take the
L'Oréal advertisements for expensive hair and
beauty products; the celebrities may not all
be young, but they look young and declare
(in most languages), that it's ‘because I'm
worth it!’

Work with a partner. Think of your own examples of advertisments which target

the areas of need, belonging, or esteem and discuss how they achieve this.

www.languagecentre.ir




3 Make phrases with a verb from A and a preposition / noun phrase from B, then
match them to definitions 1-13.

A B Definition

to reinforce  a demand for 1 to encourage people to buy something

to tailor into 2 to promote a connection between two things

to promote  (sth) towards a need 3 to create the need for something

to generate  an association between 4 to adapt something to suit a requirement

to hold across (message / idea) 5 to attract or interest someone or something

to appeal into 6 to wait until you get what you want

to live on (emotions) 7 to notice something and react to it

to play up to 8 to use/exploit something for your own
benefit

tobetaken  upon 9 tobe as good as someone expected

to buy to 10 to believe in something

to pick in by 11 to be persuaded to believe something that
might not be true

to put out for 12 to take advantage of someone’s feelings

to tap consumption of 13 to convey some information

4 Work with a partner. Turn to File 53 on page 148 and look at the advertisements.

Discuss what each advertisement is trying to achieve using phrases from 3.

69P Listen to an interview with Jacob McFarlane, a marketing specialist.
1 What does he say about how advertisers approach selling a product in the US?
2 How are Denmark, Russia, and China different?

Complete comments 1-8 using the following words / phrases from the listening.
materialistic exploitative consumer profile usp
motivational aspirational status-anxiety market penetration

1 "The way Sam is expected to take leave when he goes to trade conferences is awful.
His company just takes advantage of him — it's so

2 "We need to think again - there's nothing at the moment to distinguish our product
from the rest on the market. Can’t you come up with anexciting 2’

3 Klarahasavery ________lifestyle. She’s never satisfied with what she’s got — she

always wants to feel that she’s moving onwards and upwards in her career and her life.
4 ‘Jean-Noel is totally obsessed with money and possessions — he always wants to earn

more so he can buy the latest designer products. He'’s incredibly

5 ‘We went to an external sales-training course last week. Absolutely fantastic! The
trainer’s approach wasreally ___ and I can’t wait to try out his ideas.”

6 ‘How can we advertise this product when it's got such a high price tag? It won’t be
normal people we're targeting — only those who hate to feel they can 't keep up with
the neighbours and who have a high level of

7 ‘I've just heard the competition is developing a similar product to our X1-11. That
means we have to ensure is aggressive or we’ll miss out.’

8 ‘The marketing of the new chocolate bar wasn't very successful. Surveys show the

under-20s are buying it, but most potential customers aren'’t being reached. We’ll have

to analyse our — again.'

») For more exercises go to Practice file 12 on page 124.

Discuss your company / a company you know well. How does it market itself? Is it

effective? Would the marketing be effective in other cultures?

@ » Interactive Workbook » Glossary
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Business communication skills

Context

Ranjit Shetty, an entrepreneur
based in Edinburgh, has

a flourishing advertising
company (AA Ads) which has
focused on print media up to
now. He has the opportunity
to break into multimedia
advertising after recruiting

a colleague with expertise

in this field. He has also
secured financial backing,
but Ranjit now has to sell his
diversification concept to his
key staff.

Presenting | Selling an idea

1 Work with a partner and discuss questions 1-2.
1 What are some of the reasons for a company to diversify?
2 How important is it to gain staff acceptance of new ideas and plans?

2 70-73D Listen to four extracts from Ranjit’s presentation and answer questions 1-4.
1 What does Ranjit think will happen if the company doesn’t diversify now?
2 What are the advantages of moving into multimedia advertising?
3 What steps will be taken to help the company achieve this?
4 Why does Ranjit think the company is in a strong position?

3 70-73P Listen to the four extracts again and answer questions 1-2.
1 Which of the following attitudes does Ranjit convey during the presentation?

* assertive * pushy

* upbeat .

enthusiastic

* tentative
* insincere

2 Which of the following techniques does he use to convince the audience and keep

their attention?

* invites audience members to speak
* addresses the audience directly

* asks the audience to do an activity
* uses visuals

* keeps a fast pace

* uses positive language / vocabulary
* plays music

uses rhetorical questions

uses word stress and intonation
shocks the audience

speaks slowly

uses tripling (lists of three points)
shouts at times

speaks with enthusiasm

4 Match categories 1-5 in A to explanations a~e in B,

A

1
2
3
4
5

reinforcing the message
acknowledging different points of view
establishing the need for a change
asking for commitment

building the argument

www.languagecentre.ir

B
a saying why change is necessary
b

making your beliefs absolutely clear

(g

adding more information

(=1

dealing with counter-arguments

e getting people on board



5 Match phrases a-j with categories 1-5 in 4.

Not only that. It's also essential that we ... ___

b ... having said that, it's important to remember ... ___

We're committed, we're motivated, and we believe in what we do, ___
I know that, like me, you're concerned about where we’re going. ___
We could be missing out on a great opportunity if we dont ... ___
OK, that’s the first benefit. Now, the second point .., ___

You could argue that ..., but on balance ... ___

... Is achievable. No question. ___

Please give serious considerationto ... ___

I'm callingonyouto...

w

bt U= - I T = P o

6 Work with a partner. Look at the slides for this presentation and discuss which
phrases from the Key expressions the speaker could use for each point. Then
practise giving the presentation to each other.

« Time-consuming — HR will assist
Many staff want it » Some staff resistance —
Helps HR focus its goals voluntary basis to begin with
Short-term goals are easier + Costs —more appraisals = more
to visualize for staff training? (not clear if this is true yet)

tHatdo What ne
* Great staff — make
them even better!
* HR will support us
* Help retain our best staff —

give them what they want!

* Avoid losing staff — we can pick
up on dissatisfaction quickly

» Will ensure motivated staff

* Will keep us all proactive

») For more exercises go to Practice file 12 on page 124.

7 Work with a partner. Think of an idea for your own department or company — it
can either be completely new or one that has already been implemented. Prepare
a mini-presentation to persuade your colleagues to adopt this. Find out if you
have convinced them,

@ » Interactive Workbook » Email

Key expressions

Establishing the need for a
change

| know that, like me, you are
concerned about ...

What comes across from talking to
you is ...

It's become apparent that ...

We could be missing out on a great

opportunity if we don't ...

Building the argument

We not only benefit from ..., we
also gain ...

Not only that. It's also essential
that we ...

OK, that's the first benefit. Now,
the second point ...

In addition to that ...

Acknowledging different points
of view

Having said that, it's important to
remember ...

| accept that ... but we have to
recognize that ... / put this into
perspective ...

You could argue that ..., but on
balance ...

Reinforcing the message

So, as | said before, ...

... is achievable. No question.
We're in an extremely strong
position. Why? Because ...

We're committed, we're motivated,
and we believe in what we do.

Asking for commitment /
concluding

| very much hope that ...

Please give serious consideration
10...,

We can't afford to miss this
opportunity ...

I'm calling on you to ...

@ » Interactive Workbook
» Phrasebank
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Language at work | Discourse markers

1 74P Listen to these extracts from the presentation and complete sentences 1-12.

1

10

11

12

I've been doing some research into our position in the market and what opportunities
are available to us, and I'm excited.

I'm excited because what comes across from talking to you is your collective
enthusiasm in what we do and your genuine wish for us to succeed.

without your support my plans won't be possible.

things are going well now, but ...

We could be missing out on a great opportunity if we don’t diversify —

this won't be cheap and it won't be easy.

[ can’t expect you to buy into this plan without some facts.

— _,studies show that most companies only invest a small
percentage of their advertising budget in print media.

most of our customers want agencies that offer a variety of
advertising media — they want options.

this information should ring alarm bells for us.

... we're third in our region for print media. I'm not happy with that.
Ravi, our key account manager, actually comes from the field of online advertising so
he's going to be our guruy,
Now, ______ before, we've secured external investment for our
diversification plan and we've employed a consultant.

I accept that you may not like an outsider telling you what is the right thing to do,
but we have to recognize that this person is an expert, and they may well see things,
opportunities, that we might not. _ ~  he'sonourside.

2 Match the discourse markers in 1 to these categories. Note that some discourse
markers could fit into more than one category.

a

[T = PR e R =

Indicates how open the speaker is going to be:

Connects information from before with something that will follow:
Emphasizes how clear / fundamental the following point is:

Indicates that words are used which don’t have their normal meaning:
Indicates change of topic:

) For more information; go to Language reference Unit 12 on page 133.

3 Work with a partner. Look again at the discourse markers in 1 and discuss
questions 1-4.

1

2
3
4

Do you usually notice discourse markers when listening to spoken English or when
reading written English? Why?

Why do we use them?

Which do you currently use in your spoken English?

Which would you like to start using more often?

) For more exercises, go to Practice file 12 on page 125.

4 Think of some recent news. It could be one of the following.

company news
national news
international news
competitor activity
celebrity news
personal news

Work with a partner. Take turns to talk about the news using discourse
markers from 1.

www.languagecentre.ir



Practically speaking | Giving and responding to compliments

1 75P Listen to six conversation extracts and answer questions 1-3.

1 Which extracts include a compliment on someone’s appearance?

2 Which extracts include a compliment on someone’s work / achievement? ___
3 In which extracts does one or both speakers seem uncomfortable? ___

N

(=)

HITTHN

bl

e

75P Listen again and decide why the speakers might feel uncomfortable in some

of the extracts.

Look at phrases 1-15 from the extracts in 1. Decide which are used to compliment
someone (C) and which are responses to a compliment (R).

That was great.

A very worthwhile meeting.
Thanks.

Thank you. I felt it went well.
You're looking well.

I like your ...

I thoroughly enjoyed your talk.
It was very interesting.

O N Wbk W N -

9 Idon't know how you can say
that, but thanks anyway.

10 I'm glad you enjoyed it.

11 Great design.
12 Ilove...
13 [was hoping it would be well received.
14 Well done, you all did a great job.
15 You have very nice ...

») For extension and revision, go to Useful phrases on page 135.

Work with a partner. Use phrases from 3 and have conversations 1-4. Avoid
making your partner feel uncomfortable and respond to any compliments

appropriately.
1

w
e W W Wwe

You have a new haircut.

You've just given a presentation.

Compliment your partner on his / her presentation.
Compliment your partner on his / her cake.

You've brought in a homemade cake for a colleague’s birthday.
You've presented a new package design to your company.
Compliment your partner on his / her design.

Compliment your partner on his / her hair.

@ » Interactive Workbook » Exercises and Tests

Key word | kill

Match the phrases in italics with
kill to definitions a-f.

1 I'm going to have to sit down,
my feet are killing me.

2 | heard he made a killing from
selling doughnuts at the World
Cup!

3 ... but don't tell Sandra — she'd
kill me if she knew what I'd
done!

4 When | heard José wanted to
become a singer | killed myself
laughing — | mean, he's tone
deaf!

5 It won't kifl you to admit we
targeted the wrong market with
that advert.

6 John asked Abi about her new
job, but she didn't get asked to
second interview — it was a real
conversation killer!

a to make a lot of money from
something

b to laugh a lot about something

¢ to be a lot of effort to do
something

d to be very angry about
something

e to hurt

f to stop something abruptly

Culture question

= How would you feel if someone
complimented you on a) your
general appearance, b) a specific
part of your appearance — eyes,
hair, etc., ¢) your belongings?

* Do you know of any cultures
where these types of
compliments are not appropriate?

* Does it depend how the
compliment is made and who is
making the compliment?
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FJR Immo

FJR Immo is a small international
property company which has
recently gone public. Its core
business is buying and managing
properties for the commercial
sector. Its headquarters are in
Belgium. It has already expanded
into several international markets
and has used local partners in
these countries to ensure its
success. FJR Immo now wants
to initiate a gradual expansion
programme into some of its new
markets: China, Russia, and
Brazil. The decision has been
made to focus on Brazil first. It
has already helped a few clients to
find property there, and now FJR
Immo considers it an important
strategic step towards becoming
more established in Brazil to open
an office there.

st EERERE RN R

Property company seeks international expansion

Belgium-based FJR Immo is on the up. Having successfully conquered the German, Italian, UK,
and Bulgarian markets, discussions are now in the pipeline for branching out into Brazil. FJR
Immo is a relatively young company, but due to its clever strategy it has managed to become
a key player in a highly competitive market.

Strategy

FIR Immo’s strength lies in specializing in certain industry sectors, giving them the edge over
the competition. At the moment their main client base lies with IT companies. By specializing
in this way they now know exactly what IT companies’ requirements are when looking for
office space, and can give their local agents a very specific brief. FJR Immo also has a good
track record in finding reliable and committed local agents who they work in partnership
with — a rare commodity! By supporting them, providing them with international information
about the property industry through newsletters, and offering yearly conferences, the agents
feel well looked after and their results speak for themselves,

Communication

Expansion doesn't come cheap, but FJR Immo doesn’t seem concerned by this. Henri
Laurent, head of planning, is convinced the stakeholders will buy into the opportunities
Brazil has to offer. ‘Our stakeholders are involved in our business planning and kept informed
of every strategic move we wish to make. Maintaining an open dialogue with them ensures
we are all clear about the direction we're going in and why. If the stakeholders understand
what we want to achieve, it's easier to move forward and make changes.’

Watch this space to see how FJR Immo’s stakeholders affect the decision to enter the
Brazilian market.

How has FJR Immo tried to gain an advantage over its
competitors?

Why might the stakeholders reject the expansion plan?

Would you consider expansion into a country such as Brazil
a good idea? Give your reasons.

strategic planning team and compare your answers to 2 and
3. What’s the plan of action?




Work in groups of three.
Student A, turn to File 55 on page 149 and read Michelle’s email attachment.
Student B, turn to File 25 on page 141 and read Yves’ fact file about Brazil.

Student C, turn to File 48 on page 147 and read Yves’ research on doing
business in Brazil.

Discuss FJR Immo’s internal strengths and weaknesses and external
opportunities and threats using information from your Files. Make notes
during the discussion and work together to create a SWOT analysis of
the company.

Strengths Opportunities -

_Ihreats

You are on FJR Immo’s committee for the expansion plan. You have to
convince the stakeholders that this is a good idea. Prepare a presentation to
‘sell’ the idea to the stakeholders. Follow points 1-4 to help you.

1 Decide what the implications for the company could be.

2 What USPs and skills does your company have to make the expansion a success?
3 Look at your KPIs: could they remain the same?

4 Look at your SWOT analysis. Are there any points that may be of concern to your
stakeholders? How will you address these?

Give your presentation to the rest of the class. When listening to presentations
from other groups, you become the stakeholders and should decide how
convincing each presentation is — would you agree to their expansion plans?

I
15,

The Expert View

When expanding your business
into a new geographic market, it is
vital to gain a solid understanding
of the local customer market,

the competitors, and relevant
target market attributes

including suppliers, government
requirements, and legislation.
Moreover, you need to correctly
define the company's current
financial, human, and technical
resources. This will determine
the best mode of market entry:
exporting, licensing, joint venture,
franchising, or direct investment.
It should be noted that in an
international business every
single aspect of the business
from contracts to packaging and
payments has to have a local
flavour. Subtle nuances can make
a big difference! Serious planning
and preparation can hence make
entering foreign markets e ;
faster, and much more successful.
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1 | Practice file

Working with words

1 Complete these sentences with the verbs from the list.
Change the form of the verb if necessary.

build (x2) process

keep (x2) give

form take

work

manage

read weigh up

1 Jens found it very difficult to the situation at
MMEK - he couldn’t understand what was going on at all.

2 If you want to good relationships with clients
from other cultures, you need to inform yourself about

their customs and ways of doing things.

3 Before relocation, we the pros and cons of
staying in our own country or moving to a new location

with lower costs.

4 Ican't give you a final decisionuntilI've ___ all
the information you sent me.
5 Il my eyes open when I go to that meeting in

Tokyo so I can learn more about office etiquette there.

6 Here in the south, we like to our time to get
to know people before we do business with them.

7 Some people an opinion of a company based
on first impressions, so the attitude and behaviour of

reception staff is very important.
8 My six-month placement with ACI me an
insight into how business is conducted in India.

9 Erik will be managing a multicultural team so he'll need
to _his intercultural skills.

10 Sanjit’s move to the European office will both
ways — he'll learn about our culture and we’ll get extra
help with the project.

11 For me, the hardest part of doing business in a different
culture is unknowns — [ don't like dealing
with unfamiliar situations.

12 Petra an open mind while she was investigating
the cause of the communication breakdown — she wanted
to talk to everyone before she reported to the CEO.

2 Replace the words / phrases in italics with the
adjectives from the list. Make any changes that are
necessary.

out-of-the-way  outspoken  run-of-the-mill
down to earth unexpected low-key
up-and-coming time-consuming easy-going
open-minded tedious self-assured

1 Sam is very practical and sensible , which helps
us keep things in perspective when there are problems in
the office.

2 DDM's new office building is attractive, but it's quite difficuit
togetto and doesn’t have good transport links.

3 1was open and honest
plan and this offended my hosts.

in my criticism of the

4 [ don't like to attract a lot of attention so my retirement
party was simple and not extravagant

5 The position they offered was not particularly interesting
—in fact it was rather ordinary

6 One of the most surprising things was the
number of times meetings were rescheduled at the last
minute.

7 My manager has a relaxed attitude towards
timekeeping so [ don’t have to worry if I'm late for work.

8 This project is taking a lot of time
the results will pay off.

, 50 hopefully

9 We prefer to do business with companies that are willing
to listen to different ideas and not afraid to take
risks.

10 Sometimes the fact that he is so confident in himself
does come across as arrogance.

11 They've just opened a new branch in an area of town that
is growing in popularity
12 Data entry is one of the more boring and repetitive
aspects of the job.

Business communication skills

1 Sonia and Luis are discussing Luis’s visit to a
potential site for the company. Choose the best
answer from the words in italics.

Sonia How did you feel about the beach site?

Luis I've got to say that I'm not 100% 'agreed / convinced /
decided. ] mean, it’s beautiful, But it's more of a holiday
resort than a business centre. There’s too much of a
holiday feeling — and it's not even especially close to the
airport. All in all, it's going to be a bit more complicated

than we zantk‘:pated / considered / proposed.

Sonia I see. What about the potential pitfalls? What’s your
impression of the local workforce, for instance?

Luis Well, I *shouldn’t / wouldn’t / didn’t go so far as to say
that they don't speak English at all, but I did run into a
couple of problems. I'm saying not / I'm not to say / I'm
not saying it's a bad thing that their French is better than
their English, it's just that English will be a major factor
as well, so I'm a bit *aware / careful / wary of that. I'll do
more research if you want, but I can’t promise Snothing /
something / anything. I'm a bit reluctant to recommend
the site at this stage.

Sonia What about the city-centre site?
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Luis I Tought to / 've got to / shall say that I've never seen
anywhere quite like it. I'm totally convinced by its
potential, as it’s really got everything you could ask for.

I'm sure you'll agree that the local facilities are first class.

There’s also an old factory which I'm fully 8confident /
assured / insured we can acquire and refit.

Sonia I'm not sure whether the budget will stretch ...

Luis That's not an explanation / a reason / a rationale to
delay. As you'll see from my projected figures, the price
of the disused factory is a bargain! We “can’t / mustn’t /
don't go wrong!

Sonia Then that shouldn’t be a problem.

Correct the mistake in each sentence.

1 I'm not just 100% convinced ~ [ mean, theoretically it’s a
good idea, but ...

2 I'm fully sure that you'll agree to the proposal.

2 Read Xavier’s notes for his conference presentation.

3 To be just, the whole matter could have been worse.

4 Icollected from your report that he would not be coming,

5 I'wouldn’t go so much as to say that I think it is fantastic,
but it certainly has potential.

6 From how I could see, there are already several
established retail outlets.

Report these statements as indicated in brackets.

1 The meeting went much better than expected. (reporting
a personal observation)

2 The trip did not go as planned and I had a lot of
problems. (avoiding being negative)

3 The proposed site would be perfect for the company.
(being persuasive)

4 The project is going fairly well. (reporting from another
source)

Language at work

1 Choose the correct answer from the words in italics
to complete these extracts from a company’s strategy
statement.

1 We are growing / grow our business by adapting what
makes / has made our business a success in the UK in
recent years to our other international markets.

2 We have expanded / will have expanded our Dutch
operations with a move into retail banking. Initial figures
have been / were very promising.

3 The fall in our share price reffects / is reflecting problems
in the markets, and in the last year we have continued /
continue to outperform the stock market overall.

4 lan Opie takes / will have taken over as CEO on 1 March
2011, when Rita Flagstad is stepping / has stepped down
after eight years in the job.

Correct his use of tenses where necessary.

1 We are completing the second phase by the end of April
next year.

2 We have originally hoped to commission Meyer for the
redesign, but their books are full until 2012.

3 As the project nears completion, I'd like to thank all
those who had been working on it and are here today.

4 [take questions at the end of this presentation, if you
don’t mind waiting till then.
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5 1 wanted to show a short video now, but there’s seeming
to be some kind of technical fault, so bear with me.

6 We will have sent these figures to you by email after the
presentation, so don’t worry about them now.

7 I'll now be handing over to Carla. She worked on this
area of the project for the last six months.

8 Our sales have levelled off for some years, but now
they’re growing rapidly again.

9 That’s a very good question. Actually, I thought about
this in the taxi from the airport.
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' Practice file

Working with words

1 Match 1-12 to a-1.
1 Although it may be difficult, it’s important to stand ___

2 Always be aware of the most recent developments in
your field so that you stay __

Show your flexibility — don’t cling __

Be creative — show that you regularly come ___
If you're hoping for promotion, keep ____

My boss is great. She will always stick

I belong to a really supportive team. We all look ___

0 N OO ;s W

Make sure you prepare your arguments carefully so that
they'll stand ___

9 Share success at work with your team. Don't hold ___

10 Employers value people who can use their initiative and
get

11 Show that you are different — stand ___

12 You need to demonstrate your potential if you want to
move ___

up to close scrutiny from the management board.

[= 2]

up with new ideas, and encourage innovation in others.

n

out from the crowd and get noticed.

=%

up for what you believe is right and give your point of
view.

e in with your superiors — their opinion of you is what
counts.

f up for you, even if she doesn’t agree with a decision you
made.

g onto an idea stubbornly — if it doesn’t stand up to
scrutiny, just let it go.

h on to the next rung of the career ladder.

i ahead of the game by knowing more than your
competitors.

j ontoitjust for yourself.
k on with their work without supervision.

1 out for each other, even when we're under a lot of
pressure.

2 Match the multiword verbs in 1 to these phrases with
a similar meaning.

1 have an advantage
keep

continue with

take care of
defend

L= = B N L A ]

distinguish yourself from

be unwilling to let go of

8 progress to

9
10
11
12

be on good terms with
think of —

support

remain valid

3 Choose the correct answer from the words in italics.

1

Sometimes it’s important to put / take / walk a step
backwards before you can move forward.

I don’t want more responsibility so would prefer to
move / go / change horizontally within the company.

It can often be far more interesting to go along /
lead / follow less conventional paths than climb the
promotional ladder.

Broadening / Developing / Opening your horizons and
trying something new is always healthy.

Sometimes it takes time to develop / work / grow into
your role and do your job well.

I want to do something that aims / goes / takes beyond
the scope of my current position.

Doing a further training course should place / put / post
you in a better position for promotion.

Inevitably, you will come across / reach / find a stage in
life when you will welcome change and new challenges.

e L T T e e W |
Business communication skills

1 Complete these phrases with the verbs from the list.

comein like
get  suppose

understand
keenon talk

getonto come back

think mention

So, let’s started. First, can we discuss ...?

Perhaps you'd like to
issues, John.

us through some of the

this idea, but I think we
should do some more research before ...

You probably won't

Would this be the right momentto ______the

contract details?
I'm sure you'll the need to find the best
possible candidate.
Can | suggest we
later in the meeting?

I —_s0. But do you really
attract a better candidate?

to this point about overtime

that will

I know you're not .
we do need to consider it.

Ana's suggestion, Matt, but
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9 Ifl could just
should we ensure ...7

here for a moment, Jan? How

10 'l the subject of pay scales in a moment.

2 Match each phrase in 1 to these categories.
a Involving people:

Disagreeing / Expressing reservation:

b

¢ Managing the discussion:
d Putting forward unpopular ideas:

e Putting forward ideas you're confident about:

f Asking permission to speak:

3 Correct the one mistake in each of these sentences.
1 Would you want to talk about that now, Sophie?

2 The obvious solution to this problem can be to advertise
the position more widely.

3 The target of today’s meeting is to draw up a short list of
candidates.

4 It’s interesting you had said that, because actually the
opposite is true.

5 Could I only say something?

6 I'm not sure how your feelings are about this, but I think
we need to review our recruitment policy.

7 But what makes you so true our company will benefit?

8 Given that Arturo does have much experience, wouldn’t
it be better to take on a contract worker?

4 Match the phrases in 3 to the categories in 2.

N e
Language at work

1 Match 1-10 to a—j.
1 Ifthe interview had gone better,
Even if the interview had gone better, ___
Unless you had got four years' experience, ___
You needn't have senta CV - __
My first boss could have given me more support— ___
If I'd been born into a very rich family,
Whether I'd gone to Harvard or Yale, ___

It would have been good ___

0 o N o s W b

It's just as well ___

—
Q

I still don’t think that ___

a my opportunities would have been similar.
b your application form had all the relevant information.

c | might have got the job.

if you'd told us about their offer.
we wouldn’t have given you the senior post.
promotions at this level should be automatic.

that’s my biggest criticism of him.

=g - T N« T = 9

[ probably wouldn’t have got the job.
i we were able to match their offer.

j ldon’t think I would have had such drive.

Rewrite these sentences using conditionals, starting
with the words given.

1 Ididn't ask for a pay rise. I didn't get one.

Even if

2 The company didn’t renew our season ticket. [ couldn’t
go to the football game.

If

3 They got rid of the air conditioning. The office is
unbearably hot.

If only

/

4 The airport staff called off their strike yesterday. I'm in

Spain now. 3
&
If o
) ) (=)
Complete these sentences with words from the list. 2]
—r
would might should had have %
1 Marketing have let us see the promotional N
material before releasing it — it’s terrible! C'_'} ~
2 Perhaps you're right - 1 have been a bit too o]
direct. @
@D
3 1 havebooked ataxi if I were you. A
4 Jim might finished earlier if the printer
been working.
5 Ididn't realize you weresobusy. You__ have
asked for my help.
6 [could taken on some of your work — I had
some free time last week.
7 Ifshe had the information last week she

would have been able to include it in her presentation.

8 Ican't find the receipts anywhere. | suppose it's possible
that Rachel have taken them from my desk so
that she could process my expenses.

9 It have been better if we had known about the
delay to delivery sooner — we could have changed our
plans, but it’s too late now.

10 We___ have bought that company when we had
the chance. If we had, we'd be market leaders by now.
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Working with words

3 Complete these sentences with the correct phrase
from the list.

106

1 Choose the best answer from the words in italics.

1 The new secretary is very effective / efficient — she
works incredibly quickly and to an admirable degree of
accuracy.

2 We're accessing / entering the final stage of the appraisal
so all participants will need to access / enter key
documents as quickly as possible.

3 She was given no option / opportunity but to accept the
pay-off and leave at the end of the week.

4 The new CEO has completely transformed / transferred

the working ethos in the company — employees are no
longer apathetic and unmotivated.

5 Tests were implemented / carried out to confirm the
seriousness of the diagnosis.

6 The change procedure / process is naturally a long one,
which can be aided by having a set of procedures /
processes in place.

7 Alarge, flexible team of staff provides the means / ability
to offer a 24-hour service.

8 The group’s main purpose / meaning is to oversee the
implementation of the new management structure.

9 You don’t necessarily have to jump around and be
energetic / dynamic to make a good impression on an
audience — but you really have to be energetic / dynamic
if you want to keep their attention.

10 The security department has put in place / installed
cameras everywhere — | even noticed one above the
mirrors in the bathroom the other day.

2 Find the noun which does not collocate with each verb.

achieve good results
assess the situation
accommodate the needs
generate enthusiasm

facilitate productivity
exchange ideas
anticipate objections
measure the performance

It can be difficult to of individual
staff, but there are a lot of useful tools that use a rating
scale of 1-10.

The marketing team met to for a
slogan for the new advertising campaign.

If you __ __ toorganizational change,
you can prepare convincing arguments in response.
The investment in new machinery to streamline the
production process should

Staff morale has been low so the company has brought in
a consultant to and find out why.

We've introduced a new system of flexible hours to
of working parents.

Having a pleasant and comfortable working environment
helps to for the job.

He hopes to in his accounting

exam.

Business communication skills

1 Complete this presentation about flexible working
and e-teams with the phrases from the list.

I said earlier  and this brings me  this is where
turningto movingon forexample [ mean

1 assess progress / performance / targets / a justtofillyou I'dlike tostart just to digress
situation something to think about  put it another way
2 measure progress / objections / success / ... I'm going to talk about flexible working, and in
performance particular e-teams. 1 in on some
3 achieve results / ideas / targets / success of the background, research has shown that flexible
: | - working exists in 48% of companies with ten or more
4 generate performance / ideas / enthusiasm /

interest

5 anticipate problems / objections / requests /

productivity

6 facilitate productivity / progress / change /

objections
7 accommodate needs / development / requirements /

requests
8 exchange information / potential difficulties /

ideas / knowledge

employees, and 61% of managers said that flexible
working results in job satisfaction. It’s
2 and I'll return to this later ...

3 by saying that a good

communications policy is vital. The e-team operates
on a ‘dispersed’ basis. To 4 team
members work in different locations and at different

times. This means that synchronous communications

need to be improved to take account of reduced face-to-
face contact. By ‘synchronous’
meetings, telephone, video-conferencing. Asynchronous
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communications — briefing notes, circulars, email,
voicemail — need to be managed more carefully ...

s O B to look at the customer
dimension. Whatever the working arrangements, it's
vital that the customer gets a quick response. So,

D making the customer wait until
a part-time member of staff is on duty, possibly several
days later, is not acceptable. The vital information

needs to be constantly available ...
8

Now, — the issue of contacting

staff members, As ¢ , the team is
likely to be dispersed. The ideal is to have a ‘seamless’
telephone system. '

people are

integrated into the telephone network wherever they are.

1 for a second — use of the

telephone should be encouraged. Regular voice contact
is important to avoid isolation.
12

_to the last point — there’s no
substitute for getting everyone together on a regular
basis. Make it fun, too ...

2 Put the words in the right order to make phrases.
1 talk / divided / I've / into ... / my / up

2 Tll.../all / after / of /that / first / I'll ...

3 in / about / more / I'll / that / moment / say / a

4 on /background ... / to / fill / just / in / you / of /
the / some

5 are / now / know / with ... / 1/ if / you / familiar
/ don’t

6 point / this / and / key / my / is

7 now / I'll / any / happy / be / take / to / questions

Language at work

1 Complete these sentences with the most appropriate

future form of the verbs in brackets.

1 Sorry, Ali, I'm in a meeting right now.
I (call) you back in twenty minutes.

2 We (roll) out the changes in our
management structure over the next year.

3 The video link’s down. Never mind, I __
(give) the presentation on my own.

4 You (listen) to me for over an hour
by then, so at that point [ (take)
any questions.

5 You (learn) about your annual
bonuses on 5 April, all being well.

6 Henry (speak) to everyone in
the room by the end of the evening, I think. He’s such
a networker.

7 Their shares
dividend, given past form.

(yield) a decent

8 It — (be worth) finding out why they
turned down the offer.

Rewrite these sentences using the words in brackets.

1 It’s likely that the consultants will suggest merging the
departments. (probably)

2 I'm sure they'll deliver the stock in time. (almost
certainly)
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3 The management will ask our opinion before making the
changes. (bound)

4 The tax changes might well turn investors away. (probable)

5 TI've got to go now, but I'll probably see you at the launch
party later. (good chance)

6 The training course probably won’t be useful. (unlikely)

7 We think the CEO will make an announcement at the
dinner. (expected)

8 They may need more identification than a eredit card.
(perhaps)
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Working with words

1 Match 1-12 to a-1.
1 It’s advisable do some research and weigh ___

2 Ifyou spread your investment across several companies,
you minimize ____

3 We don’t want to expose our customers ___

4 As aretailer we constantly have to try to anticipate
changes

5 We've noticed that our staff find it difficult to accept ___

6 If we don't come up with a new concept we run the risk __

7 Once we've launched the product it will be important to
gauge ___

8 Insurance companies have to carefully evaluate ___

9 When scheduling a project, it helps to identify potential
problems ___

10 His company went bankrupt because he failed to
recognize

11 Before we invest in this new product we need to
determine whether

12 Financial advisors analyse market conditions and trends
to help them predict ___
a in consumer behaviour.
b the risks it was facing,
¢ how the markets react to it.
d which sectors will grow over the next few years.
e change, so we have to introduce new procedures carefully.
f oflosing market share to our competitors.
g the risk of making a loss,
h there is a market for it.
i that could affect deadlines.

j toidentity theft, so we have measures to safeguard
customer data,

k risks to help them decide on their premium prices.

1 up the potential gains and risks before investing in a
company.

2 Complete these sentences. Use the answers to
complete the crossword and find the hidden word.
1 He'ssucha driver — he just doesn’t seem to
recognize danger and he puts everyone else at risk too.
2 He won't ever support my idea for this new concept
— he’s just really

3 Lending so much money without any guarantee that it

would be repaid wasn’t exactlya __action.

4 Firing Piotr for acting without authorization was a pretty
. decision - I think she regrets it now.

5 Itend to be quite with my investments — |
don't like anything that’s too high-risk.

6 Expanding into new marketswasa__ step -
[ wasn'’t sure about it, but it seems to have worked.

7 It's to think that you can use the company
credit card for personal expenses without someone
noticing.

8 If you want to be innovative, you simply can’t be

because you have to be prepared to deal with
unknowns and take a chance now and then.
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Business communication skills

1 Katja’s team are organizing a company event. They are

discussing the menus for the formal dinner. Complete
their conversation with phrases from the list.

could you let Torsten finish, please

I'd be really interested to hear what you think about
the printer issue

I'm not fully convinced as yet

we seem to have some sort of consensus ...

could you talk us through this

you're saying that

bring the conversation back to the agenda

can I just check — we are now talking about

maybe we're digressing a little

Katja I'd like to start with the menus. Torsten,
1 ?

Torsten Yes. We've prepared the text for the menu and
we've decided to use a company called Theta.

Wolfgang * the
printers we're going to use for the menus?

Torsten Yes, that’s right. A couple of printers sent us some
sample menus and [ think Theta is the best. They've ...

Elke 3 Theta

can offer the same level of quality as Schmidt’s?
4

Katja Sorry, Elke. ?

Torsten Yes, well as I was saying, I chose Theta because
they have the best prices and their design was great.
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Wolfgang By the way, has anyone seen the new design of
the company magazine — I think it looks terrible.

Katja ©

Elke I totally agree with you, Wolfgang. I really don't
understand why they changed it.

Katja IfI could just ’
Wolfgang, 8

Wolfgang Yes, well  agree with Torsten. Theta is offering
the best deal, and although the quality is not quite as
good as Schmidt’s, it’s still good enough.

Katja OK,well,®

They are now discussing entertainment. Choose the
correct answer from the words in italics.

Wolfgang So, what's happening with the entertainment?
We haven't discussed that at all yet.

Katja Maybe we can 'let / allow / ask Elke answer that.
She'’s been working on entertainment.

Elke Have you seen this brochure of party decorations? They
look great. I think we should get some balloons and ...

Katja That's interesting, Elke, but I think it’s probably best
discussed / left / given for another meeting. We don't
have much time, so I'd like to prioritize entertainment.

Elke Sorry. Yes, er ... we were thinking of hiring that Abba
tribute band, but I'm having second 2opinions / ideas /
thoughts about it now. Maybe the Beatles tribute band
would be better.

Torsten With *regret / respect / regards Elke, do we really
believe that those kinds of bands are a good idea at such
a sophisticated evening event?

Wolfgang Do we need any live music at all?

Elke Well, I've started to wonder that. Maybe we don't ...

Katja I'm not sure this >gets / leaves / is getting us
anywhere. The decision has already been made that we'll
have live music, so can we try and make a decision on
this? Can I just ask everyone ®to conclude / to sum up / to
tell their views on this?

Wolfgang OK, well I still have serious "reservations /
considerations / observations about having a tribute band.
If we must have live music, I would prefer a jazz band or
a string quartet.

Torsten [ totally agree.

Elke Well, I suppose I could look into that.

Katja So am I right 8about / with / in saying that the
general opinion is we'll go with either jazz or classical?

Elke Yes - I think so.

Katja Good. I'd like to ®draw / say / manage things to a
close now, so ...

Language at work

1 Rewrite these pairs of sentences using it, this, or that.

Sometimes more than one answer is possible.

Example: We've booked you a videoconferencing room.
The videoconferencing room will be ready from 3.00 p.m.
=> [t will be ready from 3.00 p.m.

1 A Didn’t we meet at the Jakarta conference in 19997

B Yes, the Jakarta conference was one of the most
useful conferences I've been to.

2 Aleph's submitting his evaluation by email. His
evaluation should be very helpful, I think.

3 We need to minimize the chances of a downturn. A
downturn would be disastrous.

4 We need to minimize the chances of a downturn.
Minimizing the chances of a downturn is just good
business practice.

5 The auditors are arriving tomorrow. What's worrying
me is: ...

6 A My problem is understanding all the jargon.

B Understanding all the jargon is my problem, too.

Complete this presentation with it, this, or that.
Sometimes more than one answer is possible.
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‘We can't say exactly what will happen next year.
1 would make our jobs much less interesting,
anyway! But there are some predictions we can make fairly

confidently. 2
3

is why I've called the meeting today.
will have three parts. Firstly, we'll carry

out a review of our performance lastyear. . will
help us identify the current trends in the market, and our
strengths and weaknesses. Next will be a “blue skies” session.
9. will involve us splitting into groups of six.’

Look back at your answers in 2 and decide what they
refer to. Choose the correct answer from the options
below.

1 a nextyear
b being able to say exactly what will happen next year

2 a the fact that there are some predictions
b the fact that we can be fairly confident

3 a the meeting b today

4 a our performance b the review

5 a the session b splitting into groups of six
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Working with words

1 Complete these sentences with the best option a—c.

1 My skill in languages was viewed by the rest
of the team.
a helpfully b clearly ¢ positively

2 We've spent a lot of time together this month because
we've been working
a tightly

on the Remdon account.

b closely c directly

3 Ididn't receive the same pay rise as my colleagues so |
thought I'd been treated
a unfairly

b illegally ¢ thoughtlessly

4 You have to tread very with Simon as he is
easily upset when there is a problem.
a easily

b thoroughly ¢ carefully

5 It's quite hard working with Jenna. She doesn’t express
herself very so | don't always understand
what she means.
a obviously

b clearly ¢ noticeably

6 When there’s a crisis in the office, Clare has the ability to
consider the facts and look at things -
a objectively b evenly

¢ exactly

7 My boss pushes us to meet deadlines and
achieve the results he wants.

a heavily ¢ hard

8 Ideally, we want someone who can come up with good
ideas and communicate them
the team.

b forcefully

to the rest of

a completely b effectively ¢ thoroughly
2 Choose the correct answer from the verbs in italics

and the prepositions in bold.

1 Admittedly, there are certain tasks that I tend to not
spend / pay / save attention in / to because I find them
boring.

2 Part of my job is making sure that the team keeps /
obeys / goes at / to the budget.

3 1like to follow / steer / guide clear in / of arguments at
work as [ prefer a calm environment.

4 I'm afraid your work has dropped / gone / fallen short
of / to the standards the company expects.

5 Technical people are often able to point / focus / aim
with / on solutions in a systematic way.

6 Idon't know how to cope / make / control with / at this
situation so I'm going to ask my boss for help.

3 Rewrite the sentences in 2 using these verbs in place
of the multiword verbs,

= 7 B S ]

achieve neglect pinpoint handle avoid meet

Business communication skills

1 Put these words in the right order to make phrases.

1

10

how ... / don’t / just / understand / I

try /and / we / look / avoid / any ... / can ?

propose / with / you / how / deal / issue / do / we / this ?

try / and / facts / we / on / can / focused / the / stay ?

real / is ... / the / here / issue

say / you / what / to / do / trying / I'm / understand ?

[/ mean / but .../ what / you / see

get / here / not / to / try / personal / let’s

I've / make / correctly / I / sure / can / just / this /
understood ?

you / if / aware ... / don't / are / know / 1?
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2 Complete these sentences with the phrases from the
list.

we try and avoid  you be happy  a bit worried

not happy with  Ibe right in thinking  prepared to
what youmean  just don't understand

if you are aware  be more than happy

1 Idon’t know but the reason the
situation arose in Sales was that the brochures were late.

2 Would that no one bothered to tell
the HR department?

31 how we let the complaint get so
far.

4 I'm delay the campaign if we can
sort out the problem with the printers.

5 Would __ to meet with a mediator?

6 I'm about what is going on in the
new factory.

7 Isee , but surely we need to do
something about this now?

8 Id to look into a compromise.,

9 Look, can

10

any unpleasantness

—we're all adults after all.

I'm really
dealt with.

the way this has been

Language at work

1 Rewrite the underlined sections of these sentences to
change the emphasis, starting with the words given.

1

He didn't contribute to the meeting until the end.
Only at

She didn't even answer my main guestion.
My
I like her as a person, but [ can’t stand her lack of
professionalism.

It's

Ben isn’t very well-qualified, but his boundless
enthusiasm is impressive.
What's

Zoe is the best listener in our meetings.

The person ____

It’s matters like that which you need to inform me of.

It's absolutely vital

7 1value creativity above anything else.

Creativity

8 1don'tlike his constant need to make stupid jokes.

It's

Correct these sentences.

1 We were very indeed impressed with all the proposals.

Team players like Martine are very essential to any
business,

She’s so just close to being an excellent manager, if only

she'd listen more.

Not only the report is a month late, but also I now find
it’s full of mistakes.

Mo is completely good at a few things, but she’s not an
all-rounder.

It was annoying was their lack of punctuality.

What like I best about my job is the variety.

Never | have seen such an appalling presentation.

Why which is I decided to get in touch with you.

The person is chairing tomorrow’s meeting is Xavier.
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Reason why I'm saying this is to be constructive.

It’s someone from HR she is on the phone.
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6 | Practice file

Working with words

1 Complete this text with the verbs from the list.

think look fall
bounce run

get try it
figure get

Six tips for creative thinking

* Creativity often needs peace, so ' out ways
of getting some quiet time for yourself. Or have an ‘away
day’ with colleaguesto?________ around ideas
together.

L]

To come up with new and unusual ideas, you need to

3 outside the box. Be open to new
perspectives. * beyond your beliefs and usual
ways of doing things.

e Writing down your ideas and thoughts will help the

creative process. The more ideas you have, the greater
the chance you might ° on a few good ones.

Take risks! Expect that some ideas will fail or

g _ by the wayside. See them as experiments
rather than mistakes then ’ back on track and
come up with new solutions.

s Be curious. Ask a lot of questions. Challenge existing
methods and out different things.
e The end result of a creative idea needs a lot of hard work.

So don't give up when you * into problems or
when projects fail to 1° off the ground.

2 Match 1-10 to a—j.

1 In the service sector, quality is a measure of what the
customer perceives, which shifts ___

2 From this point of view, employees are the most
important part of a business, an idea which is causing
quite

3 To serve customers better, employees are encouraged to
pursue

4 Good managers know how far to tolerate ___

5 In fact, staff retention is now seen as the key driver to
boosting

6 On the other hand, quality control measures such as
Six Sigma demand

... who sometimes criticize it for imposing ___
8 Nevertheless, strict measures are needed to control
9 ... otherwise they can significantly cutinto __

10 In the end, both innovation and control are needed to
successfully outperform

costs and prevent overheads from spiralling out of control ...

b ideas to achieve the best results for clients.

¢ the emphasis from the product per se to the product and

the employee.

precision in measuring, which may be unsuitable for
many companies ...

the competition and maintain a competitive edge.

f mistakes and see them as part of the innovation process

— they also budget for learning costs.

targets which bear little relation to good service for the
client.

a stir among traditional, number-crunching managers.
the bottom line and reduce profits.

earnings in service-oriented companies where
employees need the freedom to choose how they serve.

Business communication skills

1 Put these words in the right order to make
brainstorming phrases.

1

work / would / not / how / I'm / sure / how / but /
practice / this / in / about ... ?

1 / have / be / possible / would / it / thought / would /
to ...

you / work / think / what / that / makes / would ?

could / about / we / it / thinking / even _..

you / would / like / on / expand / to / that ?

that / just / in / that / 1 / well / thought / way ...

certainly / thinking / it's / about / worth

we / shouldn’t / be / more / thinking / about ... ?

the / lines / thinking / I / was / along / of ...
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2 Complete this problem-solving brainstorm with
appropriate phrases using the key words in brackets.

A So we've got to make significant changes or face
receivership.

B 1
share?

(consider) poaching market

C Idon't see how that helps. Increasing market share
doesn’t necessarily help the bottom line.

B So, where does that leave us?

c2 (supposing) ignore market share
and our competition ...
B¢ (sorry / saying) that we don't

bother selling anything?

C Not exactly. I mean, let’s look at ourselves rather than
outside.

A Oh,]see,* (thinking) that we

should be trying to reduce our costs rather than increase
our revenues. Am I right?

C Well, for example, we could look at which of our
customers actually make us money.

B Erm ... all of them?

A Well, that’s probably not quite true. But actually,
3 (bad idea). We could even drop
those clients who don’'t make us enough of a margin!

B 6

(concerned) how that would look.

C I think it would be fine. By focusing on those clients
who generate the most profits and selling to similar
clients, we can increase revenues and profits without
expanding the infrastructure or fixed costs.

? (consider).

3 Correct these sentences.

1 I'm a bit worried over the deadline — [ don’t think we can
make it.

2 I'd be more of happy to help out — just let me know what
you'd like me to do.

3 Ijust won't be able giving my full attention to this
project, if I still have to complete all these administrative
tasks.

4 Let’s try not to get personalized here —it’s not just one
person’s fault that this has been such a disaster.

5 The real issue is here that management simply aren't
aware of the resourcing problems we’ve been having.

Lan

1cC

2 C

adverbial phrase.

A
B

A Well, yes, his attention did seem to wander, but

guage at work

omplete this email with words from the list.
quite (x2) rather little all absolutely
just actually even only

Hi Jack

I'm writing from Milan, where 'mat ! a

good conference on technologies in business. It’s all been
2 interesting so far, although I'm getting a
3. tired-Tve? been having about
four hours' sleep a night, because I keep bumping into
old colleagues and going for meals and drinks with

them. Talking of meals, the food here is >

wonderful. & the most basic things are

7 spectacular. And the wine's not 8

that bad either. I've ?__ got back from lunch,
18 . Anyway, I needed to ask you ...

omplete this conversation with a suitable adverb /

Thatwas ! auseful meeting, wasn't it?

Yes, although I'm not 2 convinced about the
brainstorming.
To be 3

day *

Yes. Nick couldn’t 8

, I'm not either. I found that part of the
tiresome, °

keep his eyes open!

? towards the end - for most of the meeting he

was concentrating,

Of ® , and even if we didn’t get a clear
outcome, it was useful ¢
all those issues together.

Yes, 1 don't '© think it would have been
possible to reach any firm decisions today, do you?
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to be thinking about

No, | suppose not. And [ have to say, it was !
the most productive meeting of that kind we've had on
this project so far.
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Working with words 3 Complete these sentences. Use the answers to
complete the crossword.

1 Complete these sentences with phrases from the list. A oreigs

shared vision  performance management 3
personal development plans  structural change

employee participation  skills deficit

collective aspiration  paradigm shift

We wanted a more structure so we
gave a lot of decision-making power to the regional offices.

6 I don't think the CEO and the board should continue
to alter strategy. Any changes should come from the

1 ‘We left the company and started our own business people who are actually doing the work — it should be a
together. We knew it would work because we had a approach.

of what we wanted to achieve.’

8 Iplanned and implemented my own learning programme
2 ‘The company was completely reorganized after — it was completely

those management consultants came in — a radical
was implemented.’

Down

1 When looking for a job, you can't just have a
___cover letter — you should adapt the
letter for each job that you apply for.

3 'In the next year, carrying out our business in an ethical
way is both a ~ and amutual
responsibility for us all’

2 Head Office decide which training courses should be
made available to staff, so I guess you'd say that training
T

4 ‘I would like to encourage in all
departmental decisions.’

5 ‘We need to have more control over staff progression,

B ———. - 4 Wecanofferlanguage training -
seriously and I think we should introduce formalized weTlteacl you exactly what youneed for yourrole,
for each member of staff’ 5 A few of your team are unhappy about your traditional
6 ‘There was a real in the team management style and I think you need to develop a
when Gareth left and Jens was appointed team leader. more inclusive and less approach;
Everyone suddenly became far more target-orientated 7 Franchises use a business model
and enthusiastic. Sales went up dramatically.’ that is then adapted to meet local markets.
7 ‘Where are all the competent IT specialists? There 1
seems to be areal _in this areal’
2
2 Correct the mistakes in this conversation. 3
Andrew Why haven’t they put salaries up by 8% over the =
board? Why is it just management level that get that?
Tiago That's what always happens. You need to get in the * ¥
reality world and realize that this is just the way it is.
Andrew I know, but I think this decision is actually 6
counter-productive with the long run. Some staff might
leave. It will cost a lot to recruit new staff. -

Tiago True, but they'll always defend these types of
decisions. They'll argue that management deserve bigger
pay rises because they're the ones who have to think
about the huge picture and make decisions.
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Business communication skills
1

Put the words in ifalics in the right order to create a
conversation.

Gerhard Hi, Nicole. I'm calling to discuss the recent
delivery problems we’ve been having.

Nicole Oh, hi, Gerhard. I've heard there have been
a few delivery issues with recently. ! problems /
the / Could / were? / what / you / exactly / clarify

Gerhard Yeah, sure. Basically it's White Route Logistics,
they just don’t seem able to deliver on time any more.

Nicole ?mean / you / Do / that the other logistics
companies we use aren't causing any of the problems?
Gerhard Well, not exactly. 3is / I'm / saying / What
— that it’s
mainly an issue with White Route Logistics, but we have
also had a couple of problems with Utome.
Nicole *logistics / of / What / name /
other / again? / was / the / company / the

Gerhard Utome.

Nicole Oh, yes. That’s right. ® That / Have / notice? / Hans
/ you [/ handed / that / his / has / reminds / in / me. /
heard He's
been headhunted by that web company, Utopia.

Gerhard Really? I knew he wasn't particularly
happy. ®about / way, / By / talking / the
people

leaving, have you heard about Helga?
Nicole No. What's happened?

Gerhard Apparently, she’s taking early retirement.
"That’s / of / digression. / a / bit / sorry. / a / Anyway,

Nicole 8main / back / issue. / to / Let’s / get / the

Choose the correct answer from the words in italics.

1 A Canl speak to Rachel Warner, please?

B Did you ask / said / say Rachel Ward?

I'm not quite clear with / about / at your last suggestion.
Could you run it by / through / along me again?

Could I ask you to spell it / with / out some details?

L5 B S TS R

No, it's bad / not / problem that we don't have the
resources. We don’t have the time to do this.

6 Just a second / little / thought. It may not be entirely
relevant, but have you noticed how tired David looks?

7 Actually, it doesn’t / won't / isn't matter — it’s a bit off
topic right now,

Language at work

1 Use Joanna’s ‘to do’ list to make sentences using ‘the

future in the past’. Use the past continuous, would,
was to, was supposed to, as well as was going to.

Tuesday: To do

I finish working on Kelner case (joo busy)

2 meeting: Sue, her office, 10.00 am. (she was off sic¥)

7 meeting % lunch, Hungarian rep, 1230 pm. (his plane was
delayed, didn't arrive till 3.00 pm)

4 file corporate credit card expenses (couldn’t find receipts)

% book flights for Atlanta conference (website kept crashing)

b meet Darah at Café Carlucci for after-work drink (closed,
went to Spangio’s instead)

T check bank account - salary will go in today (| was wrong -

will have to wait until tomorrow!)

Rewrite these sentences using a participle clause.

Example: Because I had worked on similar projects before, I was
made team leader on this one. = Having worked on similar
projects before, I was made team leader on this one.

1 We were faced with a financial crisis, so we cut 50 jobs.

2 Because of the new interest rates, I think now is a good
time to borrow some money.

3 After [ had retired, I decided to rethink my life.

4 Since I didn’t understand what to do, [ asked for help.

5 Because he knows what to do in situations like this,
Paddy stayed calm throughout the meeting.
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Working with words

1 Complete the text with the verbs from the list and an
appropriate preposition. Change the form of the verb
if necessary.

have make see gain take feel

Name: Allan Reed
Job: Researcher, Biotechnology, GTT

What inspired your interest in biotechnology and
working for GTT?

I've always had a passion for science, but what brought me to
GTT was knowing that the work 'ddowould' &
difference - people’s lives.

What do you like about working for GTT?
The people, the research, the culture, the whole environment!
The company has 2 ____recognition, and awards,

its overall performance as a company and its
workplace culture. It offers an environment that supports
both team work and individual initiative —so |

= asay the research [ want to do. 1
3 part an incredibly talented team of
people who 3 pride the products they

produce.

People are very supportive of each other, and the benefits
that the company offers are so generous that | don't
o a future myself anywhere else.

2 Choose the correct answer from the verbs in italics
and the prepositions in bold.

1 Often the first wave of a new technology product doesn't
match / live on to / up to your expectations, so you feel
disappointed.

2 Feeling as if I'm being put / set with / to the test often
helps me to perform better.

3 In customer service you are continually responding to
requests, so deciding / thinking from / on your feet is a
key skill.

4 At DPF, we rely / believe in / of the need to invest in
people to make the company stronger.

5 Chances don't always come to us, we need to seek / find
out / for opportunities ourselves.

6 Listening is fundamental in making / building on / up
rapport with people.

7 Inintercultural situations it's important to use / benefit
with / from the diversity of opinion offered by different
cultures,

8 The secret of success is to offset the need to work with
striving / reaching at / for a healthy work-life balance.

3 Complete the sentences with the words from the list.

willingness  ability recognition desire

1 Sam is desperate for
constant praise for his work.

so you have to give him

2 Berthe is always happy to do overtime, which shows her
to take on extra work as necessary.
3 Kit demonstrated his to keep to a schedule
when the project finished on time.

4 Marc shows a to excel at his job - he's won
‘employee of the month’ twice!

Business communication skills

1 Complete this impromptu presentation with the
phrases from the list.

a good point  have to admit that
I think you should be aware
I'll get back to you
the first thing is

it would be a good idea if
we are at the moment

just like to outline  remember exactly

Anton Could you run through the opportunities for
students at DHN?

Caro OK. Where ! — is,
we've just finished putting together the introductory
programmes for students — there are two programmes
where students can learn the business from the inside
out. I'd the main

features of these. And perhaps
3

touched on the main

opportunities for graduates. So ...
4 our Intern Programme
gives hands-on experience during the summer vacation.
We look for candidates with good leadership and

communication skills.

Anton Does it matter what year of their degree they're on?

Caro That's ® They need
to have completed their second year of study.

Anton Do they need to be studying a specific degree?

Caro [ can't® but most

opportunities are for students in business and technical
fields. OK, next point. We also run a Co-op Programme
— with alternate school / work semesters — which helps
students gain experience and try out ideas from the
classroom.

Anton Great ...

Caro And’ that for
students whose home is at least 40 miles from the work

location, we provide an accommodation allowance at the
beginning of each work term.
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Anton What about academic grades? Are you only looking
for high achievers?

Caro Well, principally we look for people who can work
well with others. I 8

grades are important, obviously. Let me check the exact
requirements and ?___

Correct the mistake in each sentence.

1 Ilike to be able to tell you more, but unfortunately ...

2 You're quite right, we are need to address this question.

3 Idon't have the exactly figures, but what if I summarize?

4 [ think really this is an important point.

5 [ can check double if you like?

6 I think that’s covering everything.

7 You'll appreciate that I still have need to run that by the
board.

[0 R i L e ]
Language at work

1 Put the words in italics in the right order to form

questions.

1 A say /would / many / you / you / weaknesses / have
7

B [ have some, but | always try to overcome them.

2 A position / like / know / Id / you / attracted / what /
this / to / to ?

B Well, the company’s reputation is really good and I'd
love to have the opportunity to work for you.

3 A you / you / your / 're / are / present / unhappy / job /
not / in ?
B Not at all, no, but I'm ready for new challenges.

4 A looking / you / what / are / for / salary
?

B My current salary is about €40,000 a year, so ...

5 A you / us / questions / have / ask / must / to / some
?

B Yes, [ do have several questions for you. Firstly, is
career progression seen as important here?

2 Choose the most appropriate answer to continue

these conversations / presentations.

1 Is our employees’ happiness important to us?
a (same speaker) Yes, it’s of absolutely paramount
importance.
b (new speaker) Yes, it's of absolutely paramount
importance.

2 Can I just check whether you feel valued at work?
a Yes, you can. | don't, really.
b In general, yes I do, mainly because I'm in a
supportive team.

3 Why do you think the company has such a high staff
turnover?
a [I'm not sure - that’s something we’re trying to address.
b Not a clue. What do you reckon?

4 Will the union ask for a higher pay settlement this year?
a When have they ever not?
b Probably. And what will we do then?

5 And employees’ productivity is the best it could be?
a Well, these things can always be improved, but it's
not far off.
b No.
6 Do you know how many sick days the average employee
took off in 20097
a 2.3
b Idon’t know. I'd imagine somewhere between 2 and 5.
7 Are you with me so far?
a (new speaker) Of course we are.
b (same speaker) Good. Moving on, then. This next
slide shows ...
8 How can I put this?
a You're fired.
b Basically, as you know we are having severe problems
in terms of resources, and ...
9 And how about childcare?
a (same speaker) Are there any plans to introduce
a créche?
b (new speaker) Well, how about it?

Find an example from the sentences in 2 for each of
the following.

a arhetorical question ___

b an embedded question __

¢ aquestion to check the listeners are paying attention ___
d one question used to introduce another question ___
e

a statement used as a question __

o
-
2l
2]
= A
=)
o
=
p—
1~
o]
o
D
-
—h
o
_—
=
o]
=3
(®]
q»

117




118

O | Practice file

Working with words

1 Match 1-8 to a-h.

1 As we planned the project, we discussed how our
resources ___

2 The public were asked if it was important to them how
our company was ___

3 The project was over budget and it was clear that
resources had been seriously ___

4 The project leader resigned after allegations that he had
squandered _

5 Ifthe CSR programme is to work, there needs to be
careful consideration which resources should ___

6 The company was criticized for its waste, so a committee
was set up to establish how bestto ___

7 The newspaper article questioned whether our resources
were _

8 Financially, the company was in difficulties, so
consultants looked at ways

mismanaged.

of maximizing resources.

optimize resources.

being put to good use.

utilizing its resources.

I T = P T = S

resources.

would be best allocated.

=

be deployed.

2 Complete sentences 1-7 with words from the list.
corporate accountability  track record
assets  bottom line  knowledge base

1 Ireally believe in the importance of
— companies have to show some
kind of responsibility for their own actions.

2 Idon't think we can rely on Piet to manage the project
successfully. Do you remember the disaster with the last
project? He doesn’t have a great
for this kind of thing.

3 We've invested a lot of money in training and we're
now seeing the benefits — we’ve built up an excellent
within the company.

4 Our company owns a lot of land and this is one of our
most secure

5 When you work for an insurance company, you know
that natural disasters can have a really negative effect on
the of the company.

Complete this email with phrases from the list.

short-term profit  drain on resources
return on investment  market value
cost-benefit analysis  long-term viability
competitive advantage  quantifiable data

Tu- a. santos@bhu com
From: v.kierly@bhi.com

Subject: In-house CSR project / PR position

Hi Alex

| We've discussed the CSR proposal and these are our
suggestions and concerns.

Before any scheme is chosen, a detailed

has to be carried out to ensure
the project won't be a 2 and

| finances. In order to get the shareholders on our side

| we have to be able to show immediate results — they’ll

want to see some 3 from this

pr01ect This will be easier if projections show a good

say within a three-year period.

Our report needs to include > -

the shareholders will expect to see some facts and figures.

From a PR point of view, the CSR issue is one we

| must address as it will boost our overall

[ 6 As this particular project is
our first, we must check its 7
carefully, so that we can be sure of a positive effect on
our reputation in the future. We're not aware of any
similar projects by our competitors, so potentially this
gould give us a real

Let me know when you would be available for a
follow-up meeting about this.

Regards
Verena

Business communication skills

1 Tara and Amal are discussing strategy and the

resources available to them. Choose the correct
answer to complete their conversation.

Tara So our aim is to improve our reputation. '___ we need
to focus on improving more than just our product.

2 which

means addressing everything that affects our image.

Amal Exactly — we can't just focus on one area.

Tara Right. We could start with our physical resources.
Look at the state of our offices — they're old and run down.

Amal So you think we should find new premises? That
could be really expensive.

Tara Good point. ®__

Amal No, I don’t think we could.
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Tara Then maybe it would be best to update and renovate
our current offices.

Amal Possibly, but remember —¢___ for this improvement
programme — we should think about other issues too.
People, for example. We need to retain our best staff
members and try to attract new people,

Tara Yes, but °___ attract the best people if we can't even
offer them a modern office to work in.

Amal Maybe you're right. So &
could disappear.

Tara Well, I think it would help.

Amal | think so too. 7 — we’ll start looking into the costs
of redecorating and modernizing the offices.

our staffing problems

Tara That sounds like a good idea. But before we go ahead
with that, ®__?

Amal Yes - what about our actual processes ...7

1 a We have a number of options,
b Looking at it from a long-term perspective,
2 a Ithink we need to look at the bigger picture
b We have to bear in mind the long-term viability
3 a [ think our options are quite clear here.
b Realistically, would we be able to finance this strategy?
4 a we have a number of options
b we're in a really strong position
5 a provided we
b there’s no point in trying to
6 a ['m not sure that would work,
b assuming we decided to renovate the offices,
7 a Right. So we're decided.
b I'm not sure that would work.
8 a how would it work if we continued tomorrow?
b are there any other points to consider?

Put the words in italics in the right order to complete
these sentences.

1 Let's be positive — we / work / provided / together / all

we can still

meet our deadline.

2 Well, hold / we / assuming / decided / to

the next team
meeting in Brussels, we could also take the opportunity
to look at some office buildings to rent next year.

3 It seems manageable, but we long-term /
mind / have / bear / in / viability / to / the
of this project.

4 Look, going / no / we / meeting / don't
/ with / there's / ahead / point / this / if
__have any of

the key decision-makers here today.

Language at work

1 Match 1-10 to a-j.

1
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2 Correct these sentences using the clues in brackets.

1

If we appear to have green credentials,

If I remembered to copy you in on the email,

If we raise dividends, ___

We'll be able to minimize damage ___

In their culture, if you're introduced to someone,
We may lose market share

If everyone turned off their computer at night, _

If we don'’t start providing incentives, ___

If I had taken the job at Kurwenal, ___

If he's been at work all night,

you should have got it some time yesterday.

you shake hands with them.

providing you stick to the measures I've put in place.
we would save the equivalent of two directors’ salaries.

ethically-minded customers are more likely to buy our
products.

[ would never have met my wife.

we keep shareholders happy.

no one will want to move to the new offices.
his concentration probably won't be 100%,

if Kirput and Sinderzy merge.

6 911 22110814

If T know Chris's email address, I'd give it to you. (I don't
know it.)

If we disagreed, we say so. (This is how it worked in my
last job.)

$921N0S3Y

If John turns up on time, I am amazed. (It’s very unlikely.)

If we hadn't changed suppliers, we wouldn't had so many
outstanding orders. (We have a lot of them.)

If the directors have had a pay rise last year when we had
our bonuses cancelled, a lot of people would have left

the company. (The directors didn’t have a pay rise and
people didn't leave.)

If they would offer you the job, would you take it? (It
might happen.)
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Working with words

1 Complete the puzzle using these clues. Find the

hidden word (clue = a bad leader may do this).

1 Ifyou have this, you are totally dedicated to what you
are doing,

Able to make decisions.

If you have this, you believe completely in what you do.
Knowing your capabilities and your limitations.
Interested in, and good with, people.

Modest, not arrogant,

Working together and involving everyone.

Letting people do their work without interfering.

0 00~ o s WM

Flexible, willing to adjust to different situations.

other words, make an effort to ©
mutual respect.’

“You have to get them to’ If they’re
suspicious of each other, or too competitive, that has to
change, so try and build a 8 between

the individual team members. It takes time, but it's worth
it. Getting them to collaborate on projects can work, or
sharing responsibility for key tasks — anything to bring
individuals closer together and develop a

N within the team. This enables the

team to work “as one”’

‘People need to know where they stand. It’s important

to 10 your expectations and your
feedback - so treat everyone the same. Always

B individual achievement when
it's appropriate to do so. But also acknowledge successes

10 If you have this, people believe you are honest. that are a team effort — any manager that does this
11 Understanding other people’s feelings. = a sense of team spirit.
12 If you are this, you feel very strongly about something.
=== e — — — = ==
C — - - - -
Tl Business communication skills
©
S E ] 1 Complete this briefing with phrases from the list.
P I} = the benefits are clear  as [ understand
A another great thing about this change is
H h hing about this change i
& 4] you and your teams are crucial to
| = has a key role to play in it has been agreed that
- I would encourage all of you to
! L] it will be well worth the inconvenience
E apparently, the decision was taken
P = what this will allow us to dois  my understanding

2 Complete this advice for someone taking on a team-

leadership role with the words / phrases from the list.

avoid Dbe consistentin  credibility culture of trust
establish  generate influence instil recognize
reinforces  sense of cohesion  work together

‘Be especially careful at the beginning. You won't

! your authority as a team leader by
being too heavy-handed. Your team need to accept that you
have the right to lead them. And you certainly won’t

2 confidence in your team by being
too hands-on — they may see that as a sign that you don't
trust them. So at all costs, ® the
temptation to micromanage.’

“Your team need to know you can do the job, so it’s
important to establish your * right

from the start. You're unlikely to be able to exert any
5

over people if they don't believe in
you. Show them that you recognize their professionalism,
and they’'re more likely to see you in the same way — in

‘As you may have heard, !
from 1st January, the activities of all the European offices
will now be independently managed from Brussels rather
than reporting directly to New York.
2

at yesterday's meeting
of the new senior management team, and obviously it
affects all of us.

it, although the initiative came from Head Office, it has been
welcomed by all the regional offices.

Now, firstly, 4 to offer a
faster and more tailored service to all our European customers.
: that we will

have complete independence, and the freedom to develop
our own ways of operating that are right for our market.

Now, there is likely to be some restructuring on a local
level, but © is
that there will be no job losses. Even if a few people do have
to relocate, ’
to have so much more control over our destiny. And long-
term, 8

freedom, more opportunities, more rewards.

. more
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Obviously °

the success of this strategy. It’s up to you to seize the
opportunity and to make it work. As I see it, each one of you
1 ensuring that
the transition is as smooth as possible. It is proposed that
we hold an initial planning meeting next week, so

" consult with
your teams and come up with some initial ideas for this.’

2 Write spoken extracts from two meetings using the
notes. Use as many phrases from the list as possible.

[ like the idea of ..., but I'm not very happy about ...
That's a valid point, but ... My understanding is ...
Let’s give this a chance to work.

I have some concerns / reservations about ...

Are there any guarantees that ...?

Can you assure us / give us an assurance that ...?

[ understand where you're coming from.

Reduction in departmental training budgets

SH has some reservations about the proposed changes.
He understands the need to be more cost-effective, and
make departments more accountable. However, he's
warried that the essential training needs of individuals
and small teams will not be met due to increased
competition for a limited budget.

CJ recognizes SH's concern, but it will now be the
responsibility of individual departments to decide how the
money is spent — not the HR Department. At the moment,
departments have to spend a certain proportion on job-
specific training, IT skills, and language training, but in
future, they will be free to choose their own priorities.

1 SH: This is something | wanted to bring up.

CJ: Well, of course,

=== i T o W e e |
Language at work

1 Rewrite these sentences with passive forms of the
tenses / verbs in brackets. The underlined words are
not relevant in the passive sentence.

1 Shops were selling five of our products every minute in
2008. (past continuous)

2 We asked him to email us details, but he didn’t get back
in touch with us. (perfect -ing form, start the sentence
with the -ing form)

3 Immigration will interview you before they allow you to
register for work here. (will + present simple)

4 Someone might have sent the flowers yesterday. (might +
perfect)

5 Someone selected me. It was a great honour. (perfect
infinitive, start the sentence with to)

6 An employee had been processing your order, but then
the whole system crashed. (past perfect continuous)

7 Someone is going to write a formal reply to address your
complaints. (going to)

8 We have received 15,000 orders — a staggering number.
(present perfect)

2 Choose the correct answer from the words in italics.

— L

By the end of the year, the third quarter's losses

' had more than made up for / had been more than made

up for by final quarter gains. This Z2put / was put us back

on target for a strong year-end performance, and indeed,

when our annual figures 3pub!fshed /were published, they
| 4 showed / were showed a year of record profits.
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These profits *divided / were divided as follows: 50%
Sreinvested / was reinvested in the business, we ?,oa:'d
out /were paid out 20% as bonuses to employees, and
the remaining 30% went / was gone into dividends for
shareholders. Our dividend ®raised / was raised to 8%,
the highest rate for some years.

0L ooking / being looked towards the future, we're
delighted "'to have invited / to have been invited to
putin /to be put in a proposal for the competition
240 build / to be built a major new skyscraper in London.
'3Having voted / Having been voted Britain's most
innovative architecture firm for the third year in a row,
"4 we anticipate / are anticipated success in this. .

-




122

11 | Practice file

Working with words

1 Rewrite these extracts from company values

statements using the phrases from the list. Make any
changes in form that are necessary.

continue to be sensitive to  work cohesively with
strive to achieve  conduct our business

hold ourselves accountable to  pride ourselves on
are committed to  have a passion for

1 ‘In this day and age, it's really important for us to carry
out our operations with openness and integrity.’

2 ‘We take great satisfaction from the fact that our
engineers personally oversee the construction of each
vehicle, from start to finish.’

3 ‘It's extremely important for us to maintain our
awareness of the needs of people in the communities
where we conduct our business operations.’

4 ‘We want everyone to know that we care about and
make an effort to meet the needs of our employees as
well as our customers and stakeholders.

5 'We take our responsibility to all our stakeholders very
seriously, no matter who they are or where they are.’

6 ‘We are excited by new concepts and new solutions
— technical innovation is what we really care about.’

7 ‘In everything we do, we always work our hardest to
ensure we reach the highest possible standards.’

8 ‘We recognize the need for unity and cooperation with
our colleagues in other industries.’

Underline the adverb in italics that can’t be used in
each sentence.

1 Arise in interest rates at this stage would be
comparatively / potentially / significantly disastrous.

2 Although expected, the negative figures for the last
quarter are potentially / profoundly / surprisingly
worrying.

3 Fortunately, demand has remained comparatively /
irretrievably / relatively stable,

4 The growth in demand for new hybrid cars has been
potentially / relatively / unexpectedly rapid.

5 Since the negative publicity over the recent share issue,
media reports have become appreciably / noticeably /
relatively more hostile.

6 Even if the allegations aren'’t true, their effect is
comparatively / irretrievably / potentially damaging for
the company.

7 Disposable income across the population as a whole is
irretrievably / noticeably / significantly different from
even a year ago.

8 It's a fact that we are now finding it potentially /
increasingly / relatively difficult to find skilled workers
prepared to work for these wages.

= e U Ml L., T |
Business communication skills

1 A company is thinking of relocating its offices. The
Managing Director is meeting a union representative
to discuss the impact on staff. Complete their
conversation with words or phrases from the list.

possibly sayto out beyond
stuck firm  way round

Union representative So, we're all extremely worried. |
would urge you to consider redeveloping the current site.

Managing Director Yes, I can understand your concern, but
the decision is ' _ ourcontrol. We need
to assume the move is going ahead and plan accordingly.

Union representative Well, if we really are 2
with this situation, then I want to make sure that the
employees get a guarantee that they will be looked after.

Managing Director We can guarantee that most members
of staff will be invited to move to the new site.
Union representative OK, but we can't *

expect all staff members to move. They have family ties
and partners with jobs here.

Managing Director Obviously, there will be some
severance pay for those who leave us.

Union representative Well, yes, of course there will. But
not everyone wants to leave the company.

Managing Director So they come with us to the new
location. Simple as that.

Union representative No, it's not as simple as that. | have
tostay® _____________ onthis. We need to think about
alternatives for the ones who can't move. What would
you’_______ offering people the option of working
from home?
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Managing Director That'snot®____ of the
question, but it wouldn’t work with every job.

Union representative OK, but [ don't think it’s good enough
to offer people a couple of months’ salary and no further
job prospects. Weneedtofinda’_________ this ...

2 Choose the correct answer from the words in italics.

1 We have arrived / got / reached the point which / where /
when we have no other option but to withdraw our custom.

2 Would you consider of employing / employing / to employ
some extra staff for the project?

3 No, I'm afraid it is not just / just not possible.

4 Unfortunately, management is refusing to change / budge
/ adapt on this.

5 I'll go along / willing / agree with that.

6 We are with / at / in a very difficult situation right now.

7 Could we make out / do / up with a smaller order for now? |
don’t think we have enough cash to make our usual order.

8 I had / can / would be willing to offer a discount of 5%, if
you ordered a minimum of 100 units.

9 I'm afraid I have to say / to answer / to give no to this
contract — the price is just too high.

3 Correct the mistakes in this conversation.

A 1 can't understand why you're being so negative about
this. We're in a very much difficult situation, and we
really need to work together on this.

B [know, but this idea about job-sharing won't just work.
It’s not an effective use of time or resources. Would you
consider re-allocate jobs and redefine roles instead?

A Well, I'd be willing hearing your suggestions, but I have
to say no to redefine roles. People do the jobs they are
skilled in doing. If we change that we'd need to start
retraining, which is a further drain on resources.

B No, I agree that that’s outside of the question, but what
I meant was, reformulating job descriptions so that
everybody is clear on where their job starts and ends.

A Hmm. I suppose that feasible. Do we all agreed that we
need think about more fixed job descriptions?

I R SR e A |
Language at work

1 Rewrite the sentences so that the meaning is the
same, using an inversion and the words or phrases in
brackets.

1 Eric didn't get your email. And he didn’t get your
voicemail message either. (neither)

2 Idon't know how often she's away from her desk. And I
don't care, really. (nor)

3 It's not often that so many strong applicants have applied
for a post with us. (seldom)

4 Visitors must never go beyond reception without a pass.
(under no circumstances)

5 It's the first time that I've seen such a wonderful
production. (never)

6 I won't be satisfied until we're the market leader. (not until)

7 They offer a very generous pension scheme. And they
also offer flexitime. (not only)

8 We've never failed to live up to our core values of
decency, innovation, and trust. (at no time)

Rewrite sentences 1-5 from this value statement.
Use the words and phrases and an inversion. See the
example.

Example:

1 At PAFO Organics, not only are we committed to providing
the best-tasting produce, we're also inspired to source the most
ethical food available.

only by rarely metenly nor

under no circumstances
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1At PAFO Organics we are committed to providing the
best-tasting produce and we're also inspired to source
the most ethical food available. “We won't accept food
that hasn't been created with sustainability of resources

in mind, under any circumstances. And we won't allow
our food to travel thousands of miles unnecessarily.

We're passionate about sourcing the finest-tasting
ingredients on offer. “We can only do this by testing our
produce regularly. 5_But we don't often have to change
suppliers; most of the small farmers who provide our
vegetables are skilled agriculturists — many of them
have won regional and national awards.

@ e W M
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Working with words 3 Choose the correct answer from the words in italics.

1 We all want to work hard for Suzy, she’s a good leader
1 Replace the phrases in italics in this email with a

and really aspirational / motivational.
phrase from the list.

2 Jens has a lot of ambition, and he’s very aspirational /
materialistic — he wants our team to win the sales team of
the year award!

generate a demand playon tailor
reinforce an association = promote the consumption of

3 With this new product we're hoping for rapid USP /
market penetration ahead of the competition.
Dear Sylee

' ; - . 4 It's well-known that they expect their employees to reach
Here's an update on the advertising campaign for the . : : e :
new drink. Our discussions have led us to believe we impossible deadlines, even if it means working through

have to create the need ! for the night. I think that's really exploitative / materialistic
our product amongst 14 to 21-year-olds. By showing and they have to change their policies if they want to

| young people with the product we can strengthen the improve their reputation.
connection 2 between them, and

5 Helen is very worried about what her neighbours think of

promote the loea e If you drink our procuct; yourl be her new car. If she's not careful she'll start suffering from

‘in’ with the trendy crowd. We know that young people

do anything they can to avoid being an outsider, and materialistic / status-anxiety.

we can take advantageof 3 their 6 The product is selling extremely well because it has a

insecurities and fears about this. USP / consumer profile that no competitor could match.
| We're really pleased with the work that CHMedia has 7 Kids these days always want new gadgets and are never

done so far and they're now going to adapt
4 our usual slogan towards our
new target group. It's an exciting project and one that

satisfied — we were never so materialistic / exploitative
when we were young.

will definitely encourage people to purchase 8 We've studied purchasing trends and have drawn up some
3 our beverages. very accurate consumer profiles / market penetration.

Let me know if you have any questions. I've attached

the first drafts.

—————— = = ]
Bea

Business communication skills

2 Complete these sentences with the correct 1 Complete this presentation with phrases from the list.

prapcstion. second point  strong position  having said
1 The message we wanttoput s one of become apparent  very much is achievable
‘belonging’. comes across  because we  first benefit
2 We'rehopingtoappeal _ the younger market. serious consideration
3 We want young professionalstobuy ________the ‘So, we're here today to discuss change. It has
lifestyle that we portray. 1 thatalthough you all know change
4 We think our target customers will be easily taken is inevitable, you don't want to face up to it. Also, what
by the idea that owning our product will 2 _ _ from talking to many of you is your
improve their social status. reluctance to embrace the changes. I'd like to reassure you
5 The advertising agency have picked S5 that this can only be a positive move. Let's look at the plus
several potential problems with our proposed logo and points; by changing our internal structure we can optimize
slogan. our skills and strengths ...
6 The first draft of the advert didn’t really live .. OK that'sthe® . Now,the
to our expectations. 4 __ —if we become more efficient, it'll be
. easier to meet customer demand. But
7 Ithinkweneedtohold ______ for a much improved

that, it’s important to remember to stay focused and not
overreach ourselves. Our goal here is to gain market share.

I believe a 5% increase by the end of the year
8 The economy is in trouble and people are trying to cut 6 . No question. Through hard work

their spending, so I think we should tap s and determination we’ll succeed. In fact, we're in an
by pushing our low-price ‘value’ products. extremely 7 _. Why?

8 __have both the knowledge and the

second draft of the advert — we can wait for another two
months, so we should push for what we want.

124
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resources. [ ?
me in this. Please give '°

hope that you’ll support
not only to the
company’s future, but your future. Change does make sense.’

2 Match 1-6 to a-f.

[ know that, like me,

Not only that, it's ___

We're committed, we're motivated, __

You could argue that we're taking a risk, ___

I'mcalling

D U B W N

We could be missing out on _

and we believe in what we do.

on you to support this change.

you are concerned about the future of the company.
a great opportunity if we don't pursue this.

but on balance it will be worse if we don't act now.

b T+ Y = PR = B = n -

also essential that we put the necessary finances in place
to fund this.

e - e ———————————— =
Language at work

1 Choose the correct answer from the words in italics.

i E=9 e |

Jason

Time's running out for the in-house magazine!
1Basically / Mind you, the editorial team have had
enough of waiting for articles and have started
writing them themselves. It's 2 obviously { anyway
been forgotten that they have real jobs to do too!
30f course | Anyway, could you send whatever you've
| collected? %After all / So to speak, anything is better
than nothing at all.

sQuite honestly | Admittedly, 1 don't know why they

| don't scale it down to publishing it twice a year. We
discussed this a few months ago but no one seemed

| very keen. %As a matter of fact / Obviously, when Henri
left the meeting he was so upset! ?Quite honestly /
Admittedly, someone said they found the themes he
suggested for articles boring!

Have you heard, Ivica's abandoning us, 8mind you / so
to speak? She's taking a year off to travel. She says if
she doesn't do it now she never will. °As I was saying /
Mind you, I don’t blame her. Her department’s changed
so much since the shake-up. °0f course / After all, she
didn't say that was the reason for leaving, but we all
think it is. ! Basically / To tell you the truth, I'd think of
travelling the world if I worked for her boss!

Tanya :

2 Complete this conversation with the correct answer
from the options in 1-10.

A Look, James — we're really having problems here.

L<=T = - T D= T < B - I~ R S
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1 I think we should cancel our stand at the Mumbai

conference.

2 , that seems like a bit of a radical solution — I'm

really not sure about it.

I know what you mean, but , we're just not going
to be ready to put together a decent stand by May.

4 , I'm still not convinced. 3 , all of our most

important customers will be expecting us to have a big
presence there.

Yes, but our stand is going to look terrible. © , that's
not going to give our company a very good image in

the industry. ”___, I think we should consider other
methods of promotion and avoid the conference — we
could print extra copies of our catalogue and advertising

posters, for example.

OK - those are good ideas, and ® that would be the
easier option, but [ really think we should do those in
addition to having the stand. If we all work really hard
I'm sure we can get it ready in time for Mumbai.

I really don’t think having the stand will be possible.

2 , if we could get more people involved in the
preparation it might be possible, I suppose. '° we
need to sort this out immediately. Could you find out if
we would be able to expand the team?
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a Of course b If you ask me

a Quite honestly b Mind you

a afterall b aswas saying

a Asamatter of fact b To tell you the truth
a Afterall b Soto speak

a Obviously b Anyway

a Of course b Basically

a admittedly b so to speak

a Mind you b As amatter of fact
a Soto speak b Anyway
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Language reference

Unit 1 | Tenses

Present simple

Use the present simple

1 to talk about general facts, states, and situations
The purpose of business is to make a profit.

2 to talk about regular or repeated actions, or permanent situations
Jack works for Nissan.

3 to talk about timetabled future events
The meeting starts at 10.00.

Present continuous
Use the present continuous
1 to talk about an action in progress at the time of speaking /
writing
I'm trying to get through to Jon Berks.
2 to talk about a very current activity, taking place around the time
of speaking
They are pushing the area for development.
3 to talk about fixed plans or arrangements in the future
I am meeting the management committee on Friday.

Watch out! Don't forget that stative verbs are not commonly used
in the continuous form. Here are some examples: like, love, hate,
want, need, know, suppose, understand, remember, seem.

Present perfect simple

Use the present perfect simple

1 to talk about actions which finished recently and for which there
is a present result

Recent action: The IT guys have changed all the PCs and access
codes.
Result: New PCs and access codes.

2 to talk about actions that started in the past and are still going on
Silvio has worked for us since he left school.

3 to talk about experiences in your life or events in history
I've never been to Bahrain.

Present perfect continuous

Use the present perfect continuous to talk about a recently
completed action. The focus is on the activity, not the result.
The IT guys have been changing all the PCs and access codes.

(Implication: There are still wires and tools lying around showing that
they have only just finished.)

Past simple

Use the past simple

1 to talk about past actions which are over at the time of speaking
1 heard from the locals that there were several interesting sites.

2 to talk about past states
I lived in Haringey when I worked in the City.

Past continuous

Use the past continuous to talk about being in the middle of a past
action — there is likely to be an interruption (in the past simple) in
the sentence.

Everything was going really smoothly, when Wu took over the project.

Past perfect
Use the past perfect to put events in the past in sequence. The
past perfect indicates that the action it refers to happened before a

reference to the past simple.
I had heard from the locals that there were several interesting sites.

Past perfect continuous

Use the past perfect continuous to refer to an action in progress
before something else happened.
He was the one who had been working on the project, but his boss
was the one who got all the credit.

Should

1 Use should + infinitive to recommend something strongly.
You should try that vegetarian restaurant on the river.

2 Use should + perfect infinitive to talk about a lost opportunity.
You should have gone this morning — it was quite an interesting
meeting.

3 Use could / should + infinitive to predict.

It could / should turn out to be quite an interesting conference.

Future forms

1 Use will + infinitive to make on-the-spot decisions.
We’ll have to point out the training need to the client.

2 Use be going to + infinitive when we are talking about an action
we have already given some thought to.
We’re going to have to point out the training need to the client.

3 Use the future continuous to talk about something that will be in
progress at a particular time in the future.
I will be writing everything up later this week.

4 Use the future perfect to refer to events which finish before a
given time.
I will have finished by the end of the next financial year.

»P For more on the future, see Language reference Unit 3
on page 127.

Unit 2 | Expressing attitudes to the past

Third conditional

1 Use the third conditional to talk about past situations that did not
happen.

If you had chased up the reference, you would have known not to
employ him.

2 Note that only the situation in the clause with had (the if-clause)
must be in the past. The other situation can be past, present, or
future: something that did not happen, or is not happening, or
will not happen, but which is seen to be linked with the situation
in the if-clause.

If I had got the job at Chelco, I would have been made redundant
when the company folded. (past situation, past result)

If I had got that job, I would have been able to afford to buy
property by now. (past situation, present result)

If I had got that job, ] would have been able to retire in two years’
time. (past situation, future result)
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3 The result clause usually has would, but we can use might instead
for a less likely result, and could to express possibility.
If we had reduced prices, more people might have bought our
products. (= would perhaps)
If you’d told me before about the operation, I could have arranged
cover for you. (= it would have been possible for me to arrange cover

foryou)

4 Informally, we can use d as a short form of had in the if-clause,
and as a short form of would in the result clause.
I'd have phoned if I'd known.

5 We often use the third conditional to express regret, or to
analyse past actions (especially for criticisms).
If I had sold my shares in May, I would have made a good profit.

6 When the past situation is negative, the effect is sometimes to
congratulate ourselves or others for the actions they took. This
can also happen with past situations that are not grammatically
negative, but which are seen as undesirable.

If you hadn’t warned us about that supplier, we would have had
serious problems. Thank you so much!

If we had followed the consultant’s advice, we’d have probably
gone bankrupt. (It's a good thing we didn’t!)

»» For more information on conditionals, see Language
reference Unit 9 on page 131.

Perfect modals

1 The bolded result clause in this third conditional sentence would
make sense on its own. This section of the sentence is a perfect
meodal (a modal verb followed by a perfect infinitive).

If we had invested in Northern Rock, we would have lost nearly
everything.
This pattern is especially useful to talk about our likely actions if
we were in the situation described.
I would have told my manager straight away, rather than hiding
everything.

2 We can also use could, might, should, ought to, and needn't followed
by perfect infinitives (perfect modals) to talk about things that
did not happen in the past. Notice that should and ought to often
express irritation and criticism, and that might and could also do
this in many contexts.

You could have told me you'd be late.

I might have known the distributors would let us down.
They should have consulted me about the cancellation.
They ought to have warned us about the strike.

You needn’t have sent flowers — but they're lovely.

Other ways of expressing condition
1 There are several other words we can use instead of ifin the if-
clause of a third conditional sentence.
If we had invested in Northern Rock, we would have lost nearly
everything.
Suppose / Supposing we had invested in Northern Rock ...
Imagine if we had invested in Northern Rock ...

2 Use if only to emphasize regrets and wishes.

If only we hadn't relocated, we'd be sitting on €1 million of real
estate by now.

3 We can use even ifto talk about an unreal past situation, but to
say that it would make no difference to the situation in the result
clause.

Even if we had kept to our schedules, the manufacturers probably
wouldn't have kept to theirs.

4 Note that we do not usually use unless with the same meaning
as if not in third conditionals, but we can use it with the meaning
except if.

I wouldn't have employed him, unless he had had exceptional
references. (I didn't employ him.)

5 We can use whether when we are talking about two or more past
situations that would have had the same result.

Whether we had given the job to Hogg, Curtis, Xama, or Kzenksy,
they would have had a difficult task ahead.

Unit 3 | Speculating about future changes
Will / shall or going to

In many sentences and situations, either will or going to is possible.
However, in general use will
1 to make predictions based on experience
We've changed the job description so more people will apply.
2 to give or ask for information about the future
When will we need to be ready?
3 to make future promises, requests, and threats
Will you give me a hand?
4 to make spontaneous decisions (at the time of speaking)
You're running late? OK, well, I'll start the presentation without you.
5 Note that for offers and suggestions, we use will in positive and
negative sentences, but shall in questions.
Shall we have a quick drink before dinner?
Use going to
6 to make predictions based on our current feelings and thoughts
I'm going to get angry in a minute.

7 to talk or ask about plans or intentions
Sue’s going to attend the Milan conference in June.

8 to talk about decisions that have already been made
I'm going to give Ed a written warning, no matter what he says.

9 Note that we also use the present continuous for arrangements.
Jeremy's attending the conference in Berlin in May.

Future continuous, future perfect, and future
perfect continuous
1 Use the future continuous (will + be + -ing form) to say that
something will be in progress at a time in the future. The focus
is on the future actions, rather than their result.
This time next year, I'll be playing golf on afternoons like this.

9Juai9ja1 abenbue

2 Note that going to + be + -ing form is also possible, especially
for plans and intentions.
We're going to be experimenting with Internet campaigns from
next March.

3 Use the future perfect (will + have + past participle) to say that
something will be finished at a time in the future.

Qur end of year figures will have come out by the time of our next
meeting.
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4 Use the future perfect continuous (will + have + been + -ing form)
to stress the continuation of an action, seen from a later time in
the future.

Our companies will have been working together for ten years in
May — we should plan a celebration.

Certainty and the future

1 Several modals can be used to make predictions about change in
the future, with different degrees of certainty.

The recession in Spain might / could / will affect sales across
Europe.

2 With similar meaning, will + adverbial (negative: adverbial +
won't) is possible.
The Spanish recession will perhaps affect pan-European sales.
The euro’s strength probably won’t continue beyond June.
We can also use a range of adjectives
3 with structures like be ... to0 ...

The Spanish recession is (un)likely / expected / certain / bound to
affect sales across Europe.

4 with structures like it’s ... that ... will ...
It’s (un)likely / probable / certain that the Spanish recession will
affect sales across Furope.
Note that not all these adjectives can be used with both structures.
For example, we can say bound to, but not bound that, and probable
that, but not probable to.
We can also use adverbs of degree (quite, very, really, etc.) with
most of these structures, to add emphasis or distance.
The Spanish recession is quite likely to affect sales across Europe.

Unit 4 | Pronouns it, this, and that

Referring backwards

It, this, and that can be used to refer back to something that has just
been mentioned.
All three words can refer back to a person or thing, a situation, or a
thought / idea / proposition, etc.
He said the greater the risk, the greater the potential reward. This
might well be true.
Here's our prototype. It gives a pretty good idea of what we hope to
make.

John was arguing for cuts in the R&D budget. That’s the last thing we
need.

Emphasis

1 Itis used for neutral reference: as a simple way of continuing the
discussion, without giving special emphasis to the information
being referred to.

There's also a subsidised canteen. It’s OK, but no better than in most
companies.

2 This and that are more often used to add emphasis to the
information: they draw our attention to what has just been said.
And we have a gym exclusively for staff. That's one of the best things
about working here.

3 Thisin particular is used when there is something new or
especially relevant about the information introduced.

Finally, there's our final salary pension scheme. This has been praised
throughout the industry.

Reference

1 In sentences where several things are mentioned, it is usually
used to refer to the main topic, whereas this / that more often
refer to the last topic mentioned.

There's a meeting in the Kennedy Suite. It’s very important and could
go on for hours. (it = the meeting)

There's a meeting in the Kennedy Suite. That's on the third floor, by
the lifts. (that = the Kennedy Suite)

2 Generally, this refers to things that are near to us (in space, in
time, or conceptually — thought of as close and relevant); that
refers to things we think of as more distant.

Carlos asked about the depreciation of the dollar. This will affect us
all, he said.

Carlos asked about the depreciation of the euro. That was unlikely in
the foreseeable future, Kate answered.

He, she, they, these, those

1 When we are referring to a person mentioned in the previous
sentence, he or sheis used in the same way as it.
Heather was the first of the candidates to be interviewed. She was
very impressive.
2 When the information referred to has a plural form, they is used
instead of it, these instead of this, and those instead of that.
We discussed several options during the brainstorming sessions. They
were all considered impractical, though.
We discussed several options during the brainstorming sessions.
These were quite good fun, by the way, but hard work.

New information

This can refer forward to new information. We do not use that or it
in this way.
Craig isn't a great team player. This is his main problem, though — his
lack of creativity. (refers forward to the new information about his
lack of creativity)
Craig isn't a great team player. That's his main problem. (refers back
to the information about the fact that he is not a great team player)
Even when this is used to refer to old information, there is always a
sense that what we are going to say about it is new.

Unit 5 | Adding emphasis

Adverbs of degree

1 Adverbs of degree can add emphasis to most adjectives and
adverbs. These include: very, really, extremely, so, just so, very ...
indeed.

It was just so short-sighted of them to risk upsetting our Japanese
distributors.

2 Some adjectives and adverbs are ungradable: they express
extreme qualities such as perfection. With these words we use
adverbs such as completely, absolutely, utterly (not very).

It’s absolutely vital that you inform me of things like that. (Not: #s

)

») For more information on adverbs of degree, see
Language reference Unit 6 on page 129.
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Fronting

1 In most active sentences, the subject of the verb comes first.
However, we can alter the word order to place the information
we want to emphasize at the beginning of the sentence. This is
call ‘fronting’.

I liked the conference hall, but I thought the accommodation was
awful. =» The conference hall I liked. The accommodation [
thought was awful.

2 Note that subject and verb / auxiliary are inverted after negative
expressions, after only, and after participles.

Rarely have I seen such a confident presentation.
Only in Japan can you get fish as fresh as this.
Included in the contract was a job description.

It-clefts

Form

it + be + emphasized language + relative clause

Use

To focus our attention on a noun phrase or adverbial.
It was the finance director who suggested freezing recruitment.
It was earlier this morning that she phoned me.

What-clefts

Form

what + noun phrase / clause + be + emphasized language
Use

To move our attention to the end of the sentence.

What he does is assess proposals.
What I want is an evening off

Other phrases

We can also use phrases such as the person / people who / that, the
place where, the reason why, the thing that to add emphasis.
Jom is the person that you need to speak to.

The place where our 2012 conference will be held is Brighton.

The thing that annoys me most is that no one contacted us about
the problem.

Unit 6 | Adverbs

Adverbs of degree

1 Many adverbs of degree are used to qualify the gradable
adjective or adverb they precede, e.g. quite, rather, pretty, fairly, a
bit, a little, and, especially in American English, somewhat.

The figures were quite promising.
He suggested, rather stupidly, that we forget about the deadlines.

2 We can use most of these words with adjective + noun
combinations. Note the word order with quite.

It was a rather tedious speech.
It was quite a good party. (Not: ft-was-a-quite good-party,)

3 We can also use an adverb of degree with not, e.g. not very, not
really, not absolutely. We can also say not at ail.

I'm not very / not at all concerned about the canteen'’s closure.

4 Note that not really can mean both not very and not, in fact. The
word stress (see the underlined words in the examples) in the
sentence helps to convey the different meanings.

I'm not really angry about her resignation, just disappointed. (not
angry, in fact)
He wasn't really angry, but he raised his voice. (a bit angry)

5 When the adverb comes before not, the meaning is different.
I'm not absolutely convinced. (less than 100%)
I'm absolutely not convinced. (0%)

Note that putting the adverb before not isn’t possible with very.

I'm not very happy with this situation.( Not: Fm-very-not-happy-with-
hissiteation:)

Focus adverbs
1 The adverbs even, just, and only focus our attention on one part of
a sentence. They usually come before a main verb, but after an
auxiliary or be.
Exetica only had better results than us in May. (not in June, etc.)

1 just don’t understand why team A didn’t complete the first away day
task. (I really don’t understand)
Jo couldn’t even remember all the details. (a criticism of Jo)

2 If these adverbs refer to a noun phrase then they come before it,
and the meaning is changed.
Only Exetica had better results than us in May. (no other company)
I don't understand why team A didn’t complete just the first away day
task. (they managed to complete all the others)
I don’t understand why just team A didn't complete the first away day
task. (all the other teams managed to do it)

Even Jo couldn’t remember all the details. (Jo is expected to be good
at remembering and the fact that she couldn’t indicates that there
were a lot of details.)

Functional adverbials
Adverbials are often used to refine the message conveyed by the
sentence, without altering the meaning of any individual words.
For example, they can be used
1 to soften negative reactions

Unfortunately, I can’t agree with you. (also: regrettably, sadly)

2 to provide a link to what someone else has said
Of course, you're right about that, but ... (also: no doubt, obviously,
evidently, certainly)
3 to move the subject of conversation / writing onto a different
area

Frankly, I'd prefer not to discuss that ... (also: to be honest, honestly,
actually)

Unit 7 | Participle clauses | Future in the past

Participle clauses

1 An adverbial clause begins with a conjunction (e.g. because,
when, after) and gives extra information about the main topic in a
sentence.

When I travel by train, I prefer to sit by the window.

Often it is possible to use a clause with a present participle
instead. This is called a participle clause.
Travelling by train, I prefer to sit by the window.

92uai9ja1 abenbue
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2 We can use most conjunctions before the participle. An
exception is because.
After travelling by train, I needed some fresh air. (Not: Because-
] 4 bne)
3 Usually, we use the present participle (verb + -ing) for present
and recent situations, in place of the present simple / continuous
/ perfect, and past simple / continuous.

Since living in Dubai, I've learnt to cope with hot weather. (= since |
have lived ...)

Learning English, I often wrote difficult words on post-it notes.
(= when I was learning ... / learnt ...)
4 Having + past participle is used in place of the past perfect (for a
past action before another past action).
Having decided to hire Fatima Mattar, we made her a job offer.
(= after we had decided)
5 We can use a passive participle in place of a passive adverbial
structure.
Offered the job, I wasn't sure whether to accept it. (= when I had been
offered the job)
6 Note also given, which has a meaning similar to because + be.

Given his reluctance to accept criticism, you'll have to be careful how
you word the letter. (= because he is reluctant ...)

Future in the past

Was going to

1 We can use was going to to talk about the future from a point
of view in the past: to talk about things that were planned, or
former intentions.

I was going to visit our Alicante office too, but my plane was delayed.

2 Itis the intention that is in the past and has changed. The time
the plan / intention refers to can be in the future.
Tomorrow we were going to go to the races, but the course has been
flooded.
3 The time the plan / intention refers to can also be in the past.
Yesterday I was going to have my appraisal, but my boss was ill.

4 This structure is often used to explain why something did not
happen, to make excuses, to explain changes to plans, to give
background to our current intentions / thoughts.

Hi, John. I was going to call you today, but I totally forgot.

We were going to have the meeting in the café, but it was too noisy.
I'was going to invite Denis out to dinner tonight. Do you think it’s a
good idea?

5 We can also use perfect tenses with going to, for different
perspectives in the past.

She’s been going to visit this office for ages — I don't think she ever
will.

They had been going to make me redundant, if I hadn’t taken early
retirement.
Other structures
A number of other structures are also possible.
1 The past continuous can be used for former arrangements
(just as we would use the present continuous for a current
arrangement).

I'was meeting their sales rep at 3.00 p.m., but he’s just cancelled.
{Compare with: I'm meeting their sales rep at 3.00 p.m.)

2 Was to / were to is possible, as the past form of be to, particularly
to talk in a formal style about past plans and arrangements.
We were to launch the product at the International Spring
Convention. Unfortunately there were delays beyond our control.

Unit 8 | Using questions

Yes / no questions

Yes / no questions are questions that could be answered yes or
no. They usually begin with an auxiliary verb or be, followed by
the subject. It is usually impolite to reply with just yes or no. Extra
words are necessary for politeness, and often giving extra, more
detailed information is appropriate.
Is this the best solution? ~ Yes, after detailed research we're
convinced that it is.

Wh- questions

Wh- questions ask for specific information about people, places,
etc., and begin with what, where, when, why, how, which, how many,
etc., followed by inversion of subject and auxiliary (note the
position of did and you in the example below).
Where did you study for your MBA? ~ In Stanford. Why do you
ask?

Indirect questions and modals in questions
1 Inindirect questions, the question that asks for information is
contained (‘embedded’) within another question or a statement.
Note that, unlike with standard questions, there is no inversion of
subject and auxiliary.
I'd like to know how many days annual leave you offer.

2 Modal verbs are also used to make a question less direct.
Would you say that you're a team player? (Rather than: Are you a
team player?)

May I ask if you'd be likely to accept the job?
Could I check whether you've signed in with security?

Other ways of asking questions

1 A statement can sometimes have the function of a question. In
writing, this is shown by a question mark (?). In speaking, there is
arise in intonation. >

And you trained as a lawyer before moving into banking? ~ Yes,
that’s right.

2 Particularly in speech, we can sometimes use parts of statements
to similar effect.

And your other interests? ~ [ like football and tennis.

Question tags
1 We can follow a statement with a question tag (inverted subject
and auxiliary / do / be), to check or confirm information,
or check that the person we are talking to agrees with or is
following us. Usually a positive statement has a negative tag, and
Vice versa.
They said they'd arrive around 9.00 p.m., didn’t they?
It’s probably best if we deal with that later, don’t you think?
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2 Note that it is possible to have a positive tag after a positive
statement, {o express a reaction to something you have just
heard, for example.

And you're happy with that decision, are you?

Functions of questions
Beyond asking for information, questions can have a range of
functions. We can use them
1 to check that the audience is following / understands
It’s not, is it, a question of threats, but of opportunities, do you see?
2 to setup / introduce a subject which you then explain
What are our objectives for the coming year? Well, first of all, we
hape to ...
3 to give yourself time to think, or to give the audience a pause in
concentration
And then, erm, how can I put this? Well, we have decided that ...

4 to challenge what someone has said
And you really believe that these measures will have an effect, do
you?
~ Well, they should certainly help relieve the pressure in the short
term.

5 to lead someone towards a specific point of view
That may not be a good thing, surely?
Don't you agree that it’s better to wait?

Unit 9 | Conditionals

Form
These are the main conditional forms.
Type Situation Result
zero If + present present
If you hand in work late,  you make a bad impression.
first If + present will + infinitive
If we lose the contract, we'll be in trouble.
second  If + past tense would + infinitive
If we lost the contract, my job would be on the line.
third If + past perfect would have + infinitive

If we'd got the contract, we would have made a lot of

money.

Zero conditionals
1 Use zero conditionals when the relationship between the
situation and result is always true or always the same; there is no
element of chance or doubt.
If we hit our targets, we get a bonus.
2 We can also use two past tenses, to talk about something that
always used to be true.
We got time off in lieu if we worked weekends.
3 Informally, we can use this structure where a first conditional
would be more appropriate in a formal situation.
If we lose the contract, we're in trouble.

First conditional
1 Use the first conditional when a situation is very likely to have
the result given.
If you arrive late, you'll miss the first part of the meeting.
2 The present continuous and present perfect are possible in the
if~clause.
If Jenny’s working on this project, she'll learn a lot of useful stuff.
If Amit’s broken his leg, you'll have (o give the presentation,
3 Other modal expressions such as can, may, be going to are
possible in the result clause.
If we don't gain market share, we may be in a sticky situation.
I’'m going to change distributors if Kikibo don't get their act together,

Second conditional
1 Use the second conditional when a situation is hypothetical or
imagined.
If taxes rose, we would consider relocating.

2 The second conditional is also useful to make suggestions, offers,
warnings, etc. more distant and polite.
If you arrived at meetings on time, we’d get much more done.

3 Might and could are also possible in the result clause.
We could save hundreds of hours if we adopted the new system.

Mixed conditionals

1 Itis possible to use the if-clause of a second conditional (if +
past simple) with the result clause of a third conditional (would +
perfect infinitive). This is an example of a mixed conditional.

If you cared more about your work, you would have been
promoted years ago.

Note that here we are talking about a general hypothetical
situation, with an imagined past result.

2 More often we use the if-clause of a third conditional (if + past
perfect) with the result clause of a second conditional (would +
present / continuous infinitive).

If I had got the job, I would earn €100,000 by now. (would +
present infinitive)

If I had got the job, I would be commuting for four hours a day.
(would + continuous infinitive)

Note that here we are imagining something that didn’t happen in
the past, with a present result.

3D For more information on the third conditional, see
Language reference Unit 2 on page 126.

Passives

Passive forms are possible in all types of conditional sentence, in
either clause.
If the contract is lost, we'll be in trouble,

If we adopted the new system, hundreds of hours could be saved.
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Other words instead of if

1 In many conditional sentences, when can replace if. This makes a
situation sound more likely. The same is true of every time.
When we hit our targets, we get a bonus.
Every time we hit our targets, we get a bonus.
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2 In zero, first, and second conditionals, we can use unless to mean
‘except if” or ‘if not’.

Unless we keep our contract with Zimiercz, we’ll be without a Polish
partner company.

3 Participles such as providing, provided, assuming, and supposing,
and phrases such as on the condition that and as long as, can also
replace if

Providing the building goes well, our new offices will be ready in
May 2012.
As long as the pound stays strong, our projections will be realistic.

Unit 10 | The passive

Forms
1 In all tenses (simple, continuous, or perfect) we form the passive
with be in the appropriate tense + past participle.
Mistakes were being made. (past continuous)
Eight applications have been received. (present perfect)
2 Passive modals are also possible in simple, continuous, or perfect
forms.
Forms may be filled in with black ink, or typed.
The computer network must be being updated — I can't access it.
Your timesheet should have been received by now.

Semi-modals (e.g. have to, be going to) follow the same rules.
You’re going to be offered a position in the Frankfurt office.
3 A passive infinitive is to be + past participle. A passive perfect
infinitive is to have been + past participle.
I'm delighted to be offered the post, but unfortunately I must decline.
I'm delighted to have been offered the post, but unfortunately I must
decline.
4 A passive -ing form is being + past participle. A passive perfect
-ing form is having been + past participle.
Being asked to leave the company wasn't pleasant.
Having been offered three options, Jim chose the cheapest.

5 The object of an active sentence becomes the subject of a passive
sentence. If a verb has two objects, either object can become the
subject.

Someone at the door gave us a handout.

We were given a handout.

A handout was given to us.
Verbs that do not take an object (e.g. go, come, fall) cannot be
made passive.

Profits fell last year. (Not: Profitswerefatter-tast-year)

Use

1 We use the passive to focus attention on the action mentioned, or
on the object of the action (the person or thing affected by it). We
do not know who does the action, or it isn't important.

The office has been redecorated. It looks so much better than before!

2 Using the passive helps create an impersonal style. This is often
appropriate in formal English, for example in business letters and
reports, where a personal style would not be appropriate.

Results for the first quarter were published on 6 April, and were
strong.

3 The passive is a useful way of adding distance between an action
and those doing it, for example, when giving people bad news.

Regrettably, redundancies will have to be made. Some of
those sitting here will be affected. (Compare: I'll have to make
redundancies. It will affect some of you.)
4 [n discourse, we often choose to use the passive if it provides a
better link with the sentence before. In these cases, we can say
who does the action using by.

We asked for ways to improve customer relations. Making changes to
our complaints procedure was suggested by several respondents.

Passive reporting
1 We use the passive with reporting verbs when we don’t know,
or would prefer not to say, whose words we are reporting — for
example, if their identity is confidential or sensitive.
I've been asked to write you a reference.

2 In the active sentence below, Carol is an indirect object.
Jim told Carol the likely result of the restructuring.

The indirect object becomes the subject of a passive sentence.
Carol was told the likely result of the restructuring.
Some reporting verbs do not take an indirect object, so cannot
form passives in this way. These include: agree, allege, announce,
argue, claim, decide, predict, report, say, state, and suggest. Instead,
we use them in a structure with an empty subject: it + be + past
participle + that.
It was alleged that you stole money from the company.

Unit 11 | Inversion

Questions

The most common uses of inversion word order are in questions

and short answers.

1 In inversion word order, the auxiliary comes before the subject.
Have you got any paperclips? ~ No. ~ Neither have I.

2 Do / doesis used as an auxiliary with simple-tense verbs.
Does Chris like the new receptionist?
3 Ordinary verbs be and have and modal auxiliaries do not require
do.
Was I the best candidate?
Can you help us?

As well as in questions, inversion is used in a variety of structures,
often rather formally.

Negative expressions
1 Inversion is used after the negative words neither and nor, and
after phrases with not and no.

In no way do I accept their conclusions. Neither do I think the
report should be circulated.

Not without careful thought am I'writing this letter. Nor is it
without having consulted several of my closest associates.

2 We also use inversion after adverbs such as seldom, rarely,
scarcely, hardly (ever), little that restrict the meaning / reference of
the verb that follows.

Rarely have I been to such a well-organized product launch.
Little did we know that she had accepted a position with our rivals.

Only

When only is used with time expressions or prepositional phrases,
the verb that follows is inverted.
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Only before 30 September can you hand in a non-calculated tax
return.

Only by travelling overland can you really appreciate a country.

Participles
When participles are moved to the front position, inversion takes

place in formal English.
Waiting for us in his office was my boss.

Conditionals
Instead of saying if I had, if she was, etc., we can use inversion.
Note that was becomes were.

Had the minister announced the tax increases more openly, he would
have faced a storm of criticism.
Had I been told about the dress code, I wouldn't have felt such a fool.
Were she to be fired, she'd probably sue.
We can use the inverted structure should + subject as another way
of expressing condition.
Should we require further information, we will contact you again. (=
If we require ...)
These forms are especially common with passive structures.

Unit 12 | Discourse markers
Truthfulness

1 Honestly and frankly are used to claim that the speaker is telling
the truth. Often they introduce criticism or negative remarks.
Quite adds emphasis to both words.

Frankly, I didn't like the venue.
Quite honestly, I thought your comments were illjudged.

2 To tell you the truth and to be honest have a similar function.
To tell you the truth, I didn't enjoy the conference.
To be honest, the meeting was a complete waste of time.

Strengthening arguments

All of the following discourse markers stress the importance of the
point that follows.
1 We can use in fact, as a matter of fact, and after all to suggest that
an opinion is not personal, but is based on evidence.
As a matter of fact, house prices fell by 2.5% last month.
2 We can use if you ask me and I must say to suggest that it is
personal.
If you ask me, the government is to blame for ruining the economy.

3 We can use clearly, of course, naturally, obviously, undoubtedly, and
after all to suggest that what will follow is not controversial or will
not be questioned.

Clearly, the next two years will be critical for the future of the
economy.

Concession

1 We can use admittedly, to be sure, it’s true that, to acknowledge that
someone has made a good point before disagreeing with them,
or to concede a negative point before making a different point.
The sentence that follows often begins with but or however.

Admittedly, the result could have been better. However, we retained
our position as market leader.

2 We can concede that someone else has a point before making
our own point, to make our own point sound stronger or more
carefully thought out. To do this, admittedly, to be sure, and it’s true
that ... but / however are possible.

A We're in danger of missing the deadline.
B It’s true that we're dealing with an incredibly large workload at
the moment, but I know that we can meet this deadline.

Discourse patterns

Some discourse markers draw attention to the discourse itself —
the pattern of what is said.

1 We can use the following to rephrase or paraphrase an argument:
as I was saying, as it were, I mean, if you like, so to speak, that’s to say,
to put it another way, well.

Your holiday could cause a real problem for ... well, I mean, we
need to amend the schedules, really.

2 We can use the following to link to a new topic: now, anyway,
mind you, moving on, actually, indeed.
So, that's the plan for the next two months. Anyway, didn’t you want
to ask me about the sales figures?

3 We can use the following to return to a previous topic: anyway, as
I'was saying.
The contract was signed yesterday and ... oh, David, you've decided
to join us! Anyway, as I was saying, the contract has just been
signed and ...

4 We can use the following to introduce a conclusion: so, anyway,
basically, in conclusion, to sum up.
That was what my report uncovered, so basically, we have to
consolidate our product list over the next year.

Acknowledging non-literal meanings

Some discourse markers show that language is being used in a
way that is different from its usual, literal meaning: so to speak, as it
were, if you will / like.

A George seems quite volatile.

B Yeah, he'’s a bomb waiting to go off, so to speak.

2Juda.9jal abenbue
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1 | Introducing yourself to a
group

Saying who you are

Hi, my name's X. I'm from the Y office.
As most of you will know, I'm ...

For those of you who don't know me
already, | am ...

Talking about your role

I'm accountable for ...

My responsibilities include ...

I'm empowered to ... and have the task
(0 E

Lately I've been concentrating on ...
Basically, my role is to coordinate ...,
making sure ...

This entails ...

I'm responsible for ...

Giving your reasons for being there
What's the point of me being here today?
| hope to share some of my ideas with
you.

I'm here today to ...

Updating people on achievements /
activities

I'm pleased to say that ...

I've now managed to ...

I'd like to point out that over the years, |
have been continually ...

We've had a great few years.

You'll be happy to know that ...

Talking about your aspirations

And | can see ways of further improving ...
We want to help out ...

| guess I'm ready to take on board ...

| can't wait to share our expertise with you
and to help you ...

2 | Getting your point across

Reformulating

Yes, sorry, let me rephrase that ...
In other words, ...

To put it another way, ...

Clarifying what is meant
What I'm saying is that ...

| was actually referring to ...
What | mean by ... is ...

To clarify, I'm saying that ...

lllustrating or offering to illustrate
a point

Would it help if | gave you an example?
Well, if you look at ... you'll see ...

Summarizing

The fact of the matter is ...

But the point I'm trying to make is ...
Basically, ...

To summarize, ...

3 | Showing understanding

Showing you understand the problem
| know what you mean.

No, it hasn't, has it?

| hear what you're saying ...

| can see where you're coming from.

| totally understand.

Explaining why you understand
It's quite hectic over here, too.

| know this is a tricky time for a lot of you.

| had a similar problem at ...
That happened to me, too.

Offering practical solutions
It might be worth ... -ing ...

| still think you should ...

You might want to ...

What about ... -ing?

Have you tried ... -ing?

4 | Establishing rapport

Recalling past events in common

It must be two years or more since we last
met?

Wasn't it at that conference in ...7

Oh, yes, ... — it was really beautiful.

Do you remember that ...7

Paying a compliment

You're looking well.

You look great — have you been on
holiday?

Asking a follow-up question
And are you still enjoying it? Really?
And what do you think of it?

Asking about someone's journey
How was the journey?

Was the journey OK?

How was the flight?

Did you get here OK?

Showing knowledge about a person
you have just met

It’s X, isn't it? I've seen your picture on
the website.

You're not the X who ..., are you?

And anyway, X, I've heard quite a lot
about you, too. You ..., didn't you?
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Giving a brief summary of your recent
history

Well, I'd been working in ... for five years
when ...

So I've been in ... for the last ..., in a
luxury apartment overlooking ...

Echoing the other person to
encourage them to say more

A | have had a few ups and downs.
B Ups and downs?

A I've just been on a business trip to
Budapest.
B Budapest?

Picking up on a key word to extend
the conversation

A ... but the job's pretty challenging.
B ... Challenging in what way?

A I'm not sure about Jack. | find him a bit
distant.
B Distant in what way?

Joking about yourself

| may be old, but you can’t get rid of me
that easily.

Being modest about achievements
Well, it wasn't just me. There was a whole
team involved.

Oh, it was nothing.

| couldn’t have done it without the team.

5 | Responding to feedback

Responding to positive feedback
Thanks for your support — it's good to
know I'm on the right track.

Thanks, though | have to admit, | got the
idea from ...

Thanks. I'm glad you liked it.

Taking on board negative feedback
I'm sorry, | didn't realize — thanks for
pointing that out.

Oh, | see. Well it seems a pity to ..., but
maybe you're right.

Oh, really? Why do you think that?

So how do you think | could improve it?
OK, I'll see if | can improve it.

Actually, I'm very happy to have some
honest feedback. I'll just keep working on it.

Challenging negative feedback

Look, you're entitled to your opinion, but ...
| see what you're saying, but ...

To be honest, | just don't have time to ...
Fair enough, but it's a bit late now.



No, I'm sorry. | don't see what you're
getting at.

I'm not sure | agree with you.

I'd like a second opinion on this, if you
don't mind.

6 | Using vague language

Something about ..., | think!

... you've put me on the spot there.
I'm not quite sure now.

| seem to remember ...

... something like that, in any case.
I'm sure | would have done.

I'm trying to think ...

I'd say you're on the right track.

... it's the kind of thing ...

It just needs a bit more ...

You know, ... and so on.
Something along those lines ...
Yes, ... something like that.

No, not really.

It's difficult to explain, really ...

It almost had a hint of ...

It was kind of ...

... you know, that sort of thing.

... a bit like that, but not quite as ...
It was a bit ... oh, | don't know.

7 | Expressing dissatisfaction

| have to admit, I'm not getting much out
of it.

It's doing my head in!

It's really testing my patience.

| think I've reached my limit.

It hasn't lived up to expectations so far.

| have to say, | was expecting something a
bit more ...

It's just not up to scratch.

To be frank, I'm not very happy with ...

| can't really see the the point of ... -ing.
To be honest, I'm finding it a bit
frustrating that ...

| just don't think this is the best use of
my time.

This is ridiculous.

This is just not good enough.

8 | Dealing with difficult
questions

Admitting ignorance

I'm afraid | don't know any more than
you do.

Sorry, | don't know what you mean.
I'm afraid I'm not up to speed on ...

Refusing to answer

I'm sorry, but | can't answer that.

| would prefer not to talk about it.

I'm afraid | can't disclose that information
— it's confidential.

Avoiding the question

Well, it's not that straightforward.
It's hard to say at the moment.

| can't really comment.

Distancing yourself from the question
I'm afraid I'm really not in a position to
talk about that.

It's not for me to say.

It's nothing to do with me.

9 | Dealing with
misunderstandings

Saying you haven’t understood

| don’t know what you're talking about.
What do you mean?

| don't get it.

Responding to a misunderstanding
| didn't mean that.

Sorry if | didn't make that clear.

No, you've got it wrong.

| was thinking more along the lines of ...
That’s not really what | meant — what |
actually wanted to say was ...

What | meant was ...

Can | put this straight?

It may seem ..., but actually ...

No, that's not right.

No, that’s not exactly what I'm saying.

10 | Expressing personal
views

Encouraging someone to express
personal views

So what did you think of ...?

Such as?

You're not in favour of ..., then?

| was interested in what you said earlier
about ...

What did you like about it in particular?
It must have been ...?

How does it feel to ...?

You were saying earlier that ...

| heard ...

What do you mean?

So...7

What are your thoughts on ...?

I'd like to know what you think about it.

Expressing personal views
To be honest with you, ...
Personally speaking, ...

| have to say ...

To tell you the truth, ...

To be perfectly honest, ...
Honestly?

Personally, | think ...

| look at it like this: ...

My attitude is ...

11 | Raising a difficult point

| don't mean to sound rude, but ...
This is a bit delicate.

Please don't take offence.

Please don't take this the wrong way.
You see, the thing is, ...

I'm not quite sure how to put this.
With respect, ...

| have to say that ...

The fact is, ...

Don't be offended, but ...

I'm sorry to have to say this, but ...

12 | Giving and responding
to compliments

Complimenting

That was great.

A very worthwhile meeting / discussion.
You're looking well.

| like your ...

| thoroughly enjoyed that.

It was very interesting.

Great design.

| love ...

Well done, you did a great job. c
You have very nice ... W
That was brilliant. =
| saw your ... and | thought it was ,=_
excellent. =

-
Responding 25
Thanks. g

v

Thank you. | felt it went well.

Thanks for the feedback.

| don't know how you can say that, but
thanks anyway.

| was hoping it'd be well received.
Glad you enjoyed it.

I'm glad you liked it.
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File 01 | Unit 1

Business communication skills, Exercise 4, page 9

Student B

Contrary to expectations, this country is being surprisingly slow to
awaken investors' interest. The cost of production in this country

is lower than in a lot of other European states, and the number of
skilled workers is high and constantly improving. The infrastructure
is adequate to deal with the predicted volume of traffic, but if some
serious action is not taken soon in terms of offering incentives for
investment, then the potential will not be met.

r

File 02 | Unit 1

Business communication skills, Exercise 9, page 9

1 You have just returned from a market research trip
overseas. Report back to your team on

» what you learnt about the local market
¢ how well the market is doing generally
s how your new product line is being received
e the presence of the competition.
2 You are behind schedule on a project. Your boss has just
called you into his / her office. Fill him / her in on
» the status quo (current situation)
¢ the reasons for the delay
» how you are going to catch up in the future
* whose fault the delay is.

3 You work for a football club. You have just been to a
press conference where it was announced that the coach
is resigning. Report back to the team on
¢ his motives
 his plans for the future
« his experience of working at the club
= some negative comments about some of the players
¢ where the football club goes from here (what you intend to
do about finding a new coach).

File 03 | Unit 11

Business communication skills, Exercise 9, page 89

Student B

Manager

You are Student A’s line manager. You have a very close-knit
team and you feel that it is important for team spirit and for
productivity to have regular chats and face-to-face updates. You
also feel it is essential for this team spirit that everyone on the
team is treated the same.

Student A has a request. Discuss the possibilities of this request.
State your position, try to negotiate some terms with A, and
come to an agreement.

File 04 | Unit 1

Case study, Task, Exercise 2, page 13
Group B

Edinburgh, UK

= ‘Buzzing’ cultural city attracting a large number of tourists
allyear round, and particularly in August for the Edinburgh
festival.

» Wide variety of food-related venues / styles, e.g. fabulous
seafood, cafés, tea rooms, quality restaurants, pubs.

* Clients are usually well entertained by their Edinburgh
hosts, taken out for lunch in a restaurant or pub, ortoa
restaurant in the evening.

= Language: English is the first language spoken by most
Scottish people.

= Economyis focused on the service sector, especially
tourism, financial services, and banking.

= Very compact city, making it easy to get around on foot.

» Some established competition, e.g. historic taverns or ghost
walking tours and visits to the farmers’ market, but most
Scottish food-related tours seemed to be focused on castles
in the Highlands.

File 05 | Unit 10

Case study, Task, Exercise 2, page 85

Students Cand D

Issue 2: The cost of production facilities and salaries

The rent for the production facilities is much more expensive
than in other parts of the country. The facilities are also ageing
and run down, and staff are not happy about their working
conditions. Salaries are also relatively high.

You have to cut costs and you have two options with
approximately the same cost-saving benefits. Decide which
option to take.

* move to more modern production facilities in Wales — the
rent will be cheaper and the cost of living is lower, so salary
expectations of staff will also be lower

* modernize the current facilities and cut the number of
employees by making some people redundant

When preparing your briefing, be aware that this decision will
not be popular with the staff because they will either have to
move and take a pay cut, or face the possibility of losing their job.
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File 06 | Unit 2

Business communication skills, Exercise 9, page 17

Student B

ltem |

+ limit employees to one coffee a day

* increase price of coffee

* other ideas?

item 2

* issue everyone with a company mobile

* hold a daily team meeting first thing in the morning

+ other ideas?

ltem 3

* set up closely-monitored e-learning programmes

« allocate x number of hours for study in working time

+ other ideas?

item 4

* pay employees a bonus for keeping days absent 1o a minimum

» allow employees greater flexibility so they can work from home
if they choose

+ other ideas?

File 07 | Unit 8

Business communication skills, Exercise 6, page 65
Context: You are researching customer reactions to your new
product.

* You don't have as much quantifiable data as you'd originally
planned, but will submit the final report by the agreed
deadline.

* You are making good progress, but can't give exact figures
now - still processing the feedback.
* You need to wait for more questionnaires to come back before
finishing the report.
Key points you intend to cover
¢ give an overview of responses to the product so far
* explain some of the difficulties involved
 talk about ‘effective questionnaires’

File 08 | Unit 2

Practically speaking, Exercise 4, page 19

Student A

Monthly reports

You would like everybody’s report to be handed in one week
earlier than originally planned.

Sales figures

Official figures have not yet been released, but you believe your
group did particularly well.

File 09 | Unit 11

Working with words, Exercise 9, page 87
Student B

Company Y fact file

* makes laptop and desktop computers for
home and business use

* is highly successful, with a reputation for
quality and reliability

* advertisesits laptops as robust enough
to be taken anywhere, using the slogan
‘Ready to go whenever you are’

Company Y laptops a health hazard!

A laptop fire on an intercontinental flight caused panic amongst
passengers. Fortunately, the cabin crew were able to extinguish
the fire, but it's still unclear why this happened. This isn't the
first time that a laptop from Company Y has caught fire. There
have been several other reports of laptops exploding or bursting
into flames without warning. One destroyed a truck in America,
while another caused a huge fire in a family home in Britain. As
a result of the latest incident, several airlines have now banned
passengers from travelling with laptops made by Company

Y. According to the company, the fault lies with the batteries,
which are made and supplied by another company.

Company Y’s situation following the news article

» Company Y issued a statement publicly blaming their
supplier for the problem.

= Despite the statement, sales of their laptops are falling, and
an increasing number of corporate customers are cancelling
their contracts.

+ To limit the damage, the directors have agreed to replace
any laptops that have been destroyed, and have recalled
all recently sold laptops for free battery replacement.
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File 10 | Unit 4

Business communication skills, Exercise 1, page 32

M-.‘ =3

Guidelines for participating in a
teleconference

1 Before the call starts, familiarize yourself with the agenda.

2 During the call itself, enunciate clearly, be concise, and try |
to avoid making long speeches or talking over other people.

3 It's often a good idea to identify yourself each time you
come back into the conversation — otherwise people can
quickly get confused about who's speaking.

4 When you want to ask a question, nominate the person you
want to respond.

5 If no one else is doing it, offer occasional brief recaps.
Paraphrase or summarize what has been said — it’s a good
way to help people focus and you can check if you have
really understood.

6 Stay on topic, keep to the agenda, and encourage everyone

| else to do the same.

\

A
L 4

File 11 | Unit 4

Business communication skills, Exercise 7, page 33

Background

You are regional managers for Farmview, a manufacturer of
dairy products. Farmview has recently launched a new, very
strongly flavoured blue cheese. Despite a positive reaction to
its taste, the cheese hasn't been selling well and it has been
agreed that the name 'Old Mouldy’ (which was intended to

be humorous) has probably been putting customers off. A
teleconference has been arranged to decide on a new name and
marketing strategy.

Preparation

1 Each person in the group should think of their own suggestion

for a new name and some reasons why it should be used.
2 Prepare to do at least three of the following during the

teleconference.

¢ digress

» check your understanding

s express doubts

* nominate another person to say something

e intervene to ensure a speaker doesn't dominate

* interrupt in order to take over the topic

Agenda

1 Introductions
2 Each participant to suggest a new name with reasons
3 Reach agreement on new name

File 12 | Unit 4

Case study, Task, Exercise 3, page 37
Pair A

America still likes it hot!

Recent reports have confirmed that there has been no slow-down
in America's love affair with spicy food. A recent survey found
that sales of the hottest varieties of frozen meals went up by
more than 20% in the last two years. In addition, most varieties
of hot cook-in sauces and spicy condiments have also shown
remarkable growth. A spokesman for a major supermarket in
Florida explained, ‘We are becoming more and more familiar
with hot foods. Most consumers want to keep trying something
a little bit spicier each time.’ However, in comparison with
Europe, where Indian and Thai foods are very popular, the most
popular spicy food in the States is still Mexican.

Food fears

After a number of widely publicized health scares, it seems
that America may be falling out of love with highly-processed
foods. The recent scandals surrounding adulterated imported
toothpaste and pet food have had a dramatic knock-on
effect. This has led to a sharp decline in sales of imported
microwaveable ready-meals, even though they weren't
associated with the problems. At the same time, America is
becoming increasingly nervous about additives and fat levels.
New research shows that consumers are going out of their
way to avoid unnatural colourings and preservatives in their
food — and there is growing awareness of (and even legislation
on) the so-called ‘bad fats'. Following an intense media focus
on these issues, the American consumer is now looking much
more closely at food labels.

Spice yourself up for a long life

Scientists report that Indian food is very good for you. Because
the cuisine is based around using fresh vegetables, an Indian
meal is full of anti-oxidants which are natural fighters of illness.
More than that, some of the ingredients, such as the spice
turmeric, may even protect against heart disease, Alzheimer's,
arthritis, and perhaps even cancer. Although these claims
have yet to be proven, there is a lot of anecdotal evidence. For
example, statistics show that Alzheimer’s is four times less
common in India than in the USA. And there are reports that
rats who had been fed turmeric completely avoided problems
associated with arthritis.
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File 13 | Unit 9

Language at work, Exercise 5, page 74

YP fitness studio yearly review meeting

Last year
1 Past action / inaction and past results

* invest in new equipment -> able to increase membership fee

* failed to develop competitive January special offer = lost
potential customers to competition

2 Past action / inaction and present results

* failed to address HR crisis and recruit new personal trainers

=> only three personal trainers - all overworked, several
customers on waiting lists

* developed partnership with local school = overweight
teenagers now following fitness programme

Next year
3 Suggestions / predictions for next year plus results
* develop new membership packages = increase number of
members
* start more initiatives with teenagers =» improve gym
reputation and get new young members
* employ more trainers = more personal programmes for
customers and more profit
* renovate pool area = improve reputation, increase
swimming prices

File 14 | Unit 1

Case study, Task, Exercise 2, page 13
Group C

Vancouver, Canada

The commercial and cultural heart of Canada’s West Coast,
and a major convention and tourist destination.

Attracts national and international tourists (particularly
from the Far East).

A major port. One of the most vibrant economies in
Canada, particularly in the areas of technology, tourism,
financial services, film production, education, and natural
resources.

Diverse ethnic communities have a strong influence on the
restaurants which cater for every taste and budget, and
thereis also a varied programme of cultural events.

Lots of pathways along the shoreline connecting up
Vancouver's distinctive neighbourhoods. Spectacular
coastal and mountain scenery.

Lots of organized tours to Vancouver's surrounding
outdoor attractions, including gourmet barbecue lunches
on a remote beach, or seaside restaurant meals. Also
combined tours, flexibility, and personalization offered.

File 15 | Unit5

Working with words, Exercise 10, page 39

Project outline 1

1 Task / project
International charity football match organized by two top
teams and a charity promoting peace in an area of conflict.

2 Colleagues / team mates
Very varied, from the club president (who expects VIP
treatment), to the charity volunteers.

3 Schedules / pressure
Deadline is fixed and non-negotiable because of the match
timetable. Player availability is also a factor.

4 Issues / problems
The television scheduling — due to time zone differences,
finding a good local kick-off time is problematic.

5 Confrontation / fairness
Differing attitudes to time is causing conflict. The culture of
the charity is ‘inclusive’, so much consideration is given to
finding a satisfactory solution for everyone.

Project outline 2

1 Task / project
A fashion show based in a luxury boutique to promote the
new collection (especially the top-end jewellery).
2 Colleagues / team mates
Models
Shop staff
Caterers
Lighting / sound crew
Security staff
Head Office staff
3 Schedules / pressure
The date and time of the show are published and invitations
sent to the top 1,000 customers in the boutique’s database.
The new collection must be launched on time.
4 Issues / problems
There are health and safety issues regarding the maximum
number of people who can be in the boutique at any time.
5 Confrontation / fairness
It's a challenge to manage a team made up of people from
different companies and areas of expertise, who all come to
the project with their own personal needs and agendas.
The models are notoriously unreliable and temperamental.

File 16 | Unit 2

Practically speaking, Exercise 4, page 19

Student B
The competition
The competition have been very active recently — you saw a

number of very good presentations at the conference last week.

Travel budget

This has been greatly reduced this year, so only employees in
senior positions are able to travel overseas.
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File 17 [ Unit 5

Business communication skills, Exercise 10, page 41

Student A

Situation 1

You are working on a project with very tight deadlines. You are
expecting a piece of work from Student B tomorrow. Check with
Student B that she / he will deliver on time. (The work is already
a week late))

Situation 2

You share an office with Student B and Student C. The office has
to be manned constantly so you can't go out at the same time,
even for a few minutes. Think of a very important reason which
means you have to be somewhere else at 2.30 p.m. tomorrow.
Student B will be on annual leave. Talk to Student C and see if
she / he can look after the office for you while you are away from
your desk.

Situation 3

You work in a team with Student B and Student C. The project
you are all working on is seriously delayed because Student C
is refusing to accept work from Student B, claiming it is of poor
quality. Student B claims she / he followed the brief. Try to help
them find a solution so that the project can continue to move
forward.

File 18 | Unit 2

Business communication skills, Exercise 9, page 17

Student C

ltem |

+ change opening hours

+ close down the cafeteria
» other ideas?

ltem 2

» employ more administrative staff

* improve communication by sending staff on a training course
+ other ideas?

ltem 2

« give employees the choice of which courses they take part in

+ make sure certain training courses are completed before
employees get promoted

+ other ideas?

ltem 4

+ set up feam-based pay so the onus is on the employees 1o
make sure that everyone is there

« give employees greater flexibility in the hours worked

+ other ideas?

WM/

File 19 | Unit9

Business communication skills, Exercise 6, page 73

Students C and D

You support these original proposals from Floralope.

I Investing in training for all staff on the new system is
essential.

2 Using cash in the bank to invest in the system is necessary

3 (a0ing ahead with the new system as soon as the cost-
benefit analysis has been done.

Discuss the advantages of these original proposals. Think about
how the company’s performance or reputation will be affected.

File 20 | Unit5

Language at work, Exercise 5, page 42

Student A

Agenda

1 Unfocused meetings
Team members have a tendency 1o go off frack and
not to focus on the agenda.

2 Team members with different working styles
[t's a new team, bringing together people from different
departments who don't normally work together.

3 Lack of communication outside tearm meelings
Instructions offen lack clarity.

www.languagecentre.ir



File 21 | Unit 2

Case study, Task, Exercise 1, page 21

Group A
Head Office
Marketing Pharmaceutical Production &
& Sales company Distribution
Research &

Development

Due to the rapid expansion HR have employed staff on a short-
term needs basis. They have had to give particular attention to
» R&D roles (e.g. research scientists)

* Head Office roles (e.g. legal, financial, HR, secretarial, IT).

Commercial roles (e.g. medical reps) and production /
distribution roles (e.g. production operatives, supervisors) will
become more important once the company has developed more
commercially-viable products. This means that the Marketing,
Sales, and Production departments are not yet fully resourced.

File 22 | Unit 5

Practically speaking, Exercise 5, page 43

Student A

1 Give feedback to Student B on her / his report.
The report your colleague wrote was incomplete. You
are particularly concerned about the summary. Most of
the summary doesn’t link with the findings of the report.
However, you thought the report was well presented and
the findings that are included are very interesting.

2 Student B is going to give you some feedback.

Your boss wants to talk to you. You think it is about the
mistakes you made in the database management.

File 23 | Unit 6

Business communication skills, Exercise 5, page 49

Students A and B

Choose two of these ideas to discuss in the meeting.

e Introduce a yearly summer ball for staff, with free food,
wine, and entertainment.

* Provide in-house gym facilities with showers.
= Offer staff a “‘work at home’ option.

¢ Install in-house ‘nap machines’ to allow staff to power-sleep
for 20 minutes when necessary.

Discuss the advantages of the ideas and how they would work.

Think of possible disadvantages and prepare a counter-argument.

File 24 | Unit 5

Case study, Task, Exercise 2, page 45

Student A
Head of Finance
You've just joined the company and your main objective is to
increase profitability.
Your suggestions
¢ Lose the ‘all-for-one’ principle — the company is too big now
for this to work.

» Create more of a hierarchical structure — several competitors
are succeeding with this kind of structure and it may allow
you to cut back on staff and save money.

¢ Servers should just get on with their jobs — they should serve
customers as quickly and efficiently as possible and leave the
‘ideas’ to management,

Ideas that you do not support

» You do not support a continued lack of clarity in roles.
Managers should manage and servers should serve.

» You do not want to spend more company profits on expensive
Christmas parties or food-tasting days.

File 25 | Unit 12

Case study, Task, Exercise 1, page 101
Student B

Fact file: Brazil

Country size: 8.5 million square kilometres, fifth largest
country in world
Population: 180 million

Economic factors

 Property price returns of 20% per annum in some locations.

* Good currency exchange rates, making it cheap for foreign
investors.
President’s progressive policies have brought many
improvements to Brazil, including a decrease in inflation to
an all-time low of 5.7%.
* Active encouragement of and incentives for foreign
investment - you can own 100% of land and property.
Cost of living at only 20% of that in the UK/ Europe, while
property maintenance costs are extremely low.
* Increase in manufacturing industries relocating to Brazil and
boosting the economy.
Expected to be self-sufficient in oil reserves within the
nextyear.
Brazil believed by some economists to be amongst the leading
economies of the future, along with Russia, India, and China.
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File 26 | Unit5

Case study, Task, Exercise 2, page 45

Student C

Server

You've been at the company for two years. You've been chosen
to represent all servers at this meeting. The main objective for
servers is to re-establish a good relationship with management
and make the job fun again.

Your suggestions

» Outlet managers should help out with serving again to re-
establish a good team atmosphere.

¢ More time should be allowed for servers to go on training
courses to improve their skills.

e Have meetings where servers can discuss their ideas for new

sandwiches and improved processes.

Ideas that you do not support
* You have heard rumours that team-building events like the

food-tasting days and the parties might be cancelled. You do
not support this, as these events are fun and help to improve

teamwork. They're one of the reasons that people enjoy
working for the company.

* You do not support any ideas that may result in job losses or

pay cuts.

File 27 | Unit 5

Language at work, Exercise 5, page 42

Student C

Agenda

1 Unfocused meetings
Not all team members attend team meetings - without
regular updates, it's difficult fo work out what stage the
praject has reached.

2 Team members with different working styles
Some team members appear to be competing against
each other.

3 Lack of communication outside team meetings
It's not clear who is responsible for what,

File 28 | Unit 1

Case study, Task, Exercise 2, page 13
Group A

Beijing, China

* International city undergoing rapid change, with new office
blocks, hotels, and commercial plazas springing up.

Wide variety of food-related venues / styles, e.qg. street
markets offering local snacks, tea houses, ‘Red Mansion’
banquets, and imperial food. The city’s restaurant scene
still not as vibrant as Shanghai's, though.
The city is spread out, which means you may have to catcha
taxi home, rather than taking a walk after eating out.
= Language: Mandarin. There was a huge drive for people in
the service industries to improve their English for the 2008
Olympics.
Alot of well-established competition - most hotels offer
tours. Caters for domestic and international tourism.
Walking tours available with English-speaking guides.

File 29 | Unit 10

Language at work, Exercise 5, page 82

Memo

3.1 Job shadowing initiative

From: Senior Management Team
To: all group heads - Juan C, Chris T, Anastasia G, Bruno R,
Robert C, Suzanna H, Tim ], Andy W

Decision
We have approved a job-shadowing scheme within the division.

Objective

To foster cooperation and teamwork by helping staff to better
understand what their colleagues do on a daily basis, and the
demands of job roles outside their own discipline.
Departments involved: Finance, Operations, Marketing,
Sales, Production, Customer Service, Logistics, Research &
Development

Requirements

All members of staff at team leader grade and below will have

to spend a minimum of four half-days (by the end of next

month) shadowing a colleague in an appropriate department.

We want all individuals to

* set up and schedule their own shadowing programme

= report back on and evaluate their experiences

= agree with their line manager what changes to make to
their work as a result of their participation in the scheme.

We will not allow extra time for work you don't complete

within this period. We expect that staff will cover for absent

colleagues.
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Practically speaking, Exercise 3, page 51

Student B
Situation 1

Student A will ask you for some tips on how to organize a tour
and presentation of your company to a group of graduates. You
organized the same event last year. You can remember the day in
general, but you have trouble recalling the details.
» Started with a tour of the building ~ lasted all morning?
¢ Short lunch break — sandwich lunch in meeting room, or fast
food in staff canteen?
* Afternoon - talk by representative from each department.
Introducing different job types?
e Finished with question and answer session?

Situation 2

In order for the MD to authorize the new project you are working
on, you need to present a written proposal with Student A. You
have written the first draft. Ask Student A for feedback before
writing the second draft. Ask questions if you feel you need more
detail from Student A.

File 31 | Unit 6

Case study, Task, Exercise 2, page 53
Post-1990s — the downturn begins

¢ A split in the management team led to Adam Crees gaining
full control of the company in 2001. Against advice he decided
to diversify and to invest in developing a model for the luxury
market, competing with Porsche, Aston Martin, and Maserati.
This led to the launch of the Adamo Tera in 2004,

* The Tera was not well received and failed to compete in its
class on performance, quality, and price. However, the push
toward diversification continued, and in 2006 and 2007
Adamo launched the Tera 2 and the Bos.

¢ Production became increasingly automated, leading to the
company having more managers than workers, many of
whom had been with Adamo since the start and knew little
about running a large company.

¢ Increased competitor activity meant that the luxury car
market became flooded with high-quality models. Adamo’s
costs spiralled while its revenues began to fall,

¢ The poor reputation of the Tera and Bos models has had a
negative impact on the AV1 and the Capra — customers are
turning away from these models and sales have plummeted.

* A slowing global economy has accelerated the recent
downturn in sales with Adamo expecting a fall in revenue of
at least 25% on the previous year.

File 32 | Unit 7

Working with words, Exercise 10, page 55
Company 1
* no formalized training approach — training needs of each

department are extremely varied, so this would be too
complicated

* no in-house training — only learning from more experienced
employees whilst doing the job

+ money for external training available, but only given in
response to a direct request from an employee

Company 2

» structured and formalized training approach

* senior management decide what kind of training courses are
made available

» employees in first year of employment must complete two
courses designed for their particular job — this is decided by
the line managers

» employees in the second year of employment must complete

two more general courses related to the company (e.g. product

presentations, business processes, etc.) — this is decided by the
line managers and employees during appraisals

= employees must complete two training courses per year after
their second year

File 33 | Unit 7

Case study, Task, Exercise 2, page 61
Student B

L B A B B A A A B B o

Suggested action

| Continue recruiting in UK, but use psychometric testing to help
find people with the right attitude and who will learn skills quickly.
Why?

+ Although it will be expensive to employ a qualified pracitioner to
manage the fests, the company will have more: control over the
recruitment process.

* It will enable the company to find people who can grow within company
and make it easier 1o develop training fo meet their needs.

2 Iniroduce an extensive iraining programme, including specific
Jjob-related and company-specific training in-house, along with
generic external courses.

Why?

+ Although this will be expensive, it will be worth it in the long-term
- employees will gain skills specific to their job as well a5 a wider
understanding of the company as a whole.

* External courses will also enable them to increase self-awareness
and develop their general business skills.

+ The government is likely to make such fraining sehemes compulsory in
a few years, 50 starting it now will put the company in a strong position.
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File 34 | Unit 8

Working with words, Exercise 10, page 63

Company profiles

Company A

A is a multinational with offices in every major city in EMEA
(Europe, Middle East, and Africa). A's core business is
accountancy and auditing, but they have a small up-and-coming
consultancy division which is gaining a lot of recognition. There
is a rigid hierarchical structure and clear career path,

Company B

B is an SME (small and medium-sized enterprise) specializing

in the provision of office supplies. They operate only within
national borders, although some of their suppliers are found
abroad. B values flexibility and rewards loyalty above all.
Company C

C is a franchise business which focuses on cleaning (commercial
and domestic) and disaster-recovery services, It is a rapidly
expanding business, although at the moment it has relatively few
full-time employees. The master franchisee holds the licence for
many further related brands which have not yet been exploited in
your market. The master franchisee’s Head Office is also based
in your city.

Company D

D is a family business managed and owned by a husband and
wife. Their core business is software development and they have
made a name for themselves in the industry for their cutting-
edge programming. Both the husband and wife also teach IT
courses at the local university as well as an online master's
degree in programming. There are three other employees.

File 35 | Unit 2

Case study, Task, Exercise 1, page 21

Group B

» Establish a system to find the right people to develop in order
to fill existing and emerging roles in the company.

¢ Invest in training — e.g. how to conduct career development
interviews.

e Investin an IT programme for monitoring employees’ career
progression and to help managers to select the right ‘internal’
candidate.

e Establish a process to ensure that career development is a
shared process between employee and employer.

 Establish a set list of questions that all managers ask in
performance / career review interviews.

= Write role profiles for existing and emerging positions.

» Write achievement-orientated career plans and make them
clear to employees from the outset.

¢ Other ideas?

File 36 | Unit5

Business communication skills, Exercise 10, page 41

Student B

Situation 1

You are working on a project with very tight deadlines. You are
supposed to hand over a piece of work to Student A tomorrow.
You need a few more days. You've been ill and you also think the
deadlines weren't very realistic. Student A is going to ask you
about progress.

Situation 2

You share an office with Student A and Student C. The office has
to be manned constantly so you can't go out at the same time,
even for a few minutes. Student A and Student C both want some
time away from the office tomorrow afternoon. Help them to
reach an agreement. (You can’t man the office for them, as you
are on holiday tomorrow.)

Situation 3

You work in a team with Student B and Student C. Student C is
refusing to accept work you have carried out. You don't want to

do the work again because it would delay the whole project, and
anyway, you carried out the work according to Student C’s brief.

File 37 | Unit 8

Practically speaking, Exercise 4, page 67

Student B

1 You've just come out of a meeting where the suggestion was
made to cut the budget on Student A’s project and to push
back the schedule date, because priorities have changed.
Respond to Student A’s difficult questions by
» avoiding the question
» distancing yourself from the situation.

2 You've heard from colleagues that your department is going to
be restructured within the next year. Find out from Student A
* who is ultimately responsible for the plan
« if it would mean any redundancies.
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Business communication skills, Exercise 6, page 73

Students A and B

You support these alternative suggestions from the Dutch
parent company.

I Replacing some of the older staff with more IT-literate
staff,

2 Raising capital by selling off some unused property and
getting a bank loan,

% Delaying the decision for six months until more
information has been gathered by
* reviewing return on investment for a new IT system
+ analysing the company in comparison to the competition
* conducting a customer satisfaction survey.

-

Discuss the advantages of these new suggestions. Think about
how the company’s performance or reputation will be affected.

File 39 | Unit5

Practically speaking, Exercise 5, page 43

Student B

1 Student A is going to give you some feedback on your report.
You spent a lot of time preparing the report. With the deadline
approaching you asked a colleague to help you with the
summary, but the report is still yours.

2 Give feedback to Student B about a recent project.
Your want to congratulate Student B on the success of a
recent database project which she / he was managing. You
also want to mention concerns about difficulties one team
member had with working long hours on the project.

File 40 | Unit 5

Language at work, Exercise 5, page 42

Student B

Agenda

1 Unfocused meetings
Team members get too muceh information in meetings and
forget it as soon as the meeting is over.

2 Team members with different working styles
There are ‘personality clashes’ in the team - some members
Just don't get on.

3 Lack of communication outside team meetings
Team members do not say what they think directly, and think
that hints are enough.

File 41 | Unit 9

Case study, Task, Exercise 5, page 77

i '--__-l-ﬂ ke Ll |

il el
Dear Steering Committee i
There has been a press leak concerning our plans for our
Nigerian plant — see below. We're not sure who the source |
can be as the facts are wrong. However, in the light of this,
we need to consider carefully what our next move should be
regarding the project.

'QP Plastics is to close its main factory in Nigeria, putting
1,300 staff out of work. The site at Port Harcourt, in the
south of the country, is to close while it looks for a buyer.
QP Plastics said the move was not linked to the
increasing wave of violence in the oil-rich Niger Delta
where kidnappings of western workers has become
increasingly common.’

Obviously, our main concern is the social unrest in the area
and the safety of our staff. We should also consider our
shareholders and reputation. Please discuss this asap and let
me know how we should proceed.

Many thanks

Jason Fletcher

T¥—v€ | S8l uoneuoju|
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File 42 | Unit 10 When preparing your briefing, be aware that this decision
will not be popular with the product managers and marketing
Working with words, Exercise 4, page 79 managers because they have invested a lot of hard work in
building up the company’s brand image based on the quality of
Team leader A the products.

Please evaluate the following:

= excellent, 5 = poor)

File 44 | Unit5
ill 2 i3y 4 [5

Ability to achieve results v Case study, Task, Exercise 2, page 45
Commitment to the project v Student B
Honesty and openness v

Outlet manager

You've been at the company since it began. You started work as
Willingness to consult team about decisions J/ a server and moved up to a management position. You've been
chosen to represent all outlet managers at this meeting. The

Ability to make decisions v

Flexibility in dealing with change v . oo : . . -
l_; _ _g B main objective for outlet managers is to improve team spirit and

Communication with team v prevent more staff from leaving.

Understanding of team’s needs and concerns v Your suggestions

Allowing team to do their work unsupervised A ¢ Re-establish the ‘all-for-one’ principle — reduce the amount

Self-awareness v of paperwork that outlet managers are expected to do so that
there is more time to work alongside staff.

Team leader B * Give servers the opportunity to take part in training courses

Please evaluate the following: to improve their skills and allow them to move up in the
company.

= excellent, 5 = poor)

Ideas that you do not support

e You do not support any change in the company’s
organizational structure. You see the original structure as one
of the company’s strengths.

* You do not think that servers should have influence over what

Ability to make decisions o sandwiches should be sold. These decisions should be based

on customer feedback and sales figures.

2 3 4 5

1
Ability to achieve results o
Commitment to the project v

v

Honesty and openness

Willingness to consult team about decisions v
Flexibility in dealing with change Vg
Communication with team v File 45 | Un]t 11

Understanding of team’s needs and concerns ) . .
: ) - Working with words, Exercise 2, page 86
Allowing team to do their work unsupervised v
ST Statement 1 = Microsoft
Self-awareness v

Statement 2 = Tata

File 43 | Unit 10

File 46 | Unit 11
Case study, Task, Exercise 2, page 85
Students A and B Working with words, Exercise 9, page 87

Issue 1: The cost of cocoa beans Student A

The company currently uses Criollo cocoa beans because they
are known to be the best quality bean. However, they are also

the most expensive bean. Company X fact file
The chocolate made by the company always has a high « produces coffee, chocolate, and related food and
percentage of cocoa solids in it, at least 70%; some items have drink products
85%. * sources cocoa and coffee beans from a variety of
You have to cut costs and you have two options with producers in different parts of the world
approximately the same cost-saving benefits. Decide which  hasused the Fairtrade label on a small number
option to take. of its key products, suggesting that it treats its
e choose to use a cheaper, lower-quality bean suppliers well and pays a fair price for the goods
* reduce the cocoa content in the chocolate it buys

146 :
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Company X in Fairtrade scandal!

Company X has used the Fairtrade labelling in a bid to
enhance its reputation, and has seen sales and profits on
many of its non-Fairtrade products soar as a result. But is
this about to change? An independent report has revealed
that Company X does nol abide by the terms of the Fairtrade
agreement for most of its products, and actually puts
pressure on producers to accept lower prices, driving many
growers into poverty.

Company X’s situation following the news article
¢ Company directors moved quickly to limit the damage — they
issued a press statement playing down the situation.

¢ Despite the press statement, the share price has fallen very
quickly, and sales figures for most key products are much
lower than expected.

» Customer surveys suggest the company is no longer trusted.

File 47 | Unit 7

Language at work, Exercise 6, page 58

Discuss what the speaker could say in situations 1-5.

Example: I was going to bring a sample of our new product,
but unfortunately I haven't brought it with me today.

1 lintend to take a sample  I'm at the meeting. | have
of the new product to the forgotten the sample of the
meeting. new product.

2 [ have to give a
presentation at the
conference in Moscow
next week.

My boss has asked

me to cancel all other
arrangements and go to
New York for a meeting
next week.

3 We think we will make a
profit this year.

Our products haven't sold
as well as expected.

4 We're aiming to get a
10% discount on all
orders over €20,000
during the negotiation.

They are telling us that they
can't offer more than an 8%
discount on any order,

Maria has cancelled our
lunch appointment because
she’s too busy.

5 I'm having lunch with
Maria tomorrow.

File 48 | Unit 12

Case study, Task, Exercise 1, page 101
Student C

Doing business in Brazil

= Remember that relationships are one of the most important

elements in Brazilian business culture.

Cultivate close personal relationships and build trust —

you will then have a greater chance of successfully doing

business in Brazil.

Be aware that great importance is placed on the family

in Brazil. This means that you will often find a number of

family members working for the same company.

« [t is common practice in Brazil to hire a despechante,
or middleman, to help you in your business dealings. A
despechante will help you navigate Brazilian bureaucracy
for a nominal fee.

* DON'T rush business dealings with your Brazilian colleagues
and avoid pressing for final decisions.

= Allow time for socializing before and during meetings — this
is an important part of the relationship-building process.

* DON'T publicly criticize your Brazilian counterparts. If you

need to tell them something negative, do so in private so

they do not lose face in front of others.

File 49 | Unit 5

Business communication skills, Exercise 10, page 41

Student C

Situation 1

You are working on a project with very tight deadlines. Student
A is expecting a piece of work from Student B tomorrow. Student
B is unable to meet the deadline. Help them to discuss the issue,
and to reach the best solution for all concerned.

Situation 2

You share an office with Student A and Student B. The office has
to be manned constantly so you can’t go out at the same time,
even for a few minutes. Think of a very important reason which
means you have to be somewhere else at 3.00 p.m. tomorrow.
Student B will be on annual leave, Talk to Student A and see if
she / he can look after the office for you while you are away from
your desk.

Situation 3

You work in a team with Student A and Student B. You are very
dissatisfied with some work that Student B has just carried out.
It's true, she / he followed your instructions, but the quality is
very poor and the work seems rushed. You don’t want to accept
the work, and you would like her / him to do it again.

1
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File 50 | Unit 11 File 53 | Unit 12

Business communication skills, Exercise 9, page 89 Working with words, Exercise 4, page 95

Student A 1
Employee

You are extremely busy at work and you have an hour's commute
every day. You want to start working from home in order to save
commuting time and avoid unnecessary interruptions at work.

You have an office space at home and an Internet connection, so

you feel that your work would not suffer at all from this change

and you might even become more productive.

Student B is your line manager. Explain what you want and
discuss the possibilities of this arrangement. State your position,
try to negotiate some terms with B, and come to an agreement.

File 51 | Unit 5

Case study, Task, Exercise 2, page 45

Student D

Head Office representative

You have been asked to chair the negotiation. You should do the 2
following during the meeting.

= Invite each person to make their suggestions.
Check that you have understood each suggestion.
Ask the other participants for their opinions.

Keep the discussion on track.

Ask the participants to compromise and agree on at least two
suggestions that you can take to Head Office.

File 52 | Unit 11

Case study, Task, Exercise 2, page 93
Students Cand D

What we would recommend

* Carbon emission reduction, rather than offsetting. It fends
to be more popular with investors and customers.

* For a reduction programme suggest: paper-free bills,
conference calls to replace some international travel, hybrid
company cars to replace standard cars.

+ A policy to educate customers as part of the reduction
programme is recommended. Previous clients asked
customers fo charge phones only when the battery has run
down and to unplug the charger once it has charged.

What we wouldn't recommend

* If the company insists on offsetting, investing in forests is not
recommended. Studies show that forestry projects are less
reliable in offsetting carbon emiesions than first thought. This
is because frees are vulnerable to a number of problems,

e.g. fires. [t would be better to invest in renewable energy.

148 |
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File 54 | Unit 6

Business communication skills, Exercise 5, page 49

Students C and D

Choose two of these ideas to discuss in the meeting.
Provide free coffee and biscuits for staff every day.
Introduce a yearly paid bonus for all staff.

Offer all staff three extra holiday days.

rather than five.

Discuss the advantages of the ideas and how they would
work. Think of possible disadvantages and prepare a counter-
argument.,

File 55 | Unit 12

Case study, Task, Exercise 1, page 101
Student A

Key performance indicators

File 56 | Unit 4

Case study, Task, Exercise 3, page 37
Pair B

Offer staff the option to work their hours in three or four days,

FJR Immo’s Key Performance Indicators (KPIs)

KPI = ensuring customer satisfaction - monitored in the form
of a survey

KPI = focusing on investors - returns are judged on measures
of profitability and efficiency

KPI = focusing on employees - measuring productivity and
employee satisfaction whilst rewarding good work and
offering opportunities for education

KPI = measuring standards of the suppliers (i.e. local agents)
and ensuring our high standards are met, e.g. customer
care, documentation, communication, etc.

These benchmarks give a quantitative indication of how the
company is performing and if it is achieving the targets it has
set itself.

Objectives can be readjusted from time to time depending
on progress.

Sell differently

Start up production in the UD

Exit the UD market

Possible strategies

Information and education

« Take steps fo inform the public about the quality of AST's
products,

Emphasize the cleanliness of preparation factories.
+ Educate the nation about curry and its benefits.

+ Make spokespeople available for falk shows,

* (aet articles into magazines.

* Use advertisements for information-giving

+ Offer supermarket taste fests.

Posifion ourselves at the front of the healthy-eating movement.
+ Other opfions?

Product development

* Introduce new US-only lines.

* Improve product ingredients to allay fears

« Remove all artificial additives.

» Reduce fat levels.

Make sure all fats in products are ‘Good" ones.
Consider specializing in a purely vegetarian range.
Source more local, natural, or even organic ingredients.
+ Other options?

* Find a U5 partner - ig. work with a local food producer
and combine our expertise in Asian food with their trading
name and reputation.

« Focus sales drive on regions or cities with large minority
populations who are most likely to buy products.

* Other options?

* Buy or rent production capacity and have UD-sourced
products.

* Focus on the markets we know best and stop the
haemorchage of money before it becomes too serious.

* Find ways to expand in Europe instead.
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Unit 1

01
1

Kimberley So, on my first day here, it was at
the afternoon meeting, and I was introduced
to my colleagues. They were pleasant enough,
but it was kind of annoying at the beginning,
because to be honest, | found them a little dull
and ... well, pompous. | guess [ could have
been more open-minded. | was too quick
to judge - it was just different to what [ was
used to, but with time I think my impression
probably changed ...

... Er, the building itself is in this out-of-the-
way, purpose-built, industrial zone, as they
call it here. In fact it’s pretty upmarket and [
think it has pretty much everything you could
askfor ...

... One thing I found very time-consuming
was the constant greeting and wishing
people farewell. I can appreciate the need for
formality, but it got kind of tedious, all that
kissing and shaking hands every day ...

2

Igor When you're working here, you have to
take into account the wide variety of cultural
influences. It's quite amazing to me, really. [
mean, it's so up-and-coming, investment is
pouring in from everywhere. And it really is
a melting-pot culture, so business tends to be
more formal, which, personally, [ think is not
a bad thing. People dress smartly, and they
are confident, you know, self-assured and
outspoken ...

... Where | come from many things are out-
dated and in some cases quite run-down, but
over here it's the opposite. Everything is new
and state-of-the-art ...

... | suppose a predictable outcome of this
difference in cultures is that communication
can sometimes break down, you know, in
negotiations and business deals. So what
happens is that language and concepts get
simplified, which can lead to meetings that are,
you know, run-of-the-mill — quite dull, really.

3

Ho Lee Park When you arrive in New Zealand,
there are so many new things to take on board.
A lot of new information to process. But New
Zealanders are very down to earth people, and
very easy-going ... | was surprised at first, but
Iikeit ...

... Coming from a big city, I guess it’s not
surprising that New Zealand lifestyle is more
low-key ... Yes, this helps to make it relaxing,
but there are times when it can feel quite a
lonely place.

... One of the most unexpected things for

me was how entertaining the people can be.
Laughter and joking are very much part of the
culture, and it's nice at work sometimes, when
people are not so serious. It helps to cheer me

up.

02
Extract 1

Johanna Hi, Peter, how was your trip? I've
skimmed through your initial findings and I'm
very impressed.

Peter Oh, well, | wondered what your reaction
would be, | have to say, | had lots of help, and
I'm actually quite excited about what | saw ...

Johanna OK, well, er, just before you start,
can I just fill you in on what the client has said
while you were away?

Peter Yeah, of course,

Johanna Well, basically, the client has told us
that the site is likely to be around the Krakow
area, S0 can we go over your thoughts on those
sites first? Apparently, it seems that Krakow is
quite an up-and-coming place.

Peter Yes, it is. I started off in the city centre,
which 1 have to say is really beautiful and very
lively. I get the impression that there's a lot
going on there. According to the local tourist
office, they're really pushing the area for
development; however, from what [ could see,
there are already a number of hotels catering
for the business market and | gathered from
the locals that there were several interesting
sites worth considering nearby. | had been
looking around Krakow for a couple of days by
that point. | had planned to spend an extra day
in Krakow itself, but as it was made clear that
I should go exploring, [ cut this short so that 1
could visit other sites.

Johanna Sounds intriguing ...

03

Extract 2

Johanna How did you feel about the mountain
site? What was it called again? Zakopane?

Peter Zakopane, yes.

Johanna Apparently, you weren't that keen?

Peter No —to be fair, it could have been worse.
It does have absolutely breathtaking scenery,
but then that’s not everything. And I've got to
say that I have my doubts. I'm just not 100%
convinced. I would say it's more of a ski resort
than a business centre. Plenty of sport — guests
can really do whatever they want in their free
time — skiing, walking, saunas, plenty of that
kind of thing. I'm not saying that's a bad thing,
it's just that it's not really an ideal location for
this type of hotel — and it's not even especially
close to the airport — at least a couple of hours'
drive. Allin all, it's going to be a bit more
complicated than we anticipated.

Johanna Yeah, I take your point. So are we
saying this is still a serious contender, or not?
Peter [ wouldn't like to say, really. Basically, I'm
happy to do a bit more research if you're still

interested, but I can’t promise anything.

Johanna | see, OK, er... Well, any other
potential pitfalls? What's your impression of
the local workforce, for instance?

Peter Well, [ wouldn't go so far as to say that
they don't speak English at all, but | did run
into a couple of problems. | know English
might not be their first second language - it's
not that it's a bad thing that their German and
Russian are pretty good, it's just that English
will be a major factor as well, so I'm a bit wary
of that. I'm a bit reluctant to recommend the
site at this stage. But, look, why don't you come
out and see for yourself?

04

Extract 3

Johanna What about the third site? [
understand you went back to Krakow at the
end of your trip to visit a potential location on
the edge of the city?

Peter ['ve never seen anywhere quite like it.
I've got to say that I'm totally convinced by
its potential — it has just about everything you
could ask for. The major advantage is that
the infrastructure is already all in place. I'm
sure you'll agree that the local facilities are
first class — I've brought some pictures and
schematics to show you ...

Johanna ... Erm, you mentioned an abandoned
factory?

Peter Yes. It's this old brewery which I'm fully
confident our client can acquire and refit.
Basically, the pros definitely outweigh the
cons.

Johanna I'm not sure whether the budget will
stretch that far ...

Peter No, OK, but surely that's not a reason to
delay. As you'll see from my projected figures,
the purchase value of the disused factory
definitely makes it worth considering! We can't
go wrong, really, not with the way property
values are increasing. Anyway, I thought you'd
be impressed, so I'd like to set up a meeting
with the owner.

Johanna But we haven't talked the figures
through in detail yet.

Peter Yes, but that needn't stop us at least
making some further enquiries about the
building. It's only a preliminary meeting.

Johanna Well, OK, but by then we need to have
pinned down any other potential difficulties,
don't we?

Peter I'm pretty sure I've covered everything in
my analysis. I'll be writing everything up later
this week.

Johanna Then ... it shouldn't be a problem.

05

a The major advantage is that the infrastructure
is already all in place.

It has just about everything you could ask for.

b As you'll see from my projected figures, the
purchase value of the disused factory
definitely makes it worth considering.

I'm sure you'll agree that the local facilities are
first class.

¢ Basically, I'm happy to do a bit more research
if you're still interested, but | can'’t promise
anything.

I'm a bit reluctant to recornmend the site at
this stage. But, look, why don't you come out
and see for yourself?

d That's not a reason to delay.

That needn't stop us at least making some
further enquiries about the building.

e I'm just not 100% convinced.

It does have absolutely breathtaking scenery,
but then that's not everything.

f It's not that it's a bad thing that their German
and Russian are pretty good ~ it's just that
English will be a major factor as well.

I would say it’s more of a ski resort than a
business centre.
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Hi, my name's Holly Cheng. I'm from the
Singapore office, and, well, I'm accountable
for everything that goes on in Production
Planning. I'm pleased to say that after two years
in the job I've now managed to get on top of
things and can see ways of further improving
our ability to deliver on time. Lately, I've been
concentrating on local production, but with
the worldwide strategy gathering speed, it's
becoming more and more important to look

at the global picture. What's the point of me
being here today? | guess I'm ready to take on
board anything I can about how to improve
communication between my team and our
counterparts around the world. | do have a
tendency to talk too fast so, please slow me
down! Or stop me if you can't understand what
I'm saying!

Hello. For those of you who don't know me
already, I am Elke Seifried from Graz in Austria.
My responsibilities include optimizing the
quality assurance procedures at our plant there
to ensure that we only produce parts of the
highest standard. I'm empowered to jettison
any sub-standard products and have the task of
working out what went wrong. I'd like to point
out that over the years, | have been continually
improving procedures, and | hope to share
some of my ideas with you here.

Hi, there. As most of you will know, I'm Harvey
Benson from Atlanta. What can [ say? Well, it
might surprise you to know that we've had a
few great years and we're just rolling the stuff
out. The point is, we're finding it really tough
to keep on top of demand, but, well, you gotta
give the customer what they want. Basically,
my role is to coordinate what happens between
departments, making sure that communication
is optimal - this entails a lot of talking, mailing,
getting on people’s cases, and so on —so | might
not be everyone's favourite person! You'll be
happy to know that we've been selected as a
benchmark for best practice, due to the process
that | developed. To get to the point, we want
to help out all the sites around the world in
optimizing their communication processes — |
can't wait to share our expertise with you and
to help you embrace the changes you'll be
facing over the next few months.
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Hi. it's James here ... Thank you very much
again for agreeing to do this for me. Basically,
[ just want to get an overall impression of

the place from an outsider’s perspective,

and obviously, the restaurants and the local
delicacies will be of particular interest to us.
Er, let’s think, what else ...? Er, well, any info
about tourist numbers and origins would also
be very useful. But probably more importantly
for us, specific information on what type of
business visitor the city gets. And, erm, what
are these visitors doing there? You know the
type of thing — what kind of trip is it? Are they
coming alone, or with colleagues? Obviously,
this means it would also be useful to gather

more first-hand knowledge about the local
economy — type of business or industry,
international connections, etc. ... Erm, we
really need to establish early on who our target
market would be, as this will affect our pricing
and marketing strategy. And, erm, I guess the
obvious question - is there any competition?
And then are there any language or cultural
issues which | need to bear in mind? Erm, OK, 1
think that’s everything. Thanks.

Unit 2
08

Interviewer ... and today I'm joined by Susan
Whittaker, who's a career coach ... Susan,
more and more people seem to be exploring
less traditional career options. Realistically,
what are the alternatives to a traditional
career?

Susan Well, yes, people are beginning to realize
that if you want to move forward you need
to take responsibility for your own career
development. And if you want to make a real
change, you have to be prepared to take some
risks. Talking yourself into that promotion, and
climbing another rung on the vertical career
ladder may not necessarily be right for you. If
that's the case, then you have to take a serious
look at your options, ask around for advice
and see what you can do about following less
conventional paths,

Interviewer So what kind of options are people
looking for when they're contemplating a
change?

Susan Well, there are several ways of
approaching the issue. For example, you
may want to stay in your current field, but
with a change of role. Some people opt for
a lateral move, | mean moving across or
horizontally into a new role at the same level
you're currently at — so that you can gain
more experience in a similar position. Moving
back or down is also possible — to explore a
new direction, open up new opportunities
or, increasingly often, to reduce stress, Or
you might like to consider an exploratory,
often temporary move to another location or
department, just to give yourself a taste of
what else is out there. But of course, something
else to remember is that, over time, you will
grow into your role. And then you can develop
it on your own terms.

Interviewer Does this really work for everyone?
I mean, essentially, aren’t most people looking
for a change — any change — because they're
just a bit bored?

Susan Yes, that's right, there are times when we
reach a stage in our careers when we feel stuck
—we aren’t sure which direction we should be
moving in. Within a conventional organization,
it's really up to managers to look out for the
warning signs that people are looking to move
on, and to discuss the options with them.

They need to focus on the positives of being
assigned to other departments or project
teams. It needn’t mean you're being sidelined
— your horizons are simply being broadened.
That sort of approach.

Interviewer And what if the changes
suggested by your manager don’t match your
expectations?

Susan Well, then there's the ultimate step of
moving on completely. You want to go beyond
the scope of your current job, there's nothing
suitable where you are, so you start looking
around for an interesting position in another
organization,

Interviewer And is a manager ever likely to
encourage this?

Susan Well, you and your manager can see
when you've looked at all the options and
the fit just isn’t there. Maybe your skills don't
match those required for the job, perhaps
your career goals are unrealistic within the
organization, In such cases, the manager
may just have to let you go, and if the move
is done well, you can end up being the best
ambassador for that organization after you
leave,

Interviewer OK, can we just go back to
your point about the move downwards or
backwards? How is that supposed tobe a
progressive step? Surely most of us would find
that demotivating?

Susan Good question. I know this can seem like
some kind of voluntary demotion, but that's
not necessarily the case. It's difficult to explain
exactly, but sometimes, in order to move
forward you need to take a step backwards to
put yourself in a better position for the next
move.

Interviewer OK, well, | may have to take your
word on that.
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Extract 1

Heidi ... Right, everyone's here now, so let's
get started, shall we? I'm afraid we don't
have that much time. Now, as you know, the
purpose of today’s meeting is to look at our
current recruitment problems, ['ve asked
Arun to analyse the underlying causes of the
difficulties we're currently experiencing in
recruiting the right people. So, er, perhaps
Arun, you'd like to talk us through some of
your findings.

Arun Certainly. Well, this is an issue that
has been affecting Coben Walsh for some
time now. I've been following up on why so
many candidates have rejected job offers.
And basically, there’s no getting away from
it — we face serious competition from the
larger, better-known accountancy firms. Top
graduates know how much they're worth
and they're attracted to the most prestigious,
higher-paying firms.

Rachel Could I just say something here, Heidi?

Heidi Yes, go ahead.

Rachel You probably won't like this idea, Andy,
but I think that the obvious solution to this
problem must be to increase the initial salary
package we're offering. I really think we should
consider doing so.

Andy I'm sorry, but [ don't think we're in
a position to do that, Rachel. Apart from
anything else, it would mean we'd have to
increase all salaries by the same amount to
retain motivation in our current staff.

Heidi Can | suggest we come back to this point
about salaries a bit later on, Rachel? Andy?
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Rachel Yeah, OK.

Andy Agreed. Anyway, ['d rather investigate
other options before we go down that route, I'd
be interested to hear about your suggestion,
Heidi, before we make any decisions.

Heidi Yes, of course. I'll get on to thatin a
moment. Arun, did you want to talk about staff
retention issues as well?

Arun Yes, well, as you know, we're also
experiencing a high turnover of staff, again,
primarily among our younger employees.
Based on what they say in their exit interviews,
there seems to be a general feeling that we're
a bit specialist, and they'll progress faster in
their careers by moving companies. They don'’t
seem to feel any particular loyalty to us.

And ...

Rachel IfI could just come in here for a
moment, Arun? What makes you so sure it's
an issue that only affects our company? I'd say
it's the attitude in all industries these days —
people simply don't stay with one company for
that long any more.

Andy Of course, you're absolutely right, but we
can't just ignore this problem. 1 know you're
not keen on it, Rachel, but I really think we
should hear about Heidi's school-leavers plan.

10

Extract 2

Heidi OK, given the current situation, I'm sure
you'll understand the need to improve our
choice of candidates.

Andy Absolutely, yes.

Heidi Now, I'm not sure what your feelings
are about this, but we think we need to move
our focus away from university graduates.

We were wondering if we could consider
targeting school-leavers instead — offering
them an apprenticeship with Coben Walsh and
paying for them to study for their professional
qualifications whilst gaining on-the-job
experience.

Arun Er, Heidi, would this be the right moment
to mention the conditions of employment?

Heidi Oh, yes, thanks, Arun. Well, basically, the
new recruits could combine work and study for
five years, during which they would receive a
moderate salary. After five years they should
then get their full professional qualification.

Rachel But surely the best students will want
to go on to university? And won't there be bad
feeling if we then recruit a graduate at a higher
position with a higher salary?

Heidi Now, it's interesting you should say that,
because actually I think the trend is changing.
A lot of good students are really worried
about the cost of going to university, and the
prospect of being in debt. It could be that
they would be really happy to take a secure
employment opportunity instead.

Andy We'd have to demand very high grades
from the school-leavers, you know, to make
sure we get the best candidates.

Heidi Yes, quite. Now, coming back to the issue
of graduates — they have to complete three
years of training once they join us in any case.
That means that effectively they'll only be two
years ahead of the school-leavers, and since
we're paying for five years of education | don't
think the school-leavers will complain about
their comparatively low salary.

Rachel Mm, I suppose so. But do you really
think school-leavers will be able to make such
big decisions about their career at the age of
eighteen? Given that we need employees who
are committed to the profession, wouldn't it
be better to focus on ways of improving our
graduate intake?

Arun Well, I think a lot of eighteen-year-olds do
already have a clear idea of what they want to
do. Er ... something else we've been thinking
about is the introduction of an entry exam ...

11

Conversation 1

Arun I'm so glad [ finally had a face-to-face
meeting with the partners — I haven't had much
contact with them so far, and at least now they
know who I am.

Heidi Yes, it's just as well I brought you along,
Arun — as you're the one who's really going to
have to deal with Andy and Rachel if we do go
ahead with the changes. If I'd thought about
it, [ could have brought one of the recruitment
consultants we use as well, but there’s always
next time. It would have been good if we'd
made a bit more progress today.

Arun Yes, if only I'd known how Rachel would
react to the school-leavers proposal.

Heidi Well, we should have anticipated it, really
—we already knew she was quite resistant to
the idea.

Conversation 2

Rachel All I can say is, I'm still not convinced
this is the right move, Andy. [ might have
been a bit too forthright, but I need to be sure
any change is right for the company. We are
partners here, after all!

Andy Well, it could have been awful if we'd just
gone round in circles. At least we managed to
have some kind of discussion.

Rachel True. But suppose | hadn’t been there to
present the other side of the argument? What
would have happened if | hadn’t suggested
improving our graduate intake? And I still don’t
think Arun brought much to the discussion —
basically, he relied on Heidi.

Andy Yes, but it's a good thing he came to the
meeting, though. It sounds like we're going to
be working quite closely with him from now on.
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Conversation 1

A So, what would you do if one of your key
members of staff was off sick on the day of an
important presentation?

B Um, well ... would it help if I gave you an
example?

A Mm. Go on.

B [ mean, something like this happened to me
in my previous job ...

Conversation 2

A Ela, is it OK if we make some changes to
those plans you sent through?

B The ones attached with the proposal? |
thought they'd all been approved.

A No, I was actually referring to the ones drawn
up for internal purposes. Especially the one on
page four —it looks a bit odd to me.

B Doesit?

A Well, if you look at the scale at the bottom of
the page, you'll see what [ mean. Surely that
can’t be right?

Conversation 3

A Sorry, I'm not really sure I've understood.
Does everybody need to be informed?

B Sorry?

A Yes, sorry, let me rephrase that. Am
I supposed to notify everybody in the
department each time I receive one of these
proposals?

B No, of course not, you won't have time to do
that. What I'm saying is that it's worth sending
it to the people responsible for that particular
region. | know Alex is looking for new
contacts, and so is Thierry. In other words,
there’s no point in it sitting in your in-tray for
the next few weeks.

Conversation 4

A Well, the last year has obviously had its
ups and downs for you, but look, the fact of
the matter is that | need to see a dramatic
improvement in your performance over the
next six months.

B Butit’s been so difficult with all the changes.
I'm sure you can appreciate, these are factors
which are out of my control.

A Yes, l understand that. It's been difficult for
everybody in the group. But the point I'm
trying to make is 1'd like to see more evidence
of how you deal with these challenges.

Conversation 5

A 1 got some useful feedback from the morning
session, Overall it seems they don't feel well
informed about the product.

B Really? But don’t we keep them informed
with our newsletter?

A Yes, but what I mean by ‘well informed’ is,
they'd have liked to be more involved with the
product before it came to market. Look ... to
put it another way, couldn’t we consider letting
thern trial the products in their own markets
first, so that they feel their views count?
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Well, I guess the main reason for working
with tpmg is that we needed their help with
the design and implementation of the process,
but also the necessary 1T tools. The software
we've worked on with tpmg provided all

the information employees and managers
needed for the career review interviews, and
for the design of career development plans.
And perhaps here | should just say, the career
development plan is something which the
individual employees manage themselves
~they can use it to help them plan their
progression from their existing role to their
preferred new role.

Obviously, our managers needed to get up to
speed with the new process, and so the first
thing we did was to run a series of briefings.
Once the managers were trained, they could
begin the interviews with their staff. After all
the initial interviews were over, tpmg ran 20
functional meetings, where each functional
management team was able to take an
overview of their expected requirements and
the talent already identified.



And that’s where | think this process has been
really useful — managers and HR have been
better equipped to make fair assessments

of who should be offered places on key
development programmes, or ultimately offered
more senior or key positions. And at board
level, this has meant they've been able to talk
about high-potential people, using the software
to project all the information they needed.

Unit 3
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Interviewer OK. Can you tell me a little bit
about the company?

Inaki Yes, well, our consultancy, BICG, was set
up in 1999, Principally, we do research in the
field of new ways of working, which is a fusion
of several different disciplines related to the
organizational aspects of a company. So we
focus on the infrastructure - the information
and communication technologies applied
to the workplace. We look at the physical
environment, architecture and the use of
space, the way an office should be built and
laid out. And more generally, we deal with the
cultural aspects of a company, like working
practices.

Interviewer Why does the professional world
need new office and workplace concepts?

Ifiaki Well, I think it's more like the end of
a process, you know. Basically, we help
companies to move with the times. | mean, the
business world has been evolving rapidly over
the last few decades, due to new technologies.
Things have changed and it’s time for physical
spaces to accommodate the new needs and
requirements of the world of work.

Interviewer OK. What kind of advantages are
there from a management point of view? [s this
purely a money-saving exercise?

Iiiaki No, not exclusively. I mean, cost-saving
is certainly one of the results you can achieve,
but it's not the most important. What is
essential is being more productive and having
more efficient and effective processes, and
teams and werking practices. Then, also,
having more motivated people.

Interviewer Mm. So, | imagine you make quite
a few changes to the working environment.
How do the people who are actually working
there react to that? What problems do you
have to anticipate?

Inaki Well, actually one of the core focuses of
our work is to facilitate cultural change within
companies. People react differently. Normally
the people at the bottom are quite happy to
get something new; a more open and creative
environment. Those at the top of companies,
senior management, they are the champions
or sponsors of these new concepts. But middle
management tends to be very resistant to
this kind of change, so we have to explain the
benefits for them as well - it’s important to
generate enthusiasm for these changes.

Interviewer Yeah. How do you see this
situation developing in the future? Are there
going to be any more major changes? Oris it
more of an ongoing process?

Ifiaki I think it's been more or less an ongoing
process for a couple of decades. We're getting

more mobile and technology is getting smaller
and smarter, and this is a trend that is making
us more flexible, more and more independent
of space. So the office won't be the place where
you have to go every day and work eight

hours. Work will be something that you can

do wherever you are and, really, you'll come

to the office to meet people and exchange
information and knowledge. So that will
probably be the trend in the near future.

Interviewer But if people aren’t coming into
the office, won't there be a problem with
communication?

Ifiaki Mm! Definitely, definitely! I mean, this
is something you have to take account of, to
ensure that people will communicate in the
right way and will still have this ‘we’ feeling
- being part of a team. You have to distinguish
between the work you can do individually
wherever you are, and the kind of work where
you need to exchange information, ideas with
your colleagues, and therefore you go to the
office.

Interviewer Mm. And how do you assess your
progress? How do you know whether or not
the work you've done has been successful?

Iiiaki Since we deal very often with so-called
‘soft’ factors, it's not that easy to measure
the success of these kinds of projects.
Nevertheless, there are other ways to
measure success. Obviously, you can check
the motivation of the people in a company.
You can also check measurable aspects,
like, for example, the time needed to solve a
problem. If you reduce the normal time needed
for solving a problem, then you are more
productive.
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Extract 1

... All right, just to fill you in on some of

the background, research from Henley
Management College in the UK has shown

that middle managers are under increasing
pressure and it's going to get tougher. Why?
Because the flexible working revolution means
that management will become more about
resourcing and measuring results than about
following day-to-day procedures. People are
expected to be working more flexibly in the
future. In fact, it's estimated that by 2050 most
people will have been working flexibly for more
than a decade. That's something to think about,
and I'll return to this point later ...

... 50, I've divided my talk up into three
sections. First of all, I'll consider the current
research. After that, I'll go on to talk about the
impact on the workforce as a whole, and I'll
conclude with some comments about how this
will affect employers.

16

Extract 2

I'd like to start by saying a few words about
some of the changes predicted in a recent
report. One significant change will be the rise
in ‘demuting’. By ‘demuting’ [ mean working
remotely from wherever you are, and not
needing to travel to an office. So, the opposite
of commuting really, It's anticipated that as
many as twelve million people in the UK will be
working from home by 2020. If the 20th century

was about the 47.6-hour week for British
workers, the 21st century is going to be about

a new generation of ‘career nomads’. Now, |
don't know if you're familiar with this term?
Well, ‘career nomads’ refers to employees who
are changing the rules of time management in
ways that suit their new approaches to work
and leisure time. ... To put it another way,
employees who no longer think in terms of a job
for life, but move around, changing jobs, and
even careers. We need to ask ourselves - is this
a good thing, and for whom?

17
Extract 3

... OK, moving on now to look at how this

all affects the workforce. One possible
consequence of the home becoming the

focus of most people’s working lives will be a
rise in ‘binge-time careerism’ — this is where
employees work non-stop for an agreed period
and then take the equivalent amount of time off.
Personal development could also benefit as new
ways of working give rise to ‘shadow careers’
—and perhaps here | should just explain what

I mean by ‘shadow careers’ — that's when
amateur activities are pursued to professional
standards. So for example, ...

... Turning to the next point, research
commissioned by British Telecom points

out that 24-7 access to company emails and
information via phones and BlackBerries
could simply translate into staff working
harder and longer, unless organizations

devise formal policies to deal with their new
working practices. And as [ said earlier, it's
predicted that there will be tension between
employers and employees over some new ways
of working. I'll say more about the effects on
employers in a moment.

Just to digress for a second ... The report
suggests that the trend towards home working
could have other positive social side-effects. It
points to the fact that three-quarters of people
questioned believe that flexible work patterns
and the rise of home-based businesses are
likely to revive local communities. And six out
of ten people believe the shift will make larger
communities and cities more personal and
people-friendly.

18

Extract 4

For employers, however, the flip-side to all
this will be the sheer number of alternatives
available to individuals. And this brings me

to the last point, Whenever | hear employers
discussing how they are going to compete

for talent, the focus always seems to be on
competition with other employers ...

... But today's technology-aware workers
already have more opportunities than ever
before to make a distinct choice between
corporate life and working, in whatever
capacity, for themselves — and we anticipate
that this trend will only increase. And this

is my key point — by the mid-21st century a
major cultural change will have taken place.
The workforce will have acquired the power to
make choices, and employers need to recognize
this and start planning for it now. To sum up,
forward-thinking employers would be wise to
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view this element of choice as just as serious a
competitor as other employers are considered
to be. And solving this dilemma must surely
become a key priority.

So, that brings me to the end of my talk. Thank
you very much for listening. And I'll be happy to
take any questions now.

19

—

Yes, [ can’t see any alternative. [ think it's
bound to happen sooner or later.

2 Itmay happen, but it's not very likely.

3 Ithinkit’s possible that we'll see new
innovations in this area, yes.

4

A This is so annoying. Why won't people reply
when | ask them to? It's been three days now.

B Iknow. I still think you should send the
request again, though.

A But | don’t want it to look like I'm badgering
them.

B Quite. Well, you might want to word it so it’s
not too aggressive, in that case.

Unit 4

probability of that risk actually happening.

I can then decide which risks need immediate
attention, and which ones are manageable.

In many cases you can find ways to completely
avoid the risk. For example, if you determine
that a staircase is potentially dangerous — you
close it down and repair it. But, outside of safety
issues, avoidance isn't always the most prudent
course of action. If you went to the CEO and
advised him to avoid every risk, you're probably
gonna get a deeply sceptical response. A totally
risk-averse company is never going to make
much progress.

4 [t may well be that things change in the next 21 22
few years. We'll have to wait and see. Extract 1
5 Definitely, yes — there's certain to be a major 1
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change at some point in the future.

6 [thinkit's very unlikely that will happen, to be
honest.

7 Oh, most certainly, yes. And it’s highly likely to
impact on all our lives.

8 It's quite probable that we'll see some big
changes in the near future,

9 It’s certain that there will be significant
changes, yes.

10 Oh, definitely, and there’s a good chance most

of us will benefit from these changes.
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1

A Hello?

B Hi, Sophia. It's Manjit. Have you got a few
minutes?

A Er, actually I'm quite snowed under at the
moment, with the exhibition only two days
away!

B [ know what you mean. It's quite hectic over
here too. I'll only be a few minutes, though.,

A OK. What can I do for you?

2

A How was the presentation? Did it go
according to plan?

B No, not quite. It wasn't so great, actually.

A Oh?

B Well, there just wasn't enough time to
cover everything. And there were quite a
few technical problems along the way. [
don't think the organization here has been
particularly good, actually.

A No, it hasn't, has it?

B I mean, they should have stuck with the
original 45 minutes per presentation.

A Yeah. It might be worth sending an email to
everyone who came, to cover the parts you
missed out.

3

A ... It’s just that I'm finding it's quite a task to
manage my work now that the team has been
split up. | spend way too much time passing
messages on and not nearly enough time
doing my actual job.

B I hear what you're saying. | mean, | know
this is a tricky time for a lot of you, but 1 really
think that in the long run, it'll work better as a
system,

A 1 don't know. [ feel like I'm just treading water.

B Believe me, I can see where you're coming
from. I had a similar problem at my last
company, but it did work out in the end.

Nowadays, of course, there's a lot more
consultation and discussion, but in the end
someone has to take the final decision - and
that's me. Sometimes you feel nervous putting
your signature to a multi-million dollar
agreement, If I've got it wrong — well, [ prefer
not to think about that.

But, of course, ['ve only reached the position
I'm in because I'm not over-cautious by nature.
I have been accused of being reckless — for
example, when I took the bold step of cutting
all our top-of-the-range prices by 30% last
November. | was proved right on that one. To
an outsider, my decisions may sometimes look
rash, but you can be sure I've only reached
them after carefully weighing up all the pros
and cons. | have a duty to the shareholders

not to behave in an imprudent way with their
investment. You have to ask yourself again and
again: am I being prudent? Or is this course of
action basically foolhardy? And, of course, the
other side of the coin is that [ wouldn’t be doing
anyone any favours by completely avoiding
justifiable risks that carry the possibility of
sizeable returns.

2

I think it's what comes with responsibility.
Sometimes it feels like the whole of my daily
working life is filled with risk — but that's
because | have quite a lot of freedom to make
decisions. For example, I can decide exactly
what deal I offer potential clients on price or
discounts. That means [ don't always know for
sure that I've got it right. Sometimes I put the
phone down and immediately I'm wondering
how sensible that was.

In many ways, the biggest risk | face in my work
is the risk of wasting time. As they say, time is
money —it’s actually my income. If you think
you've got a good potential lead, you can spend
days following up, and then the whole thing can
just collapse and you end up with nothing. So
to some degree you have to be cautious about
deciding which leads to follow up.

[ think most people think mainly of health

and safety issues, but it's not only that. My
responsibility covers all areas of risk within an
organization - financial, legal, environmental,
technological ...

When | discover a potential problem, my job
is to assess the severity of the loss that could
result from it — maybe in equipment or time

or knowledge, or even human life — and put

a financial value on that. I also calculate the

Jean-Luc ... How about now, Greta? s that any
better? Good. Any more technical hitches?
No? OK. So, if the document-share programme
is now working, you should all be able to
see page seven of the proposal on screen ...
Joanna, could you talk us through this?

Joanna Yes, sure. Well, if you could look at
the bottomn of page seven, where it says ‘Risk
summary’, you'll see that I've summarized
some of the risks involved in this proposal.

Extract 2

Thomas ... OK, so that’s one problem. And as a
result, the price of minibus hire in the locality
has increased dramatically over the last year.

Jean-Luc That's interesting, Thomas, thank
you, but I think it's probably best left for
another meeting. Maybe we're digressing a
little. If I could just bring the conversation back
to the agenda ...

Joanna Am I right in saying that the general
opinion is we can go ahead on this?

Khalid Khalid here. Er, [ still have serious
reservations. Are we really prepared to lose
three of our best-selling products, including
the Nile Cruise, just to chase this pipe-dream
of green tourism? | suggest that we keep all the
current tours, but include the opportunity for
clients to pay a voluntary charge for carbon
offsetting. Now, by doing this ...

Jean-Luc OK, thanks, Khalid, maybe we can let
Joana answer that.

Joanna Well, if you remember, we did explore
this last year — that was just before you joined
us, Khalid — and we decided at the time that it
wasn't the route to go down.

Jean-Lue You're saying that it's not worth
reconsidering?

Joanna I really don't think so.

Khalid With respect Joanna, do luxury travel
and green tourism really go together? And
do we really believe that our customers will
pay thousands of dollars to stay in a mud
hut without running water, next to a termite
mound? That's what I'm asking.

Jean-Luc OK, Khalid, you've made your point.
Greta—I'd be interested in hearing what you
think about this.

Greta Well, at first I was very much in favour of
Joanna's proposal, but I admit that I'm having
some second thoughts about it. Which is why |
put forward an alternative proposal that we're
going to discuss later on. | think we have to
take the long view. There is huge growth in
this sector and we ...



Khalid What do you think of this? We offer
customers the option of paying the carbon
offsetting as an extra ...

Jean-Luc Sorry, Khalid. Could you let Greta
finish, please?

Khalid OK, sorry.

Greta | was just saying that | think if we're
going to stay competitive in this market ...

Extract 3

Jean-Luc ... so that all seems OK. Thomas — I
have a question for you here. How likely is it
that our current partners along the Mombasa
coast would buy into this proposal?

Thomas Can | just check — we are now talking
about the alternative smaller-scale proposal
suggested by Greta, rather than Joanna’s full-
scale original idea?

Jean-Luc Yes. I think that’s where we've got to.
Is that right? Joanna?

Joanna Reluctantly, yes. I'm not fully convinced
as yet.

Thomas To me, it sounds a lot more
manageable. Our partners can make a
transition over a period of years rather than
overnight — and depending on customer
uptake, we can go faster or slower as
appropriate. I think that makes more sense
than trying to do everything at once, and
possibly falling flat on our faces.

Jean-Luc OK, well, we seem to have some sort of
consensus — although we still have to convince
Joanna that this is the right course of action ...

Extract 4

Jean-Lue OK ... I'm not sure this is getting us
anywhere! ... Well ... I'd like to draw things
to a close, so can I just ask everyone to sum
up their views in two or three sentences?

I'll mention any of your remaining doubts
or questions to the board when [ report our
discussion. Greta, can you start, please?

Greta It's been quite hard, but I think we've
made the right decision. It would have been
too risky to commit ourselves to ...
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1

Thomas ... and as a result, the price of minibus
hire in the locality has increased dramatically
over the last year.

Jean-Luc That's interesting, Thomas, thank
you, but I think it's probably best left for
another meeting.

2

Khalid Isuggest that we keep all the current
tours, but include the opportunity for clients to
pay a voluntary charge for carbon offsetting.
Now, by doing this ...

Jean-Luc OK, thanks, Khalid, maybe we can let
Joana answer that.

Joanna Well, if you remember, we did explore
this last year — that was just before you joined
us, Khalid - and we decided at the time that it
wasn't the route to go down,

3

Khalid With respect Joanna, do luxury travel
and green tourism really go together? And
do we really believe that our customers will
pay thousands of dollars to stay in a mud

hut without running water, next to a termite
mound? That's what I'm asking.

Jean-Luc OK, Khalid, you've made your point.
Greta - I'd be interested in hearing what you
think about this.

4

Greta ... I think we have to take the long view.
There is huge growth in this sector and we ...

Khalid What do you think of this? We offer
customers the option of paying the carbon
offsetting as an extra ...

Jean-Luc Sorry, Khalid. Could you let Greta
finish, please?

5

Jean-Luc OK ... I'm not sure this is getting us
anywhere! ... well ... I'd like to draw things to
aclose, so can I just ask everyone to sum up
their views in two or three sentences?

24
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Steve Hi. You must be Reza.

Ali Reza Yes. Ali Reza, actually.

Steve Sorry, Ali Reza.

Ali Reza It's quite all right. It's Steve, isn't it?
I've seen your picture on the website.

Steve Right. So, you've come over for this
meeting?

Ali Reza Yes. | just arrived this morning.

Steve How was the journey?

Ali Reza Not too bad. I managed to sleep a little
on the plane.

2

Sophia I thought I recognized that voice. Hello,
Harry. How are you?

Harry Sophia. Nice to see you. You're looking
well.

Sophia Thank you. It's really nice to see you. |
wondered if you'd be coming,

Harry Yeah, well, | may be old, but you can't get
rid of me that easily.

Sophia So, they're keeping you busy then?

Harry Absolutely.

Sophia And are you still enjoying it? Really?

Harry Ah. Well ...

3

David Kornelia! | had no idea you were coming
over for this event.

Kornelia David - hello! Good to see you. It must
be two years or more since we last met.

David Wasn'tit at that conference in Egypt?

Kornelia Oh yes, on the Red Sea — it was really
beautiful.

David Yeah, but do you remember that taxi ride
back to the airport?

Kornelia Yeah - I thought we weren't going to
make it.

David And then to make matters worse, the
airline lost all our bags!

Kornelia Yes - that was no laughing matter!

David So anyway, how are you doing?

Kornelia Fine, thanks.

David Someone said you'd had a difficult year.

Kornelia Well. Yes. | have had a few ups and
downs.

David Ups and downs?

4
Pietro Hello. May I join you?

Janos Yes, of course. Have a seat.

Pietro I'm Pietro Agnelli from the Turin office.

Janos Janos Rezmuves. From Szeged in
Hungary.

Pietro Good to meet you. Wait a minute ...
You're not the Janos who pulled off that big
Integra deal, are you?

Janos Well, it wasn't just me. There was a
whole team involved. And anyway, Pietro, I've
heard quite a lot about you, too. You got the
gold award last month, didn't you?

5

Marc Well, I'd been working in the Paris office
for five years when senior management
decided [ needed to see more of the world. So
I've been in Manhattan for the last ... oh, six or
seven months, [ guess. In a luxury apartment
overlooking Central Park,

Maria Lucky you!

Marc Yeah ... it sounds good, I know, but the
job's pretty challenging. But I'm enjoying it.

Maria Challenging in what way?

Marc Well, it's a well-established team and they
had their own way of doing things, so as far as
they're concerned I'm still the new guy ...
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Well, yes, McCain is an interesting example of
a company that's been able to respond well to
some significant changes in the world around it.
I think you could categorize their actions under
the two main headings of Product Development
and Information.

In terms of their actual product, McCain have
always been innovators — think of oven chips,
chips cooked in the oven instead of a pan full of
oil. They've now switched all production from
using vegetable oil to sunflower oil, which has
much lower levels of saturated fat. They've also
invested in finding ways to dramatically reduce
salt whilst retaining taste.

The other part of their action plan has been to
make sure that the public is better informed
about their products. Er, McCain have
embarked on an education campaign to explain
why chips ... sorry, French fries ... are a healthy
and important food. They've even sponsored
some in-school promotions and initiatives

to encourage product awareness and more
informed attitudes to a balanced diet. This is all
designed to provide a scientifically-backed and
persuasive counter-argument to the ‘chips are
unhealthy’ lobby.

Of course, there is quite a lot of opposition to
this approach. But McCain have made a point
of stressing in their marketing that they only
use simple, natural ingredients: potatoes and
oil. They've now labelled all UK products with
a traffic light symbol - red, yellow, and green
—to show fat, sugar, and salt levels. In fact, all
McCain chips are able to show a green light
that indicates low saturated fat. There isn't a
single product which carries a red light. More
unusually, they've even worked alongside the
fire service on campaigns to ‘ban the pan’

— aiming to reduce the number of kitchen fires
caused by the oil in the pan catching fire. It’s
surprisingly common.

So, allin all, I think McCain have tackled what
could have been a very risky period for their
products quite boldly, taking on their detractors
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with innovation and positive arguments.
Market research shows that people still want
exciting and tasty foods — but, increasingly now,
they also want healthy products. McCain are

an example of one company that is constantly
adapting to satisfy this demand.

Unit 5

26
1

I'd say I'm very sales-focused, very much so. As
I've already outlined, I sell more than anyone
else in my current job. I just love the challenge
of the sale. Of course, | need to drive the other
members of my team as well - yes, they might
find me a bit demanding at times, but I think
it's important to work together as a team to get
results. Otherwise we just wouldn't achieve our
sales targets, would we?

What do [ bring to the team? Let’s see ... Well,
given my current position, | obviously know
the products inside-out. I think I'm also quite
good on detail - I'm generally able to pinpoint
the cause of a problem as soon as it arises, and
deal with it, of course. I think I'm capable of
handling most complications by myself. That's
why I prefer not to delegate. | mean, I certainly
wouldn’t want to neglect my responsibilities.

It doesn’t matter what project I'm working on,
my priorities are always to deliver what's been
asked of me, and on time. That’s why [ prefer
to avoid any last-minute changes, although
obviously | need to discuss these suggestions
with the other team members before deciding
how to proceed. Generally though, I'd say it's
best to stick to the initial brief, especially where
there are particularly tight deadlines to meet.

27
Extract 1

Jenny Right, guys, can | just make sure ['ve
understood this correctly? Paul. Would I be
right in thinking we agreed not to use the logo
with the knife?

Paul Yes, precisely! Which is why this whole
thing is just so frustrating. What really
concerns me is the way this has been handled
so badly by the printers. [ said from the very
beginning that | had my doubts about using
this contact instead of our usual printer. But
Riccardo must have had his reasons.

Jenny OK, OK. Let’s try not to get personal
here. We've got a problem to sort out. Can we
try and stay focused on the facts?

Riccardo And it's worth bearing in mind, the
error isn't necessarily on the printer’s side. To
be honest, I'm a bit worried about some of the
other artwork as well. The quality isn’t as good
as it could be. I mean, the printer may not have
received all the latest versions of the files — do
you understand what I'm trying to say?

Paul Look, Riccardo, not only do we have a
major error on our hands, but we're also not
sure how this happened. As I said earlier, I'm
really not happy with the way this has been

handled, and it'’s the Vienna convention which
really worries me, 1'd just like to point out
that we are flying out to Vienna in less than
a week, and we don't even have a decent set
of brochures to hand out. The real issue here
is that we're just not prepared. The printing
should have been done months ago!
Riccardo You're quite right, Paul. I don’t know
if you are aware, but the reason the printing
didn’t go ahead earlier was that we were
waiting for your department’s approval on the
prices.
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Extract 2

Jenny Well, Riccardo, how do you propose we
deal with this issue?

Riccardo OK - firstly, before going back to the
printer, I really just wanted to try and establish
how the errors happened. Did somebody on
our side hand over the wrong files? [ mean, it's
a possibility.

Paul Look, Riccardo, the thing that bothers me
is that we just don’t have time. To be frank, I'm
sorry, but | can't just sit around and wait for
you to sort this out. And | just don't understand
how you could even be contemplating a reprint
with only a few days to go, not to mention
the extra cost. [ say, send the brochures out
to Vienna as they are — we can get the errors
corrected in the next batch. For now, we'll just
have to tolerate them as they are.

Riccardo OK, Paul, [ see what you mean, but
surely we need to get this right now? The
reason why | say this is because if we get it
right this time, any future campaigns should
run more smoothly.

Paul Oh, come on, that's just not practical. |
just won'’t be able to go ahead with the launch
in Vienna if [ don’t have the brochures by
Wednesday. This is what I've been afraid of
from the beginning of this project. Think of
the repercussions — our key clients have been
waiting for months for this new range.

Jenny Look, Paul, Riccardo, can we try to avoid
any serious setbacks here? How we resolve
this is the issue now.

Riccardo | agree with Jenny. | was really
hoping that we could find a solution that suits
all of us here. Thinking about this sensibly, the
problems with the artwork ['m prepared to
overlook, if we could just sort out the problems
with that logo. I mean, look, would it help if I
gave the printer another call? See if it could be
changed in time and get some costs?

Jenny That sounds sensible. Paul, | need to
know we've got your approval on this?

Paul OK, fair enough. I'm prepared to wait and
see what you and the printer come up with.

Jenny In which case, Riccardo, can | leave you
to liaise with the printer, if we do do a reprint?

Riccardo Yes, of course. If you both agree
to this solution, I'd be more than happy to
oversee everything personally. | promise you,
nothing will go wrong this time!
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1 The reason why | say this is because if we get
it right this time, any future campaigns should
run more smoothly.

2 Which is why this whole thing is just so
frustrating.

3 How we resolve this is the issue now.

4 It’s the Vienna convention which really worries
me.

5 In which case, Riccardo, can I leave you to
liaise with the printer ...?

6 What really concerns me is the way this has
been handled so badly by the printers,

7 The problems with the artwork I'm prepared to
overlook.

8 The thing that bothers me is that we just don't
have time.

9 Not only do we have a major error on our
hands, but we're also not sure how this
happened.
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Conversation 1

A Tomasz, I'm glad | bumped into you. I've had
a chance to run through that document you
asked me to look at. So ... whenever you want
to discussit ...

B Great. Have you got time now?

A Yes, | have a few minutes before my next
meeting.

B It shouldn’t take too long. And lock, | really
appreciate this, | know how busy you are. So
what were your thoughts?

A Mm, I think my only real doubt is the line
you've taken on absenteeism.

B OK...

A 1don't think they'll accept this approach.

B Oh, really? Why do you think that?

A Basically, ... it ... it's not strong enough.

B So how do you think [ could improve it?

A I'm not sure about including all those
transcripts of interviews with staff. Couldn't
you just summarize the key issues that came
up?

B Oh, [ see. Well, it seems a pity to have to
cut them, but maybe you're right. Was there
anything else?

A Mm. Yes, a slight problem - I think some of
your data is confidential.

B Oh, really? I'm sorry, | didn't realize — thanks
for pointing that out.

A Sorry, | hope this doesn’t sound too negative.

B No, that's fine. Actually, I'm very happy to
have some honest feedback. I'll just keep
working on it.

Conversation 2

A David, look, I've been meaning to say
something ...

B Yes?

A It’s just ... I'm kind of worried about that
proposal you're circulating at the moment.

B OK. What's the problem?

A Well, essentially I like the idea, but you know
how controversial it might be, don’t you?

B No, I'm sorry, | don't see what you're getting
at.

A [ feel you could be making life difficult for
yourself. You know, this may even go to the
workers’ council,

B Look, you're entitled to your opinion, but at
this stage, you know, it might not be a bad
thing if it did. And to be honest, I just don't
have time to rework it at the moment.

A Look, David, I'm just trying to help. And
I'm not expecting you to start again. I've said
there's nothing wrong with the idea — you just
need to approach it in a slightly different way.



B Isee what you're saying, Roberta, but the
reason I'm taking this approach is because I
think this plan will work in the long run.

A No one's denying that, but [ really think you're
going to cause yourself a lot of trouble in the
short term.

B Fair eriough, but it's a bit late now. Maybe you
should have said something earlier.

Conversation 3

A Phew. That was hard work!

B Yes. And it's good thing you brought an extra
copy of the proposal.

A Yeah, that was lucky. So, how do you think it
went?

B Pretty good, | think - they signed, anyway.
And that last question — you handled that
really well.

A Thanks. Though I have to admit, I got the
idea from Jenna — apparently the same issue
came up last week and she got caught out. So
what about that new guy?

B The one we hadn't met before? Hassan? Yeah,
he was really tough.

A Definitely. By the way, thanks for backing me
up with the figures.

B Hey, no problem. I could see you were getting
kind of lost.

A Tknow, I'm afraid that was down to nerves.

B Don't worry, you did well. You just have to
build on that experience now.

A Thanks for your support —it's good to know
I'm on the right track.

Unit 6
31

Interviewer Today we're continuing our theme
of innovation, and I'm joined by our business
analyst, Jost Van der Saar, to talk about a
dilemma faced by many large companies.
How do you run an efficient company, but also
create space for those new, innovative ideas,
without cutting into the bottom line? Jost, it's not
always that easy to get the balance right, is it?

Jost No, that’s right. If you take a company like
3M, for example. They tend to be associated
with creativity — as you know, they invented
the Post-it note among other things. Now, they
underwent some significant changes when
James McNerney took over as Chief Executive
Officer — he was the first outsider to lead the
company in its 100-year history. The company
certainly needed knocking into shape at that
time, and McNerney set out to boost earnings
from the start. One of the first things he did
was to cut the workforce by 11%.

Interviewer What kind of a reaction did he get
to these changes?

Jost Well, he caused quite a stir. McNerney's
approach to raising profitability certainly
satisfied the shareholders. He was clearly
attempting to shift the emphasis from
innovation to quality control. And from his
days at General Motors, he introduced Six
Sigma. Now this is a programme aimed at
improving quality, controlling costs, and
increasing efficiency and it doesn't tolerate
mistakes easily. It demands precision, and the
main idea is to eliminate production defects.

Interviewer Well, McNerney left the company
some years ago, of course. What's the situation
at 3M since then?

Jost Well, people are asking whether
McNerney's efficiency drive hasn't in fact
stifled creativity. As you can imagine, that's
quite a serious concern for a company whose
very identity is built on innovation.

Interviewer Is there any hard evidence to
support these fears?

Jost Well, it's interesting. In the past, one-
third of sales came from products released
in the five previous years — today this figure
has slipped to one-guarter only. The current
CEO, George Buckley, is convinced he can
outperform the competition by reigniting top-
line growth. He's reeling back on Six Sigma
just enough to get the creative juices flowing
again ...
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Extract 1

James So, even though it's been a surprisingly
difficult year for Skion PCs, hopefully today
will help generate some ideas for improving
our position in the market. Would anyone like
to start?

Sue Well, yes ... | mean, couldn’t we consider
ways to develop our image, to show that we're
a genuinely caring business?

James Sorry, I should also say, | don't think we
need to do anything that's radically different.
Also, it's not clear to me what you mean by
‘caring’.

Sue Well, for example, what about moving
into the area of recycling? Most people have
no idea what to do with old computers and
components — they either keep them or end
up throwing them out. [ would have thought it
would be possible to collect a customer’s old
computer when we sell them a new one and
implement a policy of recycling.

Jessica Oh, I see, so you're thinking of
something charitable, like maybe, we collect
in used parts and send X% off to developing
countries, am I right?

Sue Well, not necessarily that ... | haven't really
had a chance to think it through properly, but
that’s not such a bad idea. Thinking about it,
we could even set up a programme where staff
can choose to spend some of their holiday
time working on a project in a developing
country, but we'd pay to make sure it's well-
run and responsible. I've done something
similar myself. It was actually one of the most
rewarding things I've ever done.

James Gareth, what do you think?

Gareth To tell you the truth, I'm not totally
convinced. I'm concerned about how that
would work in practice, and [ can’t help
wondering whether it would really be cost-
effective.

James So is that a definite 'no'?

Gareth Well, no, but | would certainly need to
know that it's profitable, before taking it any
further.

Sue It's not about cost-effectiveness, it's about
acting responsibly ...

Jessica Well, can we try and take this just a
little bit further after this meeting? I mean,
obviously we'd need to do a lot more research
before reaching any final decisions.
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Extract 2

Jessica It's an interesting idea. In terms of
marketing I think it has potential. It's certainly
worth thinking about. In fact ... well, 'm not
sure how this would work in practice, but how
about a wider policy on environmental issues,
you know, similar to the idea about being ‘the
company that cares’, but more focused on
energy-saving as well as recycling?

James OK, would you like to expand on that?

Jessica Well, I was thinking along the lines of
solar-powered laptops, for instance.

Sue Solar-powered?

Jessica Look, I only say that because there's big
money in energy-saving and if we became well
known as specialists in this area we wouldn't
just sell to domestic customers.

Sue Sorry, are you saying that we could open up
market share with this idea?

Jessica Er ... well, yes ... look, could I just
explain in a bit more detail? I think this is
where our website could play a major role,

I mean, we could target small businesses,
educational institutions, and public sector
organizations around the world. Places where
electricity supplies are sporadic. Does that
make sense?

James Well, yes, but I don't really think we
could get away with that — do you? It's such
a departure from what we're doing at the
moment. | mean, it's potentially quite high-
risk. If I've understood correctly, you're
saying that we should become energy-saving
specialists.

Jessica Well, | just thought that in a way
maybe we'd gain competitive advantage, you
know, something innovative ... after all, the
technology’s there. People are already doing it.
Why not us?

Gareth I'm sorry, I'm just not convinced.

Look, shouldn’t we be thinking more about
straightforward, commercial developments?

I think we should get back to discussing what
we can do realistically, now, with the capacity
that we have at the moment, and focusing on
the bottom line.

34

Extract 3

James Maybe you're right. What did you have
in mind?

Gareth Well, something similar to Sue and
Jessica's ideas earlier, about recycling.
Supposing we were to sell recovered parts
through brokers back to the manufacturers or
clients who needed ‘obsolete’ parts?

Sue Obsolete parts? Right, erm ... What makes
you think that would work?

Gareth Actually, it's not nearly as complicated
as it seems; we might even be able to set up
links on our own website ...

James Mm, you've obviously given this some
thought ...

Gareth And there’s nothing stopping us from
setting up as brokers ourselves, is there? We
could buy up unwanted parts and sell them on
ourselves, to our regular customers.

James Yes, that's true. You may have something
there. Well, it's easily the best idea I've
heard so far. And we could probably be more
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competitive on service than some of those
larger brokers.

Jessica Mmm, [ don’t know, I'm not so keen on
the idea.

James We should at least consider it, though.

Jessica Yes, OK. But wouldn't we be doing
exactly the same as Green PCs? I've been
locking at their website and it’s pretty much
the same idea ...

35

Could I just explain in a bit more detail?
You've obviously given this some thought.
I'm not totally convinced.

It's been a surprisingly difficult year.

It’s easily the best idea I've heard so far.
I'm just not convinced.
It was actually one of the most rewarding
things I've ever done.
Look, I only say that because there's big money
in energy-saving.

9 I'm not so keen on the idea.
10 Idon't really think we could get away with
that - do you?
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Could I explain in just a bit more detail?
Could I just explain in a bit more detail?
Surprisingly, it's been a difficult year.
It's been a surprisingly difficult year.
It was actually one of the most rewarding
things I've ever done.
Actually, it was one of the most rewarding
things I've ever done.
4 a [really don't think we could get away with
that — do you?

b Idon't really think we could get away with

that — do you?
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Conversation 1

Anna Tom, I'm in the middle of preparing for
the sales conference.

Tom Oh, yes?

Anna Yes ... and | have to do a short
presentation.

Tom Ah. Lucky you!

Anna [ know! More worrying still is that it's
only a month away!

Tom Yeah, it does seem to come round pretty
quickly ...

Anna Yes. Anyway, I've got a few ideas, but
I still need to bring it all together. [ was
wondering if you remember what you said last
year?

Tom Oh, erm, let’s see ... Something about
how well we were doing, I think! Er, hmm ...
you've put me on the spot here. I'm not quite
sure now, it seems like a long time ago. I seem
to remember talking about defending our
strategic position — something like that, in any
case,

Anna OK. And did you talk about the local
markets? Erm. Any kind of analysis?

Tom Yes, I'm sure | would have done. Erm.
And [ remember starting off with a short quiz
to break the ice ... I'm trying to think what |
would have done with that. I could certainly
find it, though, and email it to you if that's any
help?

Conversation 2

Eva So what do you think of my draft proposal?
I'd be grateful for your feedback.

Dan Yes, it’s not bad. I'd say you're on the
right track. In any case, it's the kind of thing
we're looking for. It just needs a bit more
development.

Eva More development ...7

Dan You know, explaining the rationale behind
the proposal, why now, and so on.

Eva OK ... what about the opening paragraph?
[s it strong enough?

Dan Something along those lines ... Yeah, you
certainly need something like that, to help set
the right tone, don’t you? Again, I'd say it just
needs a bit more work, really.

Eva More work? Could you be more specific?

Dan Well, [ could give you a few general
pointers, but I'm afraid I haven't really got time
to get involved in the detail. Anyway, I thought
Rob was supposed to be helping you with this?

Eva Well, yes, 1 did email him last week, but he
still hasn't got back to me.

Dan Well, he'll probably get back to you before
the end of this week — that should still give you
time to revise your draft.

Conversation 3

Federico Dominique! I thought you were in
Germany?

Dominique No, I got back last night.

Federico How did the research go? Did you see
any interesting interiors?

Dominique Actually, overall it was quite
disappointing.

Federico Oh, really?

Dominique Yes. 5till, there was one place that
was quite interesting ... [ haven't got my laptop
with me now, otherwise | could show you
some photos.

Federico Was it typically German? The style,
| mean.

Dominique No, not really. It's difficult
to explain, really. It almost had a hint of
something oriental — oh, and lots of black and
white ... it was kind of minimalist.

Federico A lot of lacquer?

Dominique Yes, panelling, partitions, you
know, that sort of thing ... In fact, you
remember that Japanese restaurant we went to
in London?

Federico Yes, of course.

Dominique Well the partitions were a bit like
that, but not quite as decorative.

Unit 7
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Interviewer Would you say that staff in your
organization are encouraged to take a ‘systems
thinking' approach?

Jane Well, we don’t explicitly encourage staff
to take a systems thinking approach. But if
you look at the content of some of the training
programmes, a lot of it is geared towards them
thinking about the implications of what they do
outside their immediate area of responsibility.
So, for example, our finance training is very
much about getting people to think about how
their decisions impact on the bottom line, the
profit and loss account, and the implications

for other departments. We also have one
particular course that all staff in one of our
divisions are expected to attend, and it’s
designed to put people’s jobs into the wider
business context, so that they can see the
bigger picture. So, from that point of view, yes,
to some extent we do try to get people thinking
more broadly than their immediate remit, but
it's not a specific or an explicit aim.

Interviewer So, how would you describe the
approach to learning and training across your
organization?

Jane The approach that we take is that we
divide training into job-specific training, and
then more generic training, and we approach
the two areas in slightly different ways. The
majority of our training is job-specific and
we get information on what this should be
from what we call a bottom-up approach,
where we look at individual training needs.
This is normally triggered by the appraisal
process, and the delivery of the training then
tends to be driven by line managers. They'll
often provide that training on the job. So
if people need to learn specific skills like
design or marketing, that happens locally.
Departments often find their own training
providers and they have their own budgets
to do that, so we take quite a decentralized
approach in that way. The generic training
would be related to skills that are relevant right
across the business, like management skills,
communication skills, or IT training. It's also
training in response to any current themes
that relate to particular business challenges.
So, for example, at the moment there's quite
a big push on project management training
because of the need to manage projects more
effectively. This kind of training is often
generated by senior management, so it's more
of a top-down approach, and the training itself
is more centrally-driven.

Interviewer What are the advantages and
disadvantages of doing things the way you do
them?

Jane Well, I think one of the advantages
is that because, primarily, we have a very
decentralized approach to training it means
that each division gets what it needs from
the central training department. So we're
quite responsive to their needs and that’s a
real advantage. Also, we provide a range of
learning opportunities, not just courses. We
have reading materials, DV Ds, books, and
also online links that people can use. We're
trying to make training more self-directed.
Line managers don't always have time to
spend with staff, talking in detail and planning
their training, so the more we can encourage
people to take responsibility for their own
development, the better. It's also an advantage
because it means staff take ownership of their
own learning and, therefore, they're much
more likely to put more effort into what they're
learning — and that learning is more likely to
stick and be transferred into their jobs.
Disadvantages? Well, from our central point
of view, one drawback is that we get stretched
very thinly, because rather than being able to
take a one-size-fits-all approach right across
the organization, we end up custornizing a lot
of what we do for each division, which is great
for the divisions, but it's not always an effective
use of central resources.
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Conversation 1

Tamara Hello, Kirsten. Er, we didn't finish
our discussion about next year's training
programime.

Kirsten No, you're right. We didn't. Do you
want to carry on now?

Tamara Well, we need to have a concrete
proposal for the meeting on Friday.

Kirsten Did you say Friday? | thought it had
been brought forward to Thursday afternoon?

Tamara Well, er, that makes it even more
urgent, then. Anyway, I'm not quite clear about
your last suggestion. Could you run it by me
again?

Kirsten Yes ... OK, well, faced with the need
to be fully compliant with the new legislation
by early next year, | think we have at least 70
staff who need to be up to speed by the end of
this year.

Tamara How many did you say?

Kirsten Seventy ... seven-oh. But instead of
training them all, | suggest we buy in training
sessions and offer these to a few key managers.
Working on the principle that they can all pass
the content on to their own staff, we should
have everyone trained up by January.

Tamara How many were you planning to offer
it to?

Kirsten Just the eight heads of department.
Make a single group.

Tamara And, er, what you're saying is, you
don't think we have enough of our own trainers
to provide this internally?

Kirsten No, it's not that we don’t have the
trainers. We don't have the expertise.

Tamara OK, well, on that point, it may not be
entirely relevant, but I've heard some negative
feedback recently on other internal training
sessions.

Kirsten That's interesting. Could you clarify
exactly what the problems were? Oh ...
Actually, no, it doesn’t matter — [ guess it's a bit
off-topic right now.

Tamara OK. [ think you suggested a provider.
What was their name again? Consuelo, did
you say?

Kirsten That's right. Given the limited number
of companies offering this training, we don't
actually have much choice.

Tamara No, that's right. Oh, that reminds me.
Have you heard that Leon's leaving to go and
work for another training provider?

Kirsten Yes, | heard. Knowing how demotivated
he's been about his job recently, I'm not too
surprised!

Tamara Yes. Anyway ... sorry. That’s a bit of
a digression. Let's get back to the main issue.
Are there any other loose ends? Er, what
haven't we dealt with yet? Shall we talk about
the proposal for distance learning?

Kirsten Yes. We need to do that. And we
haven't looked at the question of timing yet.
Or dealt with the cost!

Tamara | know. By the way, talking about costs,
I'haven't seen that report on the e-learning
project yet,

Kirsten Ah, yes, [ remembered that yesterday. [
was going to write it this morning, but ...

Tamara OK, OK, I know you're busy ...
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Conversation 2

Kirsten Hello, Kirsten Marr.

John Hello, this is John Powell from Consuelo.
You left a message for me?

Kirsten Ah, yes, hello. Thanks for getting back
to me so quickly.

John No problem. Se. I was wondering, could
you clarify exactly what sort of training
programme you were hoping to run?

Kirsten Yes, of course. We need to ensure
that our company is fully compliant with the
new legislation and procedures regarding
the transport and handling of hazardous
biological materials. We had intended to do
this ourselves, but having discussed it with the
relevant people we now think we need to ask
an external training provider to do this.

John Could I ask you to spell out some details —
how many participants, when you wanted this
to happen, and so on?

Kirsten We were thinking of having eight
managers for a one-day workshop, ideally
some time around the middle of next month.

John OK, a day should be OK. But, look, I'm
very sorry, but you do know that we only run
tailor-made workshops for a minimum of
twenty participants?

Kirsten Oh, really? No, I didn't know. That’s a
bit annoying.

John Well, it’s to do with cost, I'm afraid.
Inevitably.

Kirsten No, [ understand that. What I'm saying
is, it's annoying for us because we just don't
have that many people. So, do you mean that
you can't do this training for us?

John Well, we could do it, but we'd have to
charge for twenty people, even if only eight
came.

Kirsten Mmm. [ see. OK, well, maybe we have
no choice.

John Sorry, I'm not quite sure [ understand. Are
you saying that you'd like to proceed with the
booking anyway?

Kirsten Er... No. That's not what | mean. What
I mean is that we'll have to run this internally
after all.

John Look ... Just a thought. It may not be
entirely relevant, but we do have some spaces
available on our open training day on the 3rd.
Would you be interested in registering any
participants for that?

Kirsten The 3rd, did you say?

John Yes.

Kirsten [ think we'd probably be interested
in that. But I need to confer with my line
manager. Can I get back to you on that?

John Yes, of course.

41

1 Just a thought. It may not be entirely relevant,
but ...

2 Actually, no, it doesn’t matter — [ guess it's a bit
off-topic right now.

3 Oh, that reminds me. Have you heard that
Leon’s leaving to go and work for another
training provider?

4 Anyway ... sorry. That's a bit of a digression.

5 Let’s get back to the main issue.

6 By the way, talking about costs ...
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1 Faced with the need to be fully compliant with
the new legislation by early next year, | think
we have at least 70 staff who need to be up to
speed by the end of this year.

2 Working on the principle that they can all pass
the content on to their own staff, we should
have everyone trained up by January.

3 Given the limited number of companies
offering this training, we don't actually have
much choice.

4 Knowing how demotivated he's been about his
job recently, I'm not too surprised!

5 Having discussed it with the relevant people,
we now think we need to ask an external
training provider to do this.
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Conversation 1

A So, what do you think of it so far?

B It's not very interesting, is it?

A That’s the understatement of the year, |
haven't learned anything I didn't know before.

B It's not thatbad. Though I have to admit, I'm
not getting much out of it.

A And the pace is so slow! It's doing my head in!

B [ know what you mean. It’s really testing my
patience, too.

A Infact, I think I've reached my limit. I'm going
to slip out after this coffee break.

B Won't you need to show you've attended?

A No problem. They've taken our names
already! Are you staying?

B Well, I agree it hasn't lived up to expectations
so far —but I need to learn something about the
topic. Maybe it'll get better.

A OK.T'll see you later.

Conversation 2

A Was there something, Sue?

B Well, yes. I've been looking at Lou’s new
brochure design. | have to say that [ was
expecting something a bit more professional.

A What do you mean exactly?

B Well, the cover, for example - it’s just not
up to scratch. [ don't find the choice of image
appealing. And to be frank, I'm not very happy

A Oh. [s there a problem, Jacques?

B Well, if you're moving on to health and
safety issues, I'm not sure how much [ can
contribute. I can’t really see the point of
staying.

A Well, I'm sorry you feel that way. It's a very
important issue and | think it would be useful
to have your views.

B To be honest, I'm finding it a bit frustrating
that I have to be here at all. I've got a lot on at
the moment and I just don't think this is the
best use of my time.

with the wording, either. =

A 1see what you mean, but it was a rush job. g_
Maybe we should get Lou in and talk over —
some of the alternative design ideas, o
Conversation 3 g
A Right. It's four o'clock. Let's move on to the =
next item. =
B I'msorry. I'm going to have to leave at this 7]

point. s
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I think it's true to say that Leyland Trucks
have put developing their employees at the
heart of their strategy — they've shown a real
commitment to the people who work for them.
We can see this quite clearly in how they've
responded to the current and potentially very
serious skills shortage.

The starting point was the realization that
seeking to employ qualified staff from outside
the company was not the only possible solution
to the problem. Those people already working
for the company, although unqualified,

had the relevant experience, interest, and
potential to make up for the shortage of trained
professionals. If they could be helped to take
training courses in the relevant areas, and
achieve recognized qualifications, it would
benefit both the company and the employees
themselves. Crucially, Leyland recognized that
Just because these employees had joined the
company straight from school, it didn’t mean
that they weren't capable of higher levels of
study. Now, in fact, their experience of working
for the company gave them an excellent basis
from which to embark on a course of study to
become a professional engineer.

Anyway, Leyland entered into a partnership
with two colleges who designed tailor-made
courses for their staff. Thirty employees
from a wide range of areas of the business
were encouraged to apply for a two-year
Trainee Design Engineer programme. Seven
were accepted, and when they've finished
the programme they'll have a qualification
that they can use towards completing a full
engineering degree. And another thirteen
employees are taking a foundation degree in
automotive manufacturing equal to the first two
years of an engineering degree.

Now, much of the success of these programmes
lies in the fact that the participating colleges
have created courses that precisely fit the needs
of the company, and at the same time they also
satisfy the employees’ personal aspirations.
think this kind of partnership between industry
and academia is excellent, and it shows the
potential for similar training schemes in
different industries.

Interviewee Well, organizational learning is
very important, of course. De Beers believes
in the need for continued investment in its
people, and I have to say, they generally show
a willingness to make the most of any training
opportunities. Then, also, at De Beers we
encourage not only cross-divisional, but also
cross-functional lateral moves — as you can
imagine, it's a great way of really developing
your career and it’s good to see our people
showing a desire to benefit from this kind of
diversity.

46
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Interviewer So, what does Credit Suisse expect
from future employees?

Interviewee Well, we like people who can
offer a combination of specialist know-how
and personality. They need to be committed
to individual achievement, and to the success
of the team. We expect all our employees to
support the bank’s strategic goals ... Erm,
basically, you've got to be able to build up
rapport and personal credibility with the client
as well as your colleagues.

Interviewer And can you sum up, what's in it
for the employee?

Interviewee Well, briefly ... erm, provided
that you live up to our expectations, you get to
share in the success of a powerful company, a
company that holds a leading position in the
market, and I should say, a future-oriented
company.

Interviewer And what's life like for employees
at Credit Suisse?

Interviewee Our employees are encouraged
to strive for a healthy work-life balance. That
doesn’t mean you'll never be under pressure,
so obviously you've got to be able to cope with
stress! But, of course, we'll provide training
and on-the-job support to help you do this.

47
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Interviewer What is Orange looking for in an
employee?

Interviewee [ should say the ability to think
on your feet is really essential. The working
environment at Orange certainly puts

48
Extract 1

Ian ... And that brings us to training. Since
Anya's here, perhaps we can look at the new
training initiative requested by the various
team leaders? Anya, can you give us an
overview of where we are with this?

Anya OK, yes. Well, to be honest, we haven't
got as far as I'd hoped. Erm, where we are at
the moment is ... er, we've just completed the
initial consultation stage. However, what I can
tell you is that the initiative will be complete
and in place before the annual review. I'd like
to be able to give you a more precise date, but
unfortunately I can't do that at the moment.
You'll appreciate that [ still need to run the
details by Jean-Paul and the team leaders
first ...

So, now, perhaps it would be a good idea if |
Jjust went through some of the other training
programmes we are running.

Ian Yes, OK.

Anya Good. Now, how can I put this? We have
a quite ‘flexible’ approach to our training
programme this year — we're trying to tailor
it more to individual and team needs. So if it’s
OK, I'd just like to sketch out the core elements
of the plans ... Just feel free to interrupt me
with any questions. Now ... | don’t know if
you've heard of a ‘balanced scorecard'? Let me
Just touch on this approach and how it works
in practice ...

... and that's more or less it ... I think that's
covered everything. Er, and it’s just occurred
to me that ...

Ian Anya, you haven't said anything about
management training?

Anya [ was coming to that. Erm, it's obviously
a key area, and | have to admit that we haven't
got as far as planning the specifics yet — we just
haven’t had the time. But yeah, you're quite
right, we need to address this ... it might not
be a bad idea to send out a questionnaire to the
senior staff for their recommendations.

lan And you've still got time to do that, have
you?

Anya That's a good point. I think so. Let me
check, and I'll get back to you. And how about
if I send you a draft, too? I'm pretty sure that I
could do that before the end of the week.

people to the test — by that [ mean, you need 49
to learn fast and adapt easily to new ideas
and technological concepts. And then, as
you'd expect, our employees have a real

Unit 8

Extract 2
Ian ... Pavla, I'm sorry to put you on the spot,

160 |

1

Interviewer What is it that you look for in
prospective employees?

Interviewee Well, basically, a strong candidate
for us would be ... would demonstrate qualities
of enterprise. And I should say somebody who
can really apply themselves ... But equally
importantly, they need to demonstrate the
ability to take the initiative. [ have to say, we
do value people who can think for themselves
and who are able to seek out opportunities, the
right opportunities ... to make the most of their
career with us.

Interviewer And once you've found the right
people, how do you help them develop?

45 understanding of the importance of great

customer service — of how to go beyond
customer expectations, in fact, And I should
add, also important — a good sense of humour.

Interviewer A sense of humour? Not something
often associated with a multinational
company, perhaps?

Interviewee No, that's right, but what we've
created is a place where people can be
themselves ... where they can be professional
and informal at the same time, Of course, they
are motivated, and committed. But also, quite
simply, they actually enjoy coming to work.
You know, we like it here!

but would you like to run through the union
complaints briefly? We've really got to do
something about job descriptions and pay
scales. What ideas has your team come up
with so far?

Pavla OK. How long do | have?

Ian Aslong as you need.

Pavla Right. Well, it’s probably best if I just
highlight some of the ideas we came up
with, don't you think? Erm, it was basically a
brainstorming session. So, the first thing is, we
feel that people are simply time-serving and
spending too long here. | don't know if you
agree, but I'm pretty sure that this isn't great
for productivity in the long run. And I think
you should be aware that it's not limited to one
department ...



... it's crucial in the current climate. So that's
one key point right there — we need to look at
attitudes across the organization. Er, OK, next
point, and I think this is a really important
point: we need to start looking carefully at the
current pay-scales ...

... and, er, I don't think there’s anything

I've forgotten, erm ... so, the main thing to
remember is to listen. OK, I think that’s about
it,

lan Good, thank you for that. | assume
everyone participated in the brainstorming,
did they? If it was just one or two individuals,
then just how useful are the results?

Pavla I can’t remember exactly, but ... off
the top of my head, I think everyone had
something to say. That's quite a significant
factor, though ... I can double check if you like?

Ian Yes, email me later.

Pavla 1was wondering if there was anything
else you'd like to know about the origins of the
ideas?

Ian No, that’s fine, but it might also be worth
touching on the numbers of complaints per
business unit.

Pavla Well, I don't have the exact figures, but
what if [ run through the rough numbers we've
come up with so far?

50

1

A Ah! Thierry! Just the person I was looking
for! Is it true you're considering reducing the
amount of staff car-parking?

B Ah ... Look, Rachel, I'm afraid I'm really not
in a position to talk about that.

A Soitistrue, then?

B No, I'm sorry, but I can’'t answer that.

2

A These demonstrations are quite serious,
aren't they? You must be worried about the
political situation at home?

B I'm sorry,  don't know what you mean.

A Oh, come on. It's all over the news. Your
government is taking a very hard line — I just
want to know what you think.

B I'm sorry, Karl. I would prefer not to talk
about it.

3

A Can you tell us a little more about the
proposed office move?

B I'm afraid I'm not up to speed on the most
recent developments.

A Oh, 1 can't believe that. Someone with your
connections?

B It's not for me to say. Sorry. This is HR's
responsibility.

4

A Look, [ just need to know. Have they agreed
to work with us or not?

B Well, it’s not that straightforward. There are
still things to consider.

A Oh, come on. It's a simple question. Yes or no?

B Honestly, Kris. I'm afraid | don’t know any
more than you do.

5
A So, is our budget likely to increase in the next
financial year?
B It's hard to say at the moment.

A But the decision must have been made,
surely? If I find out that you knew ...
B Look, it's nothing to do with me, OK?

6

A That was a surprise, wasn't it, Enzo leaving so
suddenly?

B Mm ... I can't really comment.

A Iheard that he didn't resign — he was fired.

B I'm afraid I can't disclose that information —
it's confidential.

3

Felipe ... so what I want to do is bring the
Katisha in line with the other hotels in the
group as soon as possible. And obviously,
that’s with the help of GS International.

Oscar Of course, that was part of the agreement,

Felipe Yes, but I think there's actually a greater
sense of urgency than during our initial
debriefing.

Oscar In what sense, exactly?

Felipe Well, since the initial burst of
optimism following news of the takeover,
staff motivation seems to have fallen again.
Basically, there’s quite a lot of scepticism
among the staff over whether they'll fit in with
the new regime. This is especially true of the
middle managers — and I'm afraid their doubts
are resonating with the frontline staff.

Oscar [ see. What effect is this having on staff
retention?

Felipe Well, it's still early days ... But obviously,
the most significant thing is the potential loss
of the middle management layer. Not only
are we having to fill the gaps with untrained
people, but we're also losing our skilled
managers to other hotels. Naturally, they're
only too happy to take advantage of the
training we've given them. Inevitably, this has
had a knock-on effect on our staff training —
those who are left are either not experienced
enough or too busy to maintain the level of
service that we strive to provide.

Oscar Yes, yes, | can see that’s an immediate
problem, and obviously we don't want it
affecting the GS International brand. How’s the
financial situation looking?

Felipe Well, bookings are holding up, thanks
to the group's centralized reservation service
and the goodwill attached to the GS brand.
But we're still only just above break-even
occupancy and our growth is only about 1%.
But even this figure is a misrepresentation.

Oscar What do you mean?

Felipe Well, the 10% increase in occupancy,
which we can directly attribute to joining the
GS group, is offsetting the organic decrease
we're experiencing. So in reality. it's a 9%
decrease.

Oscar Right. Any other factors contributing to
the decrease?

Felipe Competition's tough at the moment. The
global brands have taken significant market
share from us through corporate loyalty
programmes. But I think the most significant
thing is the falling rate of repeat bookings.
People just don't seem to be coming back.
Actually, guest satisfaction levels are at an
all-time low.

Oscar Isee. It's not looking good, is it?
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Personally, I'm actually against this trend

for CSR policies. | mean, why should [ - a
shareholder — allow the equity that I've built up
to be spent on so-called social responsibility?

[ feel a lot of these projects are set up purely

for short-term gain, and in the long run they
can become a huge drain on resources. [ mean,
how do we know if the money to be invested in,
say, a school project in a developing country, is
actually going to the right people? We don't. If
[ want to donate my money to something like
this, then that's my business. What [ want is a
good return on investment — for me it's all about
the bottom line.

In my experience, having a sound CSR

policy actually increases the market value

of a company. By that, [ mean a company’s
reputation is one of its key assets - it can have a
significant impact on the success of the brand.
Take Coca-Cola, for example: 96% of their
value is made up of intangibles — the brand itself
is worth a fortune, obviously. But if they made
a major error, socially or environmentally, the
reputation of the company would suffer and

it could take a very long time to recover. To
dismiss CSR policies on the basis of short-term
profit doesn’t make much business sense to me.

We're in the textile industry and we run a
number of CSR projects with our suppliers, who
are mostly from Asia. These range from helping
to improve the working conditions in factories
to helping the local community to look after
native species. Before our suppliers become
CSR partners we require a cost-benefit analysis
from them to make sure that the costs can be
covered or offset, and to ensure the long-term
viability of the project. Once we've checked

the project’s feasibility, we draw up guidelines
outlining the scope of work for the partners, and
we agree goals and objectives. We then require
regular access to the site, er, plus monthly
reports and reviews with quantifiable data.

Margit So, looking at the situation from a long-
term perspective, if the IT system is updated,
you'll be more efficient in terms of your
customer admin, and you'll be able to continue
your expansion plan. Is that right?

Judit Exactly. We need to develop a clear
strategy to move the business forward. At the
moment our systems are old, they're outdated,
and we don't have a clear overview of our
customers’ transactions.

Margit Zoltan ...

Zoltan Well, we have a number of options.
We've already commissioned three proposals
from reputable IT companies. Provided we
check out the feasibility of these options
thoroughly, I'm convinced we can find a
system upgrade that will work for us.

Margit OK, that’s all very positive, but [ think
we need to look at the bigger picture. Do we
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actually have the resources for this? [ mean,
there's no point in investing in a system
upgrade if we don't have the space, the
personnel, or the finances to carry it through.

Zoltan Yes, but ...

Margit Let's take a look at our physical
resources. Will the new system be linked to
production? | mean, you have a lot of real
estate here, but the facilities are pretty run-
down. Is it practical to set up a hi-tech system
in such an old place?

Judit Well, if we'd invested in our production
facilities five years ago, like we wanted to, we
would have knocked down the old building and
had one purpose-built. It's useless to speculate
about that now, of course ...
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Margit ... OK, so you already have the
infrastructure you need to support the new
system, even if it’s not directly connected to
the production facility.

Zoltan, Judit Yes, sure.

Margit Now, what's the situation regarding
personnel?

Judit Well, they'd need training. I think our
options are quite clear here. It doesn't really
matter which system we choose — if training
isn't on the agenda, we should forget the whole
idea. I mean, you can't expect usto ...

Zoltan Yes, but we do have some employees
who've worked on SAP-type systems in
previous jobs. If we made them our key users,
we could gradually train up the rest.

Margit I'm not sure that would work. Do you
really have a sufficient skills base to meet
the needs of this strategy? You can't just rely
on one or two people and you can't run two
systems in parallel. How would it work if you
took on some younger people? I mean, if you'd
recruited more young employees at the start,
they would have had some [T knowledge from
school.

Zoltan Well, but we do have some well-
qualified workers. And we're in a great
location, so I think we're in a really strong
position to find new staff. | don't have any
worries about the human resources aspect.

Judit No, Margit’s right. If we only had a couple
of people initially who could use the system,
how could they cope with the extra work?

It would be terrible! Basically we don’t have
much choice for a long-term plan like this — we
can either provide training for everyone, which
will be a substantial investment, or we accept
that it’s totally unfeasible.

Margit OK, I accept that point. What about if
we just look at a basic programme of ...?
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Margit ... OK, so the HR options are looking
quite positive, Now, what about financial
resources? We have to bear in mind the long-
term viability of a commitment like this. | can
see that you have the capital to purchase the
system, but how does the return on investment
look? Realistically, would we be able to finance
this strategy? Obviously, I'm not just talking
about the initial outlay and set-up costs.

Zoltan OK, well, let me show you a couple of
projections we've made. Look at this, thisis a
graph showing us in five years' time. Thisis a
worst-case scenario - it shows that if we hadn't
invested in the system, we'd be way behind the
competition. We just couldn’t compete with
them using the system we have at the moment.

Judit Zoltan’s right. We can’t afford not to
invest. Assuming we decided to commit to the
full amount, we could also look at ways to save
money in other areas.

Margit Such as?

Judit Well, for example, we could think about
reducing expenditure on ...
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Margit OK. So the general consensus is that
long-term we have the human resources for the
strategy. The question that needs addressing
is how to implement the system in the short
term. Is everyone OK with that?

Zoltan, Judit Yeah, fine.

Margit OK. And finances are in place for the
immediate purchase. The long-term strategy
is that with the system in place you can cope
with more customers and in turn increase your
turnover, and hopefully your profit. Are there
any other points to consider?

Zoltan Well, only that I think we should
also look at this investment in terms of our
intangibles. If we work more efficiently with
our customers, our reputation can only
improve too.

Judit Yes, | agree.

Margit Right, so we're decided. There are still
some issues to be resolved and a more detailed
cost-benefit analysis will need to be done, but
basically we can go ahead.

57

1

A So you want Mr Khan to be picked up from
the airport?

B Well, I thought it would be nice for someone
to meet him.

A But he arrives in the middle of the night! ['ve
got to work the next day.

B Oh, I was thinking more along the lines
of sending Sami, and then giving him the
following morning off.

A Oh, | see. That's a good idea.

2

A According to those figures you gave me, that
particular product hasn't done as well as we
predicted.

B The amount may seem low, but actually this
is the net profit and our earlier calculations
were based on gross. Sorry if | didn't make that
clear.

A Ah, that explains it.

3

A A team-building day sounds great — canoeing
and rock climbing!

B [ didn't mean that! It would be indoors, much
more businesslike. More of a tearn meeting.

A But how would that motivate people?

B What do you mean?

A 1 thought we were doing something related to
staff motivation?

B 1 don’t know what you're talking about, We
spoke about this two days ago —it's a team
meeting in a neutral location. Read your
emails!

4

A So we're changing from our normal working
day to 24/77

B That's right. Should be up and running for us
by March.

A So everyone will be expected to do all the
shifts in March?

B That's not really what I meant. What |
actually wanted to say was, we'll phase it in.
First night shift, then weekends too.

A What — one week night shift, then weekend
shifts?

B No, what [ meant was we'll have a few months
of nights, to get people used to it, then move
onto ...

5

A Hello. I'm calling to chase up an order for a
delivery of mineral water. The order number
is 811992.

B OK, let me just check for you. Er, right, we
received your order for four cases and it's
being delivered to your head office in Scho.

A No, that's not right. We wanted fourteen cases
delivered to our studio in Chelsea.

B OK, I'm sorry about that. But it definitely says
Soho on our system.

A Yes, that's because ... Look, you've got it
wrong. We definitely asked for it to be sent to
Chelsea. Are you suggesting that this is our
fault?

B No, that's not exactly what I'm saying, erm,
but ... er ... I'm afraid the delivery address
came through as Dean Street in Soho.

A Look, can | put this straight? We want fourteen
cases to be delivered to Lots Road in Chelsea as
soon as possible, otherwise ...
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Interviewer So how have the employees of the
cooperative benefited from your input?

Michelin Well, obviously they've benefited
from having secure jobs and from learning
more about the business. But we've also been
able to improve living conditions by being
involved with a project to build a housing
area, with a school and medical centre for
the employees and their families ... so a
community is developing here.

Interviewer It sounds great. And is the
cooperative actually making any money?

Michelin There's no doubt the plantation
project is a success — the figures speak for
themselves. For example, the turnover hit
$3.1m in 2006 - this beat the forecasts by
$600,000. We've now forecast that this will
rise to $10m in 2023, with 8m of that coming
from rubber and the rest from cocoa. Erm, we
don't normally like to talk about profits, but
projections indicate that our project should
bring in some $40,000 a year for a medium-
sized landowner,

Interviewer Well, that’s pretty impressive! |
mean, the cooperative seems to have done well
out of this deal, but what's in it for Michelin?

Michelin We know that we have to buy the
rubber because we need it for our products.
So, although the project doesn’t have to sell



its output to us — we know for a fact that 40%
of it goes to our competitors — we do have an
exclusivity clause, whereby a percentage of
rubber produced has to be sold to us. It's a
win-win situation. Look at the facts: current
demand for rubber in Brazil is 230,000 tonnes a
year, but only 100,000 tonnes is produced and
prices are rising. This means rubber producers
are profiting because there’s a lot more
demand than supply, and with this project we
as a company have a guaranteed source of raw
material.

Interviewer Some people might say you're only
interested in this project to help boost your
image - to satifsy the green lobby.

Michelin Yes, it’s clear some people take that
view. We're working in a so-called ‘dirty
industry’ so the green lobby will never be
satisfied with our advancements. But at the
end of the day, I'm afraid we can’t get away
from the fact that, yes, it is a business project
designed to make a profit. But it's one that both
sides are gaining from.

Unit 10
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Lydia ['ve been asked to take over a failing
team that has been without a leader for
several months ... They're quite demotivated,
and they've got used to operating as a self-
managing team. They're a very disparate
group of people, very different in their ways of
working, although very good at what they do.
The problem is, they're currently functioning
as individuals, not as a team. | can already
see there's massive duplication of effort and
they're not being productive Erm ... In that
sense they're quite dysfunctional ... They're
used to a very specific leadership style and
they're extremely loyal to their previous team
leader who was a big personality, hands-
on, very charismatic. She was extremely
supportive of them, individually, and they were
quite dependent on her. She left suddenly and
they miss her. So ... I'm starting from a pretty
challenging position.

So how am I going to approach this? ... OK,

I know [ can’t just walk in and take over and
expect everything to be fine. There will be
issues. It won't be confrontational — that's not
my style. But there are two things [ need to do,
and they're going to take time.

The first is to establish my authority with
them as team leader. But I need to get them

to accept my authority, not force it on them,
s0 they in a sense give me permission to lead
them. I need to get to know them individually,
find out what motivates them, and consult
them on key decisions. I'll have to be
consistent in my expectations and feedback,
and just generally make them feel valued.
Unless I can instil confidence in them that I'm
up to the job, and that [ have the interests of
the whole team at heart, it won't work.
Secondly, I have to get them to work as a team
again. It won't be easy ... Essentially, | have
to try to build a culture of trust between the
individual team members, | sense that at the
moment they don’t have this, that they're all
competing with each other. I need to find a

way to get them to work together. | don't know
exactly how this will happen, not yet, but it's
essential for me to develop a sense of cohesion
within the team. Otherwise nothing will
change and the team will continue to fail.
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Bruce I'd spent fifteen years as a manufacturing
engineer, eight of them as a manager. And
suddenly here I was, co-leading the team that
would design a new fuselage for our latest
passenger plane. The technical demands were
awesome: stretch the plane by eight metres,
add lots of functionality, do it in less than
two years. The human demands were just as
challenging - my job was to coordinate the
work of 300 team members. Most of them
didn't report directly to me, almost none of
them knew me very well — and vice versa.

It’s a kind of daunting prospect!

The first thing was, | had to establish my
credibility. [ had lots of credibility as an
engineer, but now | was responsible for all kinds
of areas that weren't in my background. 95%
of my people get their paychecks from other
departments, so all I can do is influence them.
| realized pretty quickly that what the experts
say is true. Team leaders don't lead teams: they
lead a collection of individuals with different
strengths and weaknesses, different workstyle
preferences ... There's no way you can get a
team to work together unless you learn how

to work with each person on a one-on-one
basis. You have to deal with people based on
how they want you to deal with them — that's
how you get them to follow you. It's about
generating mutual respect.

Look, if you want to exert influence over
hundreds of different people, few of whom
work for you directly, the only way is to work
with them on an informal basis — walk around,
ask how it's going. But do it subtly, in a non-
interventionist kind of way.

Avoid the temptation to micromanage. It's easy
to criticize people if you don't understand their
roles and their constraints. Take a step back.
Most people want to do a good job. You have
to let them know that you're there to help, not
just to tell them what to do.

I basically have one message to everyone on
the team — it’s designed to reinforce a sense of
team spirit and collaboration: ‘We're all here

to build airplanes. If the plane could talk, what
would it tell us to do? And what can we do to
make that happen?’

But I also make sure that | recognize individual
achievemnent within the group. Let me give you
an example. Recently, one of my engineers was
taking his time authorizing a decision. [ said I'd
get him a dozen doughnuts if he'd deliver the
signed form that day. At 4.00 p.m. it was on my
desk. He got his doughnuts the next morning,
It was neat to see the look in his eyes, like, 'You
really did that?".
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Jim ... OK, you're all aware that a decision
was taken at last week's strategy meeting that
affects all of us. I hope you've read the briefing
document ... Yes? Good, so you know what's
involved. I understand you may feel it doesn’t
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address your particular situation, and that's
part of the reason I'm here. I'm sure you have
quite a few questions and concerns, and I'll
do my best to answer them. But first off, let
me bring you up to speed on some of the key
points ...

... As you know, it has been agreed that we
are going to combine our e-banking systems
into a single integrated network — this involves
the creation of what is called a ‘middle layer’
to the network, enabling us to bring all our
applications together. What this will allow us
to do is offer our clients a more personalized
and customized service — something we
couldn’t do before.

Another great thing about this development

is that it will allow us to grow our business in
our core markets more rapidly. We can get
our applications and new products into the
market more quickly and more cost-effectively
— which is obviously good for the business

as a whole. There may be some short-term
inconvenience during the implementation and
the switchover phase, but it will be well worth
the investment.

In the longer term, the benefits are clear. We
all know that this is a competitive sector - our
customers want a fast, efficient service, and
this is going to allow us to provide this and to
stay ahead of the competition.

So ... you and your teams are crucial to

the success of this strategy. That's why [

want to involve you now in planning the
implementation process at a local level. It is
proposed that we hold a series of seminars for
team leaders at the regional training centres
well in advance, to ensure that everyone is
familiar with the system and the procedures.
If we're going to succeed, we need to realize
that we're all in this together. Each one of

you has a key role to play in making the new
system work.

What I need you to do, first of all, is to commit
to making this project a success. If you are
committed, your teams will realize that and
they'll get behind it. I'd like to see all of you
being proactive and taking a lead in this. Set up
regular meetings or teleconferences, to share
ideas and coordinate your plans. I'd also like
you to work together to develop a schedule for
training — familiarizing your teams with the
new applications and how they work.

Another way you can help is by keeping your
team informed, and asking them for their ideas
and opinions. I would encourage all of you to
do this. Make them feel involved, make them
feel that their views count — which they do.
Well, now, I'm sure you have some concerns,
so let’s just talk about ...
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Jessica Jim, I'd like to raise an issue — [ imagine
it’s something all of us are worried about. [
understand the reasons for upgrading the
system, that’s clear, but I'm slightly concerned
about the timing and its effect on my team.
Will we have enough time to prepare properly?
And will there be an increase in workload? I
wonder if you have any information about this?

Jim Well, I understand your concerns, but |
think we need to look at the positive side.
We've been given a deadline of the 30th of
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September, which is still more than three
months away. As | understand it, the switch
over to the new system will be coordinated
centrally and you'll be briefed about it well in
advance - so it shouldn’t have an impact on
the way you work. As long as your team have
had the training in time, I don’t think you need
to worry.

Thomas Well, that’s something | wanted to
mention. You said you wanted us to work
together, and I like the idea of regular meetings
and sharing ideas, but I'm not very happy
about having to schedule and coordinate the
training for my team. [ don't really feel [ have
the expertise to do this. Can you give us an
assurance that we'll get the appropriate level
of support?

Jim Of course. That's a valid point, but again
I really don't see this as a problem. My
understanding is that you will receive all the
instructions and materials you need to help
you implement this.

Thomas Yeah, well ... [ guess that should be
OK. But I also have some concerns about
the impact on customers. [ mean, how do we
ensure that we continue to provide a proper
service? What assurances can you give us that
it will work?

Anna That's a good point. And can we
address the issue of costs and budgeting? [
think the basic idea is good, but | have some
reservations about the cost implications. |
mean, whose money are we talking about
here? Are there any guarantees that we won't
be asked to contribute to this out of our
operational budgets?

Jim Well, [ understand where you're coming
from, of course. The core investment comes
from central funding, obviously. It's been
suggested that the regional centres should
contribute a certain amount of the training
costs, on the basis that this will be recouped in
increased business later on ...

Anna What?

Jim Yes. I've been told that the costs need to
be shared around. Apparently the intention
is to make everyone’s lives easier and better
- including yours. Anyway, the decision has
already been made. [ know it's not great, but
come on, let’s give this a chance to work.

63

Conversation 1

A So what did you think of the meeting?

B | thought it was quite productive. But to be
honest with you, I think there are still some
things to sort out.

A Oh? Such as?

B Well, for example, we still don't really know
how the new assessment system will work
in practice. And personally speaking, I don't
see how we can agree to something that we
haven't even been consulted about.

A You're not in favour of the changes then?

B It’s not that. I'm actually quite enthusiastic
about them. But it’s the lack of proper
consultation, the lack of any real discussion. |
have to say I find that quite difficult to accept.

A Yes, | can understand that ...

Conversation 2

A [ was interested in what you said earlier about
working in Kenya.

B Yes, it was a good experience for me,
especially so early in my career. I learned a lot.

A What did you like about it in particular?

B Well, the people were fantastic — positive,
friendly, incredibly hard-working. But what |
really liked was the independence. It was just
me and a team of locals in the field office -1
was accountable to Head Office, of course,
but | was pretty much free to make my own
decisions.

A Even so, it must have been challenging at
times?

B It was challenging, yeah. But to tell you
the truth, I really enjoyed it. To be perfectly
honest, I'm not particularly good at working in
a big team. | much prefer to be my own boss.

A | can see that that would have been quite
attractive. So ... how does it feel to be back at
the centre of things?

B Honestly? It's fine, the job’s good, but what
I'd really like to do is run my own operation,
my own projects, with no ... well, interference.
That would be even better.

A Yes, | know what you mean ...

Conversation 3

A You were saying earlier that you'd been on a
team-building course.

B Yes, the whole weekend.

A [ heard some people thought it was a waste
of time.

B Yeah, well ... maybe. Personally, I think that’s
down to their attitude.

A What do you mean?

B Well, I lock at it like this: you get out of these
things what you put into them.

A You mean, if you approach it positively, you'll
get something positive back?

B Exactly. And vice versa. Even if you aren’t
100% sure, at least give it a try.

A So..?

B Look, my attitude is, if you expect something
to be a bad experience, you go in expecting it
to be pointless, chances are it will be - for you.
Don't get me wrong, [ know when something’s
not working. But I do think [ have the ability to
make the most of my opportunities. It's one of
my strengths.

A Well, good for you.

B Yeah ... look, anyway, how was your
weekend?

Unit 11
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Host ... So, Carla, just outline the issue for us, if
you would.

Carla OK. A recently-published study of
consumer attitudes worldwide clearly shows a
marked decline in respect for American values
globally. This study was carried out by the
market research company NOP World. And
the implications for the American economy
cannot be ignored — this view of America is
having a potentially disastrous effect on the
image of major US brands such as McDonald’s,
Coca-Cola, Nike, and Microsoft.

Host It's really that serious?

Carla It could be. NOP World interviewed
30,000 people in markets around the world.
According to their findings, there are a number

of factors that have all had a profoundly
worrying effect on their perception of
American culture and, as a consequence, on
many of its major brands. Just for the record,
these include recent American foreign policy,
which many people see as controversial,
corporate financial scandals, and a
comparatively poor environmental record.
There's a real sense that America has lost its
moral authority in recent years.

Host Doug, any thoughts on this?

Doug Well, I just don't buy this direct link that’s
being made. Yes, it may be true that America’s
image has suffered, but so have those of
many other countries, for all kinds of reasons.
I'd like some better evidence, frankly. OK,
there may be a downturn in uptake of certain
US products — but that could be due to any
number of economic factors. It doesn’t have to
be because people don't like America.

Carla Well, there's evidence that the number
of people worldwide who like and use US-
branded products has fallen significantly,
and at the same time brands perceived to be
non-American have remained relatively stable.
It's not a disaster — yet —but it is clearly a
warning sign. And in the long term, if attitudes
to America become appreciably more hostile,
they are saying, the effect on American
business could be irretrievably damaging.

Doug Yes, but, comeon ...

Carla OK, right, well, wait, let's look at some
figures. Until 2002, NOP found that brands
such as McDonald'’s and Coca-Cala were
achieving healthy growth, year on year, in
terms of their popularity in international
markets. But by the middle of the decade the
growth in popularity of all major consumer
brands - including those from Europe and Asia
- had stalled. And recently, this previously
positive trend has gone into reverse, with US
products the hardest hit.

Doug But you just said yourself it's not only
American brands that are taking a hit ...

Host ...OK, well, let’s try and move this on.
Carla, you said that the NOP study found that
this unexpectedly rapid decline in interest
in and respect for American products was
reflected in consumers’ views of American
cultural values. What values are we talking
about here?

Carla I'm talking about core values like
honesty, freedom of expression, and tolerance.
Internationalism, if you will. Increasingly,
consumers around the world are questioning
whether these values still hold true, and
whether they want to be associated with themn.
And this is reflected in the choices they make
about the brands they choose to buy. It’s kind
of complicated.

Doug I'm not sure it is complicated. We're
at a time of economic and political change,
the balance of economic power in the world
is shifting. We already know that there are
certain countries in the Middle East and Latin
America, for example, where consumers
with increasing buying power are — and,
incidentally, always have been — unlikely to
share American cultural values.

Carla But the study also found that people in a
number of major European markets felt that
their own values were significantly different
to American ones. For example, only 65% of
British consumers say that they identify with



American cultural values. In [taly and France
it’s 63%, and in Germany it's only 55%. This is
a downward trend we're looking at.

Host Well, whether or not this image of America
is right, it's clearly the way we are being
perceived. And presumably it will become
increasingly difficult to reverse the trend the
longer it goes on. So the question is, what if
anything are we able to do about it ...?
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Hyun-Ki Hello?

Laura Hello. Is that Hyun-Ki?

Hyun-Ki Yes, Hello, Laura. How are you?

Laura Very well, thanks. Are you both there?

Jin-Ho Yes, I'm here too. Hello, Laura,

Laura Hi, Jin-Ho. Andrew is with me, too.

Andrew Hello.

Hyun-Ki, Jin-Ho Good morning, Andrew. Are
you well?

Andrew Pretty good, thanks. And you two?

Hyun-Ki We're well, thank you.

Laura Good. So shall we talk about this email?
Can you clarify the situation for us, please
Hyun-Ki?

Hyun-Ki Yes, of course. This is very
embarrassing for us, but we are having a
few problems here — not only has one of our
contracts just trebled their order, but another
new contract has just come in. We now have
a big backlog of work and we are in a very
difficult situation. I'm afraid we have reached
the point where we have no other option than
to ask for an extension on our deadline.

Laura [ see. Well, that’s not going to be easy for
us. We have a fixed date to meet, which I think
we made clear at the start.

Hyun-Ki Yes, that's quite true and [ can only
apologize. But I'm afraid this is beyond our
control now. I was hoping we could discuss a
new arrangement.

Andrew Hyun-Ki, this is not good news for us.
As Laura says, we need stock in Berlin in seven
weeks. So [ think | have to say no to a new
arrangement. If we have no product there'll
be no product launch, which means serious
problems for the company. Do you understand
that?

Hyun-Ki Yes, yes. | understand how important
this is for you. But please understand also |
could not have foreseen this extra work. [ wish
I could meet your order, but I'm afraid it is just
not possible for us now.

Andrew No, no, look ... this is not good enough.

At no time have we suggested that we can be
flexible on these dates. We have our company
reputation at stake and without wishing to
sound pushy, you are under contract to ...

Laura Yes, yes, OK, Andrew, please. We all
know this is not ideal, but we are stuck with
this situation, so let's try to find a way round
this, OK? So, Hyun-Ki, if I understand you
correctly, you can't meet the full order in time
for the Berlin exhibition ...
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Laura ... OK, we really need to sort this out.
Tell us what you were hoping to get from this
discussion.,

Hyun-Ki Well, [ think we need an extra three
weeks to get the stock to you.

Andrew Three weeks? No, no, that's out of the
question. Even two weeks late and we’ll miss
the exhibition completely.

Hyun-Ki How about publicizing the product
at the exhibition and promising to supply
customers at a later date?

Andrew No, that just won’t work. It'll damage
our reputation even more, If this launch is
going to be a success, we need our clients to
see how good the product is.

Jin-Ho Well, I could probably try to streamline
the transport process by a few days. Would
you consider accepting delivery by the final
day of the exhibition?

Laura Hmm. That’s not out of the question, We
could even hold a launch party on the last day.

Andrew No, I'm sorry, Laura, but I refuse to
budge on this. Not everyone will be there on
the last day — we need the product from day
one. Can you really not get it to us on time?

Hyun-Ki I'm afraid not. The earliest possible
date for us to have all stock ready would be
five weeks from now.

Andrew Which doesn't leave enough time
for shipping. You see, Laura, this really isn't
acceptable. If we can't launch the new range
we risk going under. [ have to stay firm on this
— I think if we can't get the product in time,
we'll have to use a different supplier — a local
one so the shipping is quicker.

Hyun-Ki No, no, you don't need to do that. I'm
sure we can come to a solution between us.
Could you make do with some samples of the
product?

Laura Er, well, it depends what kind of samples
you're talking about.

Hyun-Ki [was thinking of the first samples we
produced a few months ago. We still have a
few stored away.

Andrew We can't possibly do that. That was a
trial run, the packaging wasn't finalized, and
on top of that, they're six months old.

Laura OK, look, we're not getting anywhere
here. Erm, let’s have a rethink ...

... No, no, no, I agree. Listen, let's go back to
this suggestion of doing some samples. What
would you say to doing a smaller run for us
to meet the Berlin deadline? Say 500 samples
of each cream? That would be a tenth of the
original order.

Hyun-Ki Yes, I'd be willing to prioritize that.
Jin-Ho — wouldn't you agree that we could do
that?

Jin-Ho [Ithink so, yes ...
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Part 3
Jin-Ho OK, but | will need to check the dates
and confirm,
Laura Fine —we can follow this up by email.

But let’s just go over what we agreed. Hyun-Ki,

you'll produce 500 samples of each cream on
the first run and send them direct to Berlin.

Hyun-Ki Yes, that sounds feasible.

Laura Good. And the rest of the order will
follow three weeks later and go to the
warehouse. Are we all agreed?

Hyun-Ki, Jin-Ho Yes.

Andrew Yes, I'll go along with that.

Laura Great. Thank you, everyone.

Hyun-Ki And thank you too for making these
allowances. Had | been given more notice on
these other jobs, this wouldn't have happened.
I'll make sure it doesn't happen again.
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Extract 1

A Tania, can I have a word with you?

B Sure, of course. What’s up?

A Look, | don't mean to sound rude, but could
you try to be a bit quieter when you're on the
phone?

B Oh ... yes, sorry. | didn't realize there was a
problem. I'm really sorry.

Extract 2

A Carlos? About this presentation you're
giving ...

B Yes?

A Er... What are you planning to wear?

B What [ usually wear, of course. Why?

A OK, well ... Look, this is a bit delicate. Please
don't take offence, but ... do you think it would
be possible for you to wear something a bit
more appropriate? | mean, ... it’s just that it's
quite a formal situation and I think a suit, or at
least a jacket and tie, would be, well, smarter
than what you normally ...

B You mean I'm not smart enough? Are you
telling me I look scruffy?

A Er, well, yes, I'm afraid so. A bit. Most of the
time it's fine, but on this occasion ...

Extract 3

A Ah, Fiametta, I'm glad I've caught you.

B I'was just going. So, what did you think of the
report | sent you?

A Ah, yes, the report ... Look, please don't take
this the wrong way ... I know you spent a lot
of time on it.

B Yes, [ did. All weekend, in fact.

A Did you? Right ... You see, the thing is, it
really needs a bit more work.

B Does it? I see. How much more?

Extract 4

A Maria, come in.

B Thanks. Have you got a minute?

A Yes, of course. Is something wrong?

B Well, sort of. I'm not quite sure how to put
this, but, well, I'm really delighted about my
promotion, but | wanted to mention the overall
package. It just seems a bit mean considering
the increased responsibility I'll have. Could we
talk about it, do you think?

Extract 5

A ... and that's the reason why this is such a
great opportunity for us.

B With respect, Thomas, | have to say that |
don't think it's quite as simple as that.

A What? What do you mean? [ just explained
to you exactly why we should invest in this
project.

B Well, actually, I don't think you've explained
very much at all. You haven't told us what
these figures actually mean, or what the
long-term implications are. The fact is, there
is still an enormous number of unanswered
questions.
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Unit 12

70 external investment for our diversification plan
and we've employed a consultant. [ accept that

Extract 1 you may not like an outsider telling you what is

69 Ranjit Hi, everyone. Thank you for finding the

Jacob It's possible to identify differences in
approach with regard to advertising around the
world, simply because of the diverse consumer
profiles. Erm, if you take the United States
as an example ... erm, life is generally pretty
competitive in the US, and so you tend to find
that a larger percentage of consumers are quite
aspirational. There’s a strong imperative to get
on and improve yourself in material terms, and
that's the message advertisers are feeding the
public on a daily basis. This in turn encourages
people to consume more, obviously. As
there’s very little to distinguish between
most competing products ... cars, washing
machines, whatever ... advertisers have to find
ways of persuading the public to buy them.
This is increasingly done by focusing on what
we might call the consumer’s status-anxiety.
It's not enough to put forward the facts about
the product, they have to use motivational
language in order to persuade the consumer
how much they'll benefit from having it. This
could be in terms of social status, health,
youthfulness, and so on. Erm, for many people,
it's become really important to be able to keep
up with their neighbours in terms of what they
have, what they own and are seen to own —
whether it's a car, the latest kitchen gadget,
whatever. It's all about relative social status.
Now, in contrast, if you take a country like
Denmark, there are clear differences. Denmark
... and, OK, I'm generalizing here, but still ...
overall, Denmark is a much less competitive
society than, say, the US or Britain. There’s
more emphasis on cooperation, on social
relationships, and the gap between rich
and poor is far smaller. This comparative
economic equality and lack of competitiveness
is reflected in the low level of conspicuous
consumption. Market penetration of luxury
items is relatively slow, because most Danes
aren’t showy people, they’re just not so
materialistic. Consumption is based more on
need than on want, so there’s no imperative to
own a particular product until it's reached an
affordable price.

And then at the other end of the spectrum are
the relatively new consumer economies like
Russia and China. And here the whole concept
of advertising and persuasion is completely
different because most high-end consumer
products are relatively new to them. This
means advertisers don't need to use those
more, shall we say, exploitative strategies to
hook consumers, nor do they need to focus
too much on the product’s USP. The majority
of new consumers won't already own the
particular product being sold, so advertisers
tend to focus on facts about the product and its
usefulness, rather than drawing comparisons
with another similar product on the market.
Now, being aware of these differences between
more and less mature markets is essential for
advertisers. Getting the approach right — or
not — can make or break a product entering a
new market ...

time to join me today. I know it’s a busy period
for us at the moment.

We're here today to seriously consider our
future. I know that, like me, you're concerned
about where we're going. I've been doing
some research into our position in the market
and what opportunities are available to us,
and to tell you the truth, I'm excited. Why?
I'm excited because what comes across from
talking to you is your collective enthusiasm in
what we do and your genuine wish for us to
succeed. After all, without your support, my
plans won't be possible.

So what are my plans? Well, it’s become
apparent that without moving on from the
successful field we're in, work is going to dry
up. Admittedly, things are going well now,
but I'm thinking five years down the line. We
could be missing out on a great opportunity
if we don't diversify — mind you, this won't be
cheap and it won't be easy. I'm talking about
multimedia advertising. Let me explain ...
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Extract 2
Ranjit So that's my idea. Of course, | can't

expect you to buy into this plan without some
facts. Why should we go into multimedia?
Basically, studies show that most companies
only invest a small percentage of their
advertising budget in print media. As a matter
of fact, most of our customers want agencies
that offer a variety of advertising media — they
want options. Obviously, this information
should ring alarm bells for us. If we move into
multimedia advertising we not only benefit
from keeping our existing customers happy,
we also gain from potentially attracting new
customers.
QK, that’s the first benefit. Now, the second
point is where we stand in the market. At the
moment, we're third in our region for print
media. Quite honestly, I'm not happy with
that. Compare us to numbers one and two in
the market and, to put it brutally, our service
falls short. We must offer something more
or different to ensure our survival. Not only
that. It's also essential that we increase our
customer base. We can't rely solely on the
cash cows. I think multimedia advertising is
the answer. In addition to that, I'm convinced
our teamn will enjoy the challenge. So, here are
some facts and some projected figures ...
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Extract 3

Ranjit Right, OK. That’s a lot to take in, but
having said that, it’s important to remember
we won't be doing it single-handedly. Ravi, our
key account manager, actually comes from
the field of online advertising so he’s going to
be our guru, so to speak. This means we have
an in-house specialist. You could argue that
we'll be short-staffed if he's moved off the key
accounts, but on balance this won't be the case
if we appoint Sumitra - his assistant - to take
on his clients.

Now, as | was saying before, we've secured

the right thing to do, but we have to recognize
that this person is an expert, and they may
well see things, opportunities, that we might
not. Anyway, he's on our side. OK, any other
points you want to raise?

Audience Yes, [ was just wondering about ...
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Extract 4

Ranjit So, I think we're in an extremely strong
position. Why? Because we're reacting
now, rather than waiting until it’s too late,
Diversifying into multimedia advertising is
achievable. No question. Qur team will make it
work! We're committed, we're motivated, and
we believe in what we do. You can't get better
than that!
So, as | said before, investment is in place
and I'm very clear that this is the right thing
for us to be doing, so I very much hope
that you'll support these changes. Please
give serious consideration to how we move
forward together. We can't afford to miss this
opportunity, which is why I'm calling on you to
work with me to draw up the schedule and ..,

74

1 TI've been doing some research into our
position in the market and what opportunities
are available to us, and to tell you the truth, I'm
excited.

2 I'm excited because what comes across from
talking to you is your collective enthusiasm in
what we do and your genuine wish for us to
succeed. After all, without your support my
plans won't be possible.

3 Admittedly, things are going well now, but I'm
thinking five years down the line.

4 We could be missing out on a great
opportunity if we don't diversify — mind you,
this won't be cheap and it won't be easy.

5 Of course, I can't expect you to buy into this

plan without some facts.

Basically, studies show that most companies

only invest a small percentage of their

advertising budget in print media.

As a matter of fact, most of our customers

want agencies that offer a variety of

advertising media — they want options.

Obviously, this information should ring alarm

bells for us.

9 At the moment, we're third in our region for
print media. Quite honestly, I'm not happy with
that.
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10 Ravi, our key account manager, actually comes

from the field of online advertising so he’s
going to be our gury, so to speak.

11 Now, as | was saying before, we've secured
external investment for our diversification plan
and we've employed a consultant.

12 1 accept that you may not like an outsider

telling you what is the right thing to do, but we
have to recognize that this person is an expert,
and they may well see things, opportunities,
that we might not. Anyway, he's on our side.
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1

A Thanks for chairing the discussion. That was
great. A very worthwhile meeting.

B Thank you. I felt it went well. We were
actually able to make some progress today.

A Yes, it makes a real difference when an
outsider ...

2

A Good morning, Paocla. You're back again?

B Hi. Yes, we've got another regional meeting.
A You're looking well.

B Thanks. I was on a skiing holiday last week.

3

A Are you ready for the meeting?

B Yes, I've got the handouts here.

A Oh, I like your shoes! I've been looking for
some like that.

B Thanks - they're Jimmy Choos. They cost me
a fortune!

A Ah ... So, anyway, let me show you the
handouts ...

4

A I was hoping I'd have the honour of meeting
you. | thoroughly enjoyed your talk — it was
very interesting. In fact, it was the best talk of
the conference!

B Oh, well, considering it’s only day one, | don't
know how you can say that, but erm, thanks
anyway. I'm glad you enjoyed it.

5

A Gina, I've been looking for you everywhere.
I just wanted to tell you how much I like that
new logo. Great design. I love the colours.

B Oh, thanks, | was hoping it would be well
received. It took my team ages!

A I can imagine! Well done, you all did a great
job.

6

A That was a long meeting last night, wasn't it,
Magnus? Where's the coffee?

B Oh, hi, Marcie, yeah — coffee’s over there ... |
didn’t know you wore glasses.

A ldon't, normally. I have contact lenses, but
my eyes are killing me today - late nights, you
know.

B Mm. But you have very nice eyes, you know.

A Oh, thanks ... Right, OK, has anyone seen the
sugar?
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Michelle Hello?

Yves Hello, Michelle?

Michelle Yes. Oh. Hi, Yves. You're phoning
about the Brazil project, right?

Yves Exactly. We really need that financial
backing so we're going to have to prepare our
arguments carefully. I've been thinking about
italot and I've drafted some ideas.

Michelle Yeah, yeah, me too. Erm, you go first.

Yves Right, well ... I thought we could play
on our KPIs — you know Key Performance
Indicators. Use the ones they're familiar with
and highlight how these can tie into our doing
business in Brazil.

Michelle OK, OK ... I'm not sure [ know enough
about them, actually — we have KPIs in so
many areas.

Yves That's OK. I'm putting together a
summary of the ones we might want to
mention. | mean, being able to measure the
success of major areas across a business is a
really useful tool, not only for PR. It must be
recognized that our control mechanisms will
be in place regardless of which country we
expand into.

Michelle Yeah, right, I think you've got a
point there. Can you send them to me in an
attachment?

Yves Sure.

Michelle Great. Now, I've been trying to
anticipate what questions or concerns our
stakeholders may have, I've spoken to one
of them already in an off-the-record meeting
to establish what we might be up against.

Now, one area is whether we're ready for

this. Apparently, we're still considered a very
new and young company - ‘young’ meaning
our employees are pretty inexperienced, Er,
you know we only actually have about five
senior managers who hold the majority of the
knowledge. They see this as a risk. Another
problem is that the market is very competitive.
In Brazil we'd be up against larger international
property companies, plus all the local ones.
The questions they'll be asking are, is there

the demand for another one? And do we know
enough about doing business there — the
business culture, the local economy, all of that?

Yves OK, where do we start?

Michelle Well, I've done some research into the
Brazilian property market, so we have some
up to date figures. I've also spoken to a few of
our local agents over there, including the law
firm who've done some work for us before.
They all seem extremely keen to work with us
again. So that's all very positive. I'll send you
the Brazil info, and I suggest we read it through
and meet next week. | think it might help if
we do a kind of SWOT analysis. Er, you know,
to see exactly where we stand internally and
externally before we decide how to tackle the
presentation.

Yves OK, I'll call you on Monday, once I've had
time to read everything ...
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