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The economy

Whai drives the a orld economy? The simplest ans{pr to
ilrjs questjor is'cons!mer spending'. And what drnes
consumer spendnlg? Sohe cohbination of the faciors beldr
is generally considered io p(\,ide a reasonable an${cr

GDP growth for different countries
Gross domestic prcdu.t (CDP) measures the sizc ol a
.ountry's economy It reFresents the iotallaluc ofall goods
ind se^,ices produced oler a specific time period. Cro$ th in
GDP is one ofthe primarr- indicato.s used to gautc
(= neasure) the he!1th of a couniry s e.onom\: Usunll), GDP
is expressed as n comparison to the prelious quartcr or \,ear

Government trade policy
Thc hro polcs of govc.rucnt policl'arc liberalization and

'Lib€ralization'is associ.lcd wiih frcc markets, open
bor.lers, dcr.Bulation and ihc frcc morc,nent of capiinl
around the world.
'Protcctionisnr' is associatcd s'ith golcrntrent
inlcNcnlion, sulrsidics, quoias and t iffs, and resiriciions
o!  lhc movcmcni  o ic ip i ia l .

Nation.l govci,nnents do hi!c som0 gcnrin. choic.s herr,
cv.n if ihoy .ft'consh.nlcrl by thc p.licy of th.ir rc8ional
tridiig bkJc (og the EU, NA1TA, ASE,\N). ln ih. cod host
countries hNc . mixc.l ccdnotuy which is lonre('herc
briwccn ihc two crh'omos.
(l.n...lly sp..knrg, froo n.rkots pronartc growih ii thc
wodd d.onon\', and ptutcct.d markcis dos doer thc
pr1,c.ss (.lihough thcy nray ha!. a b.neficialeffect on
p.r t ic l lar  indusl r ios i ' rs idc i  couDlrv) .

consumer confidence
lf.onsumcrs are confideni aboui tomorrow, they will spend
more The main factors affechng consumer confidence arc
the lerel of memplovment ifpeople's jobs a.e at risk, or
the\.don t have a job, they sill spend less ind house pices

if people's houses are worth more than ihev paid for ihcm,
the\.feel.ich and rvjllspend nrore rrcely.

lnterest rates
Inierest rates ire setbv CeniralBanks When int€resi rates
are lo$r.onsumers and b!sinesses c.n boirow mon.y
cheaply and ihere is a sfimuhs to the economy. 8ut thc
cheap (edit also causes inflation an.t too much Liquidjiy in
the system. This liqli.lity leads to bubbles in siock markets,
housing ma.kets, eic. When ihe CeniralBank sccs the need
b control inflafion dnd cool groivth a liiile, ii .aiscs intcrest

Exchange rates
Cur€ncies fllciLutc against cich othcr thc c!rc itg.inst th.
dol lar  ihe ten .gainst  thc yuan.  This is  duc k)  many complcx
factoE such as the undc.lying st..ngth of thc economy,
inicrcst ratc diffcrcntinls and spcculitnr. Ha!ing a sirong
curcncv makcs impo.ts chcip f(r dotucstic consrmcrs. irut
huris cxpo.te.s (rvhosc Prcducit bccotuc hotu orpdlsivc

The business cycle
Economics go through cycl.s ofg(trt,th.nd coniri.ti()n
(= sldvdor!n). This is co\ dc.t in unii 2.

external l rnancinq

Cultural

Cross-cult!ral

rmmrgraton;

Ecological

Global

cna eng€s
n€eding

Eflects of globalization

C oser

Arguments in favour of globalization

Genera prosperity: lower prices, more employment.
hiqher standard of living.
lncreased opportunjty and soclal/ pelsonal mobility.
lmprovements for poor countrles: life expectan{y, intant
mortalty, llteraq, padicipation of wonren in society.

Rapid flow of

across the qlobe

Arg u fi ents ag a i n tt g I oba I i zati on

lnequality of w€alth within nations not rnuch'tricke
down effect' (when financlal benefits arc p.ssed down
from big business to consumeB and ordinary people)
Human costs: injustice due to increased power of local
elites, erosion of traditional cultures.
Environmental darnaqe.



1 THE ECONOMY

Exercises

1.1 Find a word in th€ text opposite thal matches €ach
definition below' The words appear in orcler.

1 makes somethinq work; p.ovides the power for someth ng

2 removing the ru €s and laws that contro busin€ts dctiv ty

3 moneythatthe qov€rnrnent pdys to supporl ndunres or
' p d L , F r p r o . . o  p o d u . r

4 offical lrnits on the amount ol someth ng

5  " . p . o . g o o d .  o -  9 . n l o d . o - n t a /
6 limited, r€strded
-  r e d r o L  o l  n o n e y n c i c - l c t o .
8 periods of t me wh-"n people pay morc lhan the real va ue

o  . o 1 e l '  n q .  b .  5  o ' a r  r -  a  o L d
9 wth dn important efiect, but one that iln t easy to notce

10 (forma, the degree oi difference between th ngs

Now do the same for the words in 'Efiectr of
globalization' opposite.
1 1 wh€n peop € h.ve ..oney and everylh ng they need lor a

good f€
12 the ab i ty to read and wlte

1.2 [4ake phrases by matchjng an item from each column.
I consumer \ movement oJ capital
2 fre€ \ and convacton
3 growih \ borders
4 Ie 

...- 
rpendinq

5 open oi liv nq
5 standard expectancy

1.4 Read the article about the US economy, then answ€r
the questions below. Check any unknown words in a
dictionary

it aiulacturng in the US slowed more than lorecast
lUl ln Oclober as factor es receved jewer orderc afd
producuon coniracted, an induslry report showed today.
Manufacluring Ls on lhe verge of stallng as the deepen ng
housing slLimp weakens demand lor construction eq urpmenl,
furnilure and appliances Bul on a more posiUve nole the
weaker dollar is boosting exports and he p ng compan es
that do mlch of the r busin

These ilgures make it ciear why the Fed clt nterest
rates by a quarter point ast week. n their statement, Fed
porcy md.€rs sard rl-dl rl-e oul oo o ho p, or o n) (

unce ain, even after so d growlh ast qua.ler. They added
lhal upside risks lo lni alion roughly balance the downsrde
risks lo grcwlh.

Find a word in the text that means:
1 (ftve wotds) rcat1y slopping n its progress

2 perod when someth ng is much ess successiul than beiore

: he pi .g sorel '  nq ro n. 'pd"
4 (short fam)Cefita Bank ol the UsA
5 approximately

see page 146lor some discu55ion topi .s.

' fAi ;;t tr d? ;t \lir tht !,nan|

8 goods
9 rnt€ren

l0 cheap
1 I socia
12 Lrnder ly  ng

srengrn

oamaqe

1.3 Use phrases from 1.2 to complete the sentenceg
below. The phrases are not in order.
1 The economy w qrcw { q]]:njlql l|ert'rfg rs nsrnq
2 conslmers and bus nesseg can take on too much debt if

re e 5 easJ access to
3 Econom c qrowth br ngs materia comforts, bul also hrgher

prces for the basc necessties of ife n oiher words, your
qoes uP, bui so does Yolr

cost ot vinq
4 Econom es qo throlgh cycl,"s of

5 The nrain tool avail.ble to a centra Bank s ts ability to s€t

O\e '  -he o, rg rp r  e, . rdnqA ,drF.  dppp'  d or  l r€
or rne economy.

The business wor ld 7



History shows thal there is a business cyde that repeats again and agai4 although of .oue tlle detaiis vary
each time. Look at the diagram below. The outer circle is the €ycle of e€onomic expmion md conbaction.
The next circle icide shows some s€€tors of fte economy that tend to do wel at particular tims duing this cyde.
The cnde inside that shows inter€st rates and infiation. Finalv, the imer cinl€ shows the sidk market cvcle.

Grotvth
Let's go roud the diagram, starting at twelve otlock. This
point marks the end of w€akness in the €conomy and the
early siSns of growth. Wlat has caused these gr€€n shoots?
The clue is interest rater which bottomed out around
eleven o'€lock. lj)w interest rates mean cheap borrowhg for
individuals md compani$. Amongst the quickest s€ctors to
resPond m consmer discr€tionary (eg restaurants, leisure,
travel) hd technology.

On€e there are €arly siSns of growth, tnnsportation picks up
(more goods are being shipped), and indu€try spends morc
on capital goods (eg mchinery). During this pedod, infiation
starts to rise, and so bonds suffei Bonds pay a 6xed rate of
interesi to their bondholde$, and the value of this intelest is
eroded over time as inflation go€s up-

The peak of the Gycle
A1l good things mEt come io m end. rs six o'dock on
the diagram- By now inflation hd bmme a prcblm, md
Cmrral Banls have nis€d inteBt rates to deal with it. That
means that credii is tighL md bonowing is expsrsive. The

stock market rccognizes that tl|€ 6d is omin& ard perts
just before the final p€ak in the e(al,dr_r. Inr€sto.s rsw
switch to more d€fensive stocls lik€ drglffi.riples (eg
food, household products) and utiliti.<

Corltra(tion
Now ils seven o'dock arld w€'rr {tkd d. Fin of
conhaction. Stock Mkets are A|L? Ltcrd 8-Ls
se€ the danger md e low€rit iH rG b -'m8e
spending md avoid a r€.tsin- Bd q'd Frtudy
to the drop in rat6, md th.{.as'hlh. f;l. to
safety' etr(t 6 inv€srors rFirD-.b -&-

The bottom of the q*
Evmtuall, firffiials stdt b .--fq rtqte nore
bonowin& and ttF th. !d_'-G a bottom
about six to niE r..dE i J-{-.F ir d€ real
economy. Just like 4 dE qrJ|tqt,tE|ct s€€ms
ro knowthara hmirahl__,_y Now the
eonomy is $ni4g b - i----l rd fte whole



2 THE AUSINESS CYCLE

Exercises

2.1 Put the words in italics in order 1-4.
a The economy, nart ng at twe v€ o clork on th€

diagram, rhows ..
contraction I a downturn

) expansion an upturn
b The nock market, staaring at eleven o'cock on the

d r a g r d m , . .
battoms perks

turns dawn

2.2 Match each sector oI th€ economy l-'10 with an

2.4 Compl€te the text about dealing with th€ business
cycle with the phrases in the box.

govetnnent debt labaur natket ne\,r' bonawing
poh.y n,akeljj side-effects tax cuts

indurtry group a-i.
1 Basic rnaterid s

3 Cornmerc al serurc€s
4 Consurner d scretonary
5 Consurner stdp es

6 Enerqy

8 Technology

10 Ut (res

What.an central banke6 and government
' do? can they prevent
a contracton from turn ng inlo a rccesson? What tools
are ava abe io them? The following ihree are the most

Interert rate adjustments
The svonqest and fastest too n a weakening economy
s the cenval Banks' abr ty io cut rnteresl rates
For compan es and nd vidu. s with exist nq bank
oans, repayments are red!ced, lor others,
' oecomes €ss
expen5ve Most Centra Banks drop rates by qlrarteFpornts
or, at cruoa t mes, half-po nts Lowerinq rales st takes two
or three qlarlers to benefit an economy, and it does also

a holes, restauranis

c emp oymenl agences, audtnq
d rnachinery, eqLiprnent
€ household goods, food retai lnq
f banking, insurance
9 software, rommun catons equ pr.ent
h oi l  prodlct ion, gas produ(ton
i electrcty,  waier
j air nes, og sllcs

2.3 Underlin€ the corr€ct words in italics. Check any
unknown words in a dictionary. Some ideas below are
also aovered in unit  1.
1 The cons!mer drscretionary sector oi the economy slarts to

recover when interest rares arc h/gh /iow, and lust belore
the genera economy picks up I tuns down

2 Inve9tors iavoLrr the consumer stapes sector al lhe
beginning / end al lle grcwth cycle, lun as the markeis are
picking up / tuntng down
lf a qovernment or cornpany wanls to borrow nroney, it
can its€ a band I an obllgatron lnvestors re.eive a F/ied /
vatiable ,ale ol nlerest over a f xed period of time. a n d lhen
get their  or g nal invenment back at the end
A rise n nterest rates rnakes borrcw ng.heaperl more
expensive.Ihi\ caols / stlnulater ihe economy.
Centra Banks lower nterest rates if ihey th nk the economy
s ikey ro gtow /contrcct, and wil aciaqgrcssvey llhey
think ihere s a danqer of a baom / rccessian
Stock markets fend to arfic,bate / mave in line with / react
ro cnanges In rne reaLeconomy
nterest rates tend to bottom out before / after both the
nock markets and the real economy
A ris ng market is called a bearlbul/ market. Peope who
th nk thai d paarcular mark€t k qoing to rise n the lutlre
arc described ar being bulrsh / bull/ke on that market

The negatrve consequenc$ are
(urren.y. and that any qrowth

Economic stimulus

that t weakens a ndtion's
i t  causes may be inf la tonary

Eventua y thai

A naiional government can choose to spend mon€/
usud y money rt mun borrow on all soris oJ prcjects n

order to nimulate ihe economy Th s puis money back into
peop €'s pockets so that they can bly goods and servces to
boost lhe eco.on/ o

are another way oi ach ev ng the sarne effect. -fhe problem
arises when these r.eagures lead lo hiqh eves of

debt will have to be repard

Regulatory reforms
A counlry can implement reforrns to the aw in ofder io
stimulate groMh. These include meanrres to enhance
competition. to liberali?e the

siad a new bu5 ness, €tc.

See page 146 for some discussion topics.



lnternational trade

De.iding to export
t\try export? The two mosi important reasotr are likely to be:
1 To increase sales and revenue. Expoiting i{il allow you

In , lp  "dunl iBeof"n l  uJeFu.pd cdpd'  ih .  n, rea+
production, reduce mit cosis ilrough economies of.cale
and increase profits if thin8s go well.

,r To diversify. Relying on jrst yotrr own domeshc market is
riskla Selllng to other countries allows you to splcad the

Bui befoie deciding to export there is a lot of !6earch to be
done on the foreign market:
/, Backglound: economi. siiuation, poltical stabiliry

a Markei size and likely product demand.
'f Competiiionr similar products already in the market.
,, Disiribution channels: agents (who act on your behau and

receive a commission/ but don'i buy goods on their own
account), or distribuiors (who actually pulchasc toods
from you for resale,like a wholesaler).

,, Promoiional material: sales and support matcrial needed
in the loc.l lanSuage.

1,, customcrservice: Procedures forenquiries,comPlaints,
w.rrrarlty claims, servicing, €tc.

,, Lcgal rcquircments: iechnical, safety and cnvironmental

The first step in €xporting is likely io inlolve an iniermediary
(eg lffal agent, distributor). They will have local knowledge
and contacts in the unfamiliar market- If ihings go w€ll,
the exporter may then decide io establish its own presmce
in the foreiSn market such as settinB up a sales office and
wareholse. This allows diiect contact with cuslom€rs, faster
del , rery and rare conEol  nr  rhc Incr l  mi-1p, .

Two key issues for an exporter are a)the method ofpaymeni
see the table below and b) who pays for transportation.

This latier issue is covered in the contiactby specltying the
relevant lncotem (Intemational Commer.ial Term) for iliat
particllar consiSnment (= quantity of goods shippcd at the

Other options
Exporiing is one way to selL your goods into a foreign narket,
br . r  therc are other  opl ions.r r  r i l rb le ro Lrr8er  comf._. r  r
/j, Ioint venhtre: two companies (a foreign company ancl

a localpartner) work iogether brt keep their own lcgal

r Foreign Direct Invesiment (FDl): a busin€ss sets Lrp
operations in a foreign couniry, or acquires (= buys).
'oca' comPany.

r Licensing: . company sells the right to usc a patented
manufacturing process, orsomecommercial erperiise,
or a irad€mark, in exchange for. fee or a royalty. One
particularcase of this is franchising.

Cash-in-advance (Pre-payment)
The impoder pay$ th€ invoice ln
advance, before shipment. Whe.e
ih6y only pay a part in advance, it's
called a 'down payment'.

L€tte. of credit (UC)
one bank guarantees payment to
another bank. The irnpo er Pays
when lhe exporler presenls cenain
listed documenls to their bank.
Typical documenls needed are:
lransponation documenls {eg bill
of lading), insurance documenis,
commercial documenls (eg invoice).

Documentary collection
A cheaper vaiation of an L/C. The
lwo banks make no guarantees,
but simply handle the exchange oi

oder accouni
The supplief ships lhe goods, and
the importer pays laler, according
to lhe terms of lhe contraci. This is
more rsky, and is only used iflhe
lmponer has establisfred a qood
credlt hislory.

Consignment Durc..has€
The importer receives lhe goods
and holds lhem in stock, but only
pays lor them after ihey have been
sold to the end users.

LO



3 INTERNATIONAL TRADE

Exercises

3.1 Find a word in the text opposite that matches each
definition below. The words appear in order

1 fthree worc&) spread ng cons ov€f d ldrger number oi
un ts, and iherefore produc ng th ngs more che:ply

3.4 complete the text about Incoterms with the words in
the box. Notice the glossary at the bottom.

./€arrr.e customr .iacunentation freight
handling laading ptentses temlnal ttansi ttu.k

2 (three words) instead of you, or ds a representatve of you

3 wrtten promise that a company w reparsomethnglf  1

4 b q bu d ng where large amounts ol  qoods are nored

s sp€calrk s or knowledge
6 name or design on d product that shows rts m.de by d

part cu dr compdny
7 non€y pd d ior profess ona setu ce5, or a one'tim€ amou nt

8 money paid to sorn€one whose deas or invenlrons you'r€
U ,  n g

Now do the same for th€ words in 'Financing
international trade' opposite-
9 document reqlest nq paynrent (aleo called a 'b ')

1A fthree wotds) n giv n9 d€ta ! of goods that a shrp. etc |s
carry ng, . so actE as a conlract to tr.nsport lhose goods

What are ln(oterms?

lncotermt state the responsiblties of buyer and se ler n
relaton to mar ne transpodaton not just the shrpping
cosls, but all other associated costs slch as nsurance,
'  dut ies, and qrcund

The buyer pays for the sea crossing

A prce quoted EXW is where the te ler makes the goods
avai l .ble. l  thelr  own r ,  ano lne
buyer collecls them there. The buyer has respons billty for a
lhe other transpori costs and rsks from thal po nt onwards.

l f  th€ prce is FAS,lhen the se er a so covers the cost of

po( o l  sh pment .  and of  !n load ng the.onta n€6 onto the
'roo ne ouyer pays ror -

3.2 Make phrases by matching an it€m from each

shrp p us a the .ons from that po nt.

FOB s alrnost the same, except here the seller pays for
oadrnq onto the shrp, not the b!ye.

The seller pays lor the sea crossing
No{ +F good_ a ' "  01 _ l -F. l rp i  1"  p r  p as be"-  ' "1

so that the se er also pays the '

(= goods and the ryslem of movrng these qoodt cons,
then there rre f!rlher hcoterrns to be used

Wrth CFR the se ler pays the lreght costs and handles the
expon 7 (= paperwork), bLrt does
not pay lhe nsuranc€ wh le the goods are n
s at  sea.  Wih C F ihe seler  pays
nsurance rs well. 8ut in both cases the r respons bi ty
ends at the port ol denination, wh le the goods arc st on
board. The buyer has respons bilty for unload nq iees, oca
noraqe at a e , the mpo( cen.e,
duti€s and tax€s, the custom broker's fees and onward
de ivery to th€ buyer's own prem ses.

In rhe final c.se, DDq it! lhe seller who pays tor
everything, and who also hds to handle dny clstoms
'o prob ems. The buyer has no
.dditonalcosts or isks at all but of (oLrrse the pnce
quoted in the contfact w I reflect this!

3.3 Study the methods of payment shown in the box
opposite. Then complete the diagram by writing the five
methods on the horizontal axis.

2 rely on
3 spredd

5 estab sh a presence

7 hand e ihe ex.hanqe
8 pay accord nq

lun your dom€et c m.rket
on somebodys behali

-  of  any underured capac 1y
the nik
to the terms of the contra.l

lega dent iy

IYPES OF FINANCING

EXW Ex works
tAs: kee A ongs de ship

CFR Con & F€ ght
C FrCon, lns! ran.e & Freght
DDP Delivered Duty Pa d

See pag€ 146 Jor  some discussion topics.
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Setting up and growing a business

Init ial idea
Someone has an idea for a newbusiness (a'stait up').
Maybe they spoi a 8ap in the markeL or maybe they
have an idea thai is simllar to existing offers, but wiih a
competitive edge. Pot€niial sources of finance for ihis new
business include sclf'fuding, backers such as tsiends and
family trenbers, a bant loan, and a venfure cnpital firm.

A bank will want some sort of security in case the loan is
notrepaid, and sometimes ihe person's holse is offered
as.ollateral. The fourth option, venfure capital (VC), is
aiiractive forbusincsscs $'jth a high profit potential in the
medium term, but high start'up costs. A VC company $'ill
offer funds and take on the risk of thebusiness failing, but
in exchange willwant a lalge number ofshares. They aim
to sell these later, wlren ihc business goes public

When financing is in placc, the business is registered as a
lcgil entity: sole hader pa.tnership, limited compant etc.

Early months and growth phase
Now thc business can start trading. The risk of failu.c
nr thc first iwo years is very high. Oftcn thc problem
isn't salcs, bui cash flow: ihc cornpany has to wait for its
invoiccs io be paid, and mcanwhile thc debts are piling
up. Thc bank will onl), extend its linc of credit up to a

But hop€fully the business achicvcs a critjcalmass ot
custom€rs, and esiablishes itselfin the markerplace.lt
entGs a gfowth phase. This early growth tends to be
organic tlrnover increases, the company employs more

"rdf f .  ' l  d(vc ops.r  .upplJ networ l .  . rc .  Ihe mdlor i ry  o,
nrr l l  .umprnrcs r ! : t  conlnue in r l -F wdv -  growirB or
shrinking ye.r by year depending on their managerial
skills and general market condihons.

Sellihg the business
However, there are olhe. possibiliiies. The founder of
lhebu- inc\ \  mo!  decide lo  -c l l  the bu\h 's \  d i  d  going
concern. They might sell to a competiior or io a company
wantnrg to expand into that market. The buyers hele
nrc lookirg to Srow ihJolgh a straiegy ofacquisitions
/- at<over). dn ilrerna !e ,o lhe strdtegy ot organic

tPo
Anoiher possjbility is ilut the fouders may decide io
go ptrblic (= floaillisl on ihe stock etchange). Here,
they sell their onginal privately-held shares at an IPO
(initial public offering). Thii brings in a huge amount of
money, some gojng dilectly to the owne.s as rerrard for
their hard work, the rest going back into the business as

Cause: being too ambitious Solution; be realistic

Solution: Take time
to research the market
tho.ouqh y before you start
trad ng

Solution: prodlce rea ist c
cash flow forecasts and pay
str ct atlenton to budqets

Solution: remember that
accessib lity for cusiomers s

Solution: Active y seek the
MewS 0l cLrStorneTs, and ac1
on what they say

Cauier thinking that a good
prodlct w ll sell itself

Cause: f. se economy - a
cheap lease in the wrong
neighbourhood

Cause: comp acency afl€r
nitial success, lack of

Solution: b€ creative,
constant y revrew the
marketing plan

Solution: p ann nq, keeping

Soiution: tra ninq,
mon ronnq, comp.ny cl] rure

Solution: be flex ble,
recognLze oppoft untres,

Cause: spending yo!r seed

Cause: behaviour of some

Cause: assuming that you solution: watch
irve customer loydlry .oroet Lors cose )

TEN REASONS WHY A NEW BUSINESS CAN FAII

Cause: startjng a business
with a good idea. some

entnusiasm but no serous

Cause: buying too rnuch
srocK, cusromers paytng
l.te or not at a I, suppliers
need ng to be paid on t me

Cause: Sticking with your
own onginal ideas for too
long
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Exercises

4.I Find a word in the t€xt opposite that matche5 each
definition below. The words app€ar in order.
I smal advantage ...............
2 people who slrpport a pan, especia y by provid nq money

prcperty or money that you prom se to g ve someone f you

4.3 Fill in €a<h gap with ale word from cgilh box,

cut €stmare expang pefiorn
ide spend take

4 SETTING UP AND GROWING A 9U5INEsS

]

! ch

w thout changing i

4-2 Make phrase5 by matching an item trom each

12 (two words) eo.r.elhtng that is cheap but could have bad
Tesu t5

13 sma larea ol  a town
14 (f,^/o wads) morcy rhat is used to slart a new busrness

15 be ng faithfulto a product / brand / company, etc

I 6 being ioo satislied and confident, so that you stop tryrng

lf your conrpany goes pan another n terms of sales, profiis,
mdr\€l  -rdre. etc.  r l "pn yoJ
lf you use too much rnoney, or more than you planned, you

li you ask a c ent for too litte money (Lisually by m n.k€),
you lnera.

Find a word from th€ text that means:

7 lf you use yoLrr authorty to relect sornebodys decslon, you

8 l f  you think that somelh ng is smaler or ess important than
t really s, you rt .

4.4 Read the text about fran.hising, then answer the

lltould voL hhe lo srarl a new bLs'r€ss, perfaps lrr 19
Y U a smatt rera' oJrler? Frarch sing s an oovioLs opl 01.
How does t work? The parenl company (lhe 'lfanch sor')
ollers you (lhe lranchisoe) ts trademark prcducls and
business methods You pay them an initia fee to uso the
name, and then pay a percentage ot lhe lurnover as we .

You wlllneed lo lulfillcerlain corporate idsntry slandards
such as those relal ng io lurnilure or stall unlforms. lts hald
work, but the advanlages are firany: yo!?e buy ng a w€ I
knowo brand and the risk is minimzed.

Flom the franchisor's po nt of view the benells are c ear
They can leave ihe day{o-day fiJnning oi the buslness to
you, while geliing a share oi your turnover

(farnal: tuva wards)busness that s a single unit irom a
lega'o'd. .  of  ing po'  ol  vew
docLrments g ving details of products that sorneone
has bought, and requening payment for th€m

6 (phrcsal verb) incrf.as nq in a way that is difficr.rlt to manage

7 Income, revenue
8 rrhr"" nord5rd srccess'ul blsirei)
a corpd €s I dl hole been boLghl by o her co'npanip5

Now do the same for the words in
new businesr <an fail'opposite.
10 carefuly and completely
11 (infomal; ph?sal verb) contin! ng to do somethinq

lf  you sel l  goods at a ow€r pfcethan your compettors, you
your competitors.

li you do.'t make ar much money as expected, or
yo- re le5s succ"rs 'u 1vo- '  ob l rdr e pF( rod. yc-

1 lf you grow a business too qu ckly and tdke on too m
rlsk, you tr:lrxP;rro

1 any pLace where a prcduct s sold

2 wait
3 grow

5 spot
6 take on

7 br ng n
8 enter
9 extend

10 9o
rl  grow
1 2  s e

a gap in the rnarket

for invoices to be p. d

the risk of the business tailing
or snnnK year Dy year

the busrnesr as a gorng concern

a huge amount of money
a growth pnase
organLca y or by acquisitrons

2 money you pay to do something (or to a professiona p€rson
for their work)

3 do 5on'el f  nq p'on'"d: Fd' l
4 levels o' quahy o' a, l_ eveme_ .
5 operating and manag ng .... .

See page 146 for some discussion topic..



@ 
ao-o.t y types and corporate governance

Company types
ln 1aw, there are various types ofbusiness entiry. For each
one there are different legal adangements to register the
conpmy, different requirements for presenting accomts, eic.
The main business t'?es are:

Sole trader (UK) / Sole plopdetoGhip (US)
A single pelson owns and operates a business- Legally,
the bushess has no separate existence from its owner
(proprieto!). This means that.ll the debts of thebrsiness are
ihc debts of the owner

Partnership (UK and US)
Two or morcpcoptc s'ork together and share thc risks and
profits. Just likc a solc proplietor the partners .rc fully liible
f(' (= responsiblc for) an)' debis the business has. This is
.efefed to in law as lurlimited iiability'.

Cofrpany ruS and UK) / corporation (US)
Thcb!snless is a lcgal cniity ihat is separate from its or'ners

thc sha.choldcrs. Thc osne$ are not fully liablc for the
debts of the busincss. lnstcad, then liability (= potcntialrisk)
is rcstricted b thcjr share capital. This is thc amount of cash
ihat they have contribuicd to ihe compan}l This,s rcfcred k)
nr  l .w .s ' l imi tcd l iab i l i ty ' .

There dr€ lwo manl rypes ofcompanies:
' l'rivate company: thc sharcs (ArnE sto.ks) arc'p.n atc

in thc sense that thcy cannot be bought by mcmbers oi
thc public. Thc vast trajority ofcompanies fall into this
catcgory. Thcy'rc oftcn smaller companies, with sharcs
hcld by a fei{ business associates or family nembe.s.

'i Public.omp.ny: the sha$s are openl!' b.1ded on a public
stock exchangc. Thcse arc thc large, often wcll-known
businesses. Thc word 'public' should not bc confDscd with
'siate{wned'. A'sialc-owned cntcrprisc' (SOE) is o$'ned
by the government.

The Board
Public companies are.ontrollcd by a board ot directors ('the
Board'), elecied by the shareholders. Noi allBoards are tully
independent, bui in general iheir rolc is to:
,| Set long term straiegy.
,r Appoint a ChiefExe.utive Officer (CEO)and other

members of the senior managemeni team kJ run the
.ompany dair to day.

't Ask questjons about any short- or medium-term straiegy
developed by the CEO, and then suppori it once they have

Oversee ihe preparation of the finmcial statements.
Appointand ensurc ihe independence of the company's

t Oversee and manage risk.
,r' Set an amual dn'idend.

Who chooses the Board? In theory', jt's the shareholders.
At the Amual General Meeting (AmE Annual Meeting of
Stocholders) the shareholders can question Board members,

vote io accept or reject the dividend, vote on replacements
for ieiinng Boad members, etc. But, in piaciice, the situahon
may be different. In pdticular mosi shares are held by la€e
institutions, and these may simply sell their stake if they
aren t happr instead of qving to chdgc ihe Board.
In reaiity many Board members arc chosen by the CEO
and the shareholdeG simply approve ihes€ members.

Corporate governance
Thi"  whole N\uc ut  lhe ro l< r t  lhc Bodrd,  l -ow .cnrr
managers are responsible b shareholders, and how ihe
company is run, is refe.red b as'coryorate golemance'.
Traditionally, different regions of the world have had
different models of corporate govemance.

s:'.,

Anglo"Am€ncn dod€l: epafarion ol ow.e6hlp ( e
shareholdet) and convol(ie manaq€u); priority given tothe
inter€s$o1sh:reho der

I tlopcai / rapai6. nodel: similar 1o the Afglo-Ameri6n
model, bur a greater recoqnn on otthe intere* oi orher
elakeholdeuruch aremployees, 5upplie6, cunomeu, enden
(es bankt, and the .ommunity.

I Eaet Arian / tarin nodel: family.owned companie5 wilh no
i^deoendenl Boad or outiide sharehold€u.

No*adays this traditional pattern is breaking down, and

the siiuation is mor. mixed. Howeeer, the followmg basic
piinciples of corporale govemance are widely acc.ptedl
, ' Respeci for ihe righis of shareholders.
I A clear definjhon of the roles and responsibilities of Board

r' Integrity and ethical bchaviour
Disclosuie (= givhS tull informalion) and iransparency.

tl)

:F.$.it '
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6 COMPANY TYPES AND CONPORATE GOVERNANCE

Exercises

5.1 Underline th€ (orr€rt wods in italics.
1 Money that a person or compdny owes is debt / /abiltty

Th€ word debts / /rabtlites, when used in the plural and in a
formal context. has the same meaninq - but it can also have
a wider mean ng oi 'egal responrbiltiei.

2 fhe wotd owner / prcptietor means that you legally have
som€thing anything. The wotd owner I propnetar means
that you have a bus ness (and is morc fo.ma ).

3 f you and your bus ness partners all have th€ same risks
at th€ same time, then you drrde /share the rsks. ll you
separate the isks into smaller parts or ditfercnt categor es,
then you d/v;de / share them (= sp it them).

4 A sharchaldet t stakehalder / 5toctho/d€r s someone who
owns paft of a br.rsiness, in Bit sh Efglish A shareholdet I
stakehalder / stockhalder s the same, in Amerca. Eng sh.
A shareholder / stakeholder / sfockho/der is anyone who has
an interest n the success of a plan, lyslem or oaganzaton.

5 f yoLr're a shareholder in a company, then every year you
teceve an incane / a profit /a d dend pa d out oi the
company's incane / prcfiE / di\/idends.

5.2 Read the definition below and tind the word in the
text. (lt appears twice.)

fforma,'a generalierm for any institution, company,
parinersh p, governm€nt agency, or any other orqanrzanon
whch exists n lawara separate and compete unit .

Now do the same for th€ tcorporate governance' section.
5 th€ quality of belng honest and hav ng high moral nanddds

6 doing thlngs ln a waythat allows other peop€ to know
exactly what you're doi'rg

5.5 Make word partnerships by matching one item from
ea(h box. Then use the word partnerships to complete

delatletl legal ltnted non prcfit

liabllity aryantzation

The letteE that folow a cornpany name can tell you about

a public company has PLC (standing for Pub c Limited
Company).

In the U5. '1.  ( '  {L. l i ted L,ab, ' ty Conpany) and Co'o'a 'e
app.oximate equivalents to'Lrd'and 'PLC', altholgh the
? governing company formation rs
diffefent in the two co!ntri€s.

The letteB 'lnc' (mean ng 'rncorporated')are also used n
the lJS, aod they cover a very broad range of ofgan zatons.
They can refer to any I rhar s seoarate
from ils owners such as a private company, a public
c o m p a n y ,  a  . o  o s P o r c l - D

5.6 Cover eveMhing on these two pages with a pie.e of
paper. Write down lhe fullform oI thes€ abbreviations:
CEO, AGM, PLC, LLC.

see page 146 for some discussion topics.

In the UK, a pivate company ha5'Lld
(because oi the '

dlu k 1tu6 oI r dt 6 ot lhfu;rt?"

.fter its name
of its owne6) and

5.3 Fill in the miising letters,
1 f you're competey liable for something, then yolJ'rc i y

i a b e ,
2 f youle lable for something in l.w then you're le lly

l iable.
3 l f  you as.n ndvidua.re abe lor something, then you re

per al ly lable.
4 lf you may be abe for someth ng, then you're pot |ally

l lable.
5 lf you keep shares for . long t me, then you h them.
6 f yo! buy and se I shares, then you ir them

5.4 Find a word in The Board' section opposite that
matches each definition below
1 waich the pfoqress of sqmething io make surc ii's done

correcryt supervEe .......
2 exierna f rms that officla ly exam ne the financal rccods

of a company to see ihat iheyte true and correct

3 an amount of the prof is that the company p.ys to

4 money inv€sted in a bus ness

The business world 1:



Global issues for the 21st (entury

Geopolit ics and the world economy
lvhat big-picture issues are likel\'to dotrlnate
geopoliiics drl the rLorld econotrv in th€ coming
decadcs? Here are some suggestionsl

The Browth of the BRICS

T h " q  L ;  { o r \  o f t h . 2 l . r , F . r . f l  . r h c r r ^ \ ' h  '

Brazil, llussia, lndia and China (plus the Middle East).
This is ccrtain io tr.nslaie nrto lncreased geopolitical
tuflucncc for ihese countries

The decline of the dollar

One ifrp.ct of thc prcrious trend is thdt the dollar
will krse its status ns ihc l\'orld's r€serle curr.nc\:
Cent'!l brnks rvill hold fci{cr dollars, .nd oil s ill
be priced in i rangc of currcn.ics. But rLhai clsc sill
h.ppen h the c!(cncv arca? Willa.onmon Asian or
Lath Ame.i(.n c!rrcncv.tncrge? And what atroui ih.
nr ternalconf l ic t  ovcr  thc.uro -  shor id i ibe st rong to
fighi nlflitior or {'cak to heh exporters?

(;krhl !!armnlg is hippc,rint Ho('.!cr, any srlulxu
l " r  l r , l , l  l . r  t  r h r  f r "  r ( . . , . i . i r . , r . . t . .  r . , { r ' '  r .  .
is likcly i(r trc rcslsidrl. DeYck,pnlg couni.ics c.nl
rccus. lhc Ll.!ck)pcd nitions of h!poc,is! $cstc.n
counir ics h i !c  i l rc id !  bdcn ihrouth thei ,  i idusbi i l

fhasc ind Dor!  h. \ .  lhd lurur !  o f  th inknlg n l rdut
i'stnin.ble g()wlh. Dclolopnlg naltun! Llon t haro

' , l  + , '  ̂ ,  p  ' ' , ,  r i '  - : , { r ' r !  p , 1 , \ \ .  \ s " { .
lh.r.'s just ndt cnough lefi nr thc gnD.l. 5o supplv js

s]finlitlg.  lso, dereloping nations arc hungry id oil
- ld tr.nspo.t, nldusq, etc. So dcmand is risirrg. hrt
logcthcr filling supplv an.l rising dcnrand aDd lou
gcl onc thing: much higher prices for the i.rcsccablc

Energy se.lrity and alternative enerSy

Somc countdcs h.!e a lot ofenergy re$urces, others
don't. And if you don't, you hive a nrajo geopoliticaI
problen. li's called dependenc\. Put this issue
bgether s'ith pcak oil, and it points in one dnection:
aliematile cncrg\. But sone g.een acii\ists are
unre.listi. about this solar Nind, tidal, ei. can onh
nreet a lraction ofthe world's energl' needs. The one
technology that might make a difference isnuclear.
And ihat, of course, is.onhoversial.

Shortages oI otherresources and cofrnodities

The bad nerls continucs. As ryell as a shotage or
energy, {,e're also short of water (in China, Southem
Europe and the MiddLc East). And as h,ing standards
rise, $Ie'11 find that manv agricultural .ommodites
(eg ('heat, com, neat) are jr short supplv as well.

Management and business
i l . r3! i r i  , ! . i :  ne<.! ' .  ' r ' r rh. i  dr,cJr t f r i l . l . .  1 jLi  r ; .  th:r  i .a l j
I r e i : , r . !  i < r u ? s . i i r i :  2 : i r  . : i i r n , l  ? e . : i . . , r . j .  r e r L i . .  h . 1 o , , 1

For me, branding and design i€ the key iss!es. Customers
can easity find good quatity and value-for money att our
compeiitou off€r this. To sutujve, you need more than this,
yo! n€€d brandirq. Without a strorq brard, you have no
customer toyatty ard no pncing power. Ard tinked to brandirq
is design - cusiomers witt piy for desiqn. These are the major
batttefietds in moderr burinesr, not cost or quatjty.

1r our organizal ion, f inding and devetoping tatent is going
to be a major issue. There's a dect injng bir thnie, ard t l re
incrcased mobitity of tabour means that workers can choose
wherc they work and for whom. So talent is going io be in
short suppLy- And thats paticutarLy true for knowtedge workers
and creatives. We witl need to find ways to motivat€ thern and
retair  th€m inside our orsanizat ion.

In the modern workptace, manaqinq diversity ir goirg to
beconre increasinqly comptex. W€ ve gat issres of gender,
ethnjci ty ard dge. We try to make equat opportLr i t ies work,
but we haven't  done as wettas we'd t ike. And now w€ have
new prcbtems oi  mutt jc! t turat managemert across nal ionat
bo.ders. Imaqine lhe probtems when team nemb€rs from
dif ferent cutturatbackqrounds hotd vjduat m€etings on the
web without th€ charce to qet to kfow each other in person.

The issue thai we latk about more ard more these days js CSR
- corporate socjat responsibility. I'm talking about fair trade,
the envjronmertat impa.t  of  business, the effect on tocat
.o-1r r i ' r 'es .  rs ainab e devetoplear.  tdbo..  pra-r iLe'  ,  d
stuff tike ihat. Campaiqns by activists can affect your profits
and destroy your brand-

In nra'ry industnes a major issue is the threat caused by the
Internet. Basicatty, if it can be digitized, it can be pilated.
lhe music dnd software industries have already beer hit badty
by this, the fitm industry is next and pubLishirg witt fottow.

GeneratLy speakirg, qtoba[zation has been good for bLsi]ress.
But now there is a backtash against gtobalization arnongst
the pubLic- Ihis is creatjng potitjcat pressures for protectionisrn
aid for tocat sourcing to protect jobs. For Ls thai means
reduced access to worLd markets and higher costs.
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6 GLOBAL ISSUES FOR THE 21ST CENTT,RY

Exercises

5.1 Make phrases by matching an item from each

I geopo trca - ------\ warming
2 .limare \ i.fhren.e

5.4 Fillin the gaps with a different form ofthe worcl
in brackets. Th€ new form may be a noun (singular or
plural), verb or adjedive. Some words are not in th€ text.
1 Glob. .'r!l!ll (warm)afd the

/ .1 . . r , . .n  1 r  rh6  0- , ' . . r ren t  o re
(thread the planet

2 Green (.ctive) dnd other pressure
groLp) d e be(oni g inr 'edr 19 y
i , n { r , , on .o \  , n  r r o r4 rm in  n .  r h4

(environment) polici€s of arge companies.

3 globa

5 p€ak
6 green

8 liv ng

9 pr ic ing
10 dec ning
1l knowledge

growth
change

banlef€ ld
3 Gene c

(controve6y), but many
developing nalionr see ii ar the on y way to ensure
continuing (grow) in agricultura

lpfoouce)

6.2 complete the beginning ot ea<h phrase with its (  nd!st ra l iz€) .  This  has

5.5 Complete the text about tair trade with the words in
the box.

access gendet averyrcductQn pavefty prentun

2 be hungry
3 be in shoft

supply

a v nuar meerng

4 The r governmentS
is one ot rapid

(-"conomy) strateqy

4 have a common Asian
5  p r c e o  n

7 in the coming
8 ior ihe foreseeable
t  hold

6.3 tind a word trom the section 'Management and
business' oooosite that matches the detinitions below.
The words appear in order.
1 good qual i ty (or quantty) in reaton to the prce

caoabe of cont nulno for a ono iirne atthe sarne level

Fair trade rs an organr?ed 5ocia movement which promotes
I lor labolr, socia policy,
environmentali5m and su5tainable development.
Key ': ol faif trade are:
a Creating opportun ties fof economically d sadvantaged

p.oducers by pay ng a farf prlce. lt is a nfrtegy for
reduclng l

e Deve op ng produceB' ndependence by opening
to new markets and buiding

managemeni ski ls
', SaJe and healthy workifg conditons.

. equality
e Good environmenral pract c€s and r€sponsib e methods

But lair trade has its criiics. People say that too much of the

retarlels And ove' the long tern f" r Lrdde operaLes as a
hidden 7 .............. .............................. . li puts a prce floor under a
commodrty ard the erore encoJr"ge,3
This can eventually lead io lower pices for 9rowe6

See page 146 for some dircurrion topics.

2
3

be,_g 'a  lh l - | .  a  {ays 9r .  
'g  ,Lppor l

people who lse thei r  imag naton or  sk i  s  to  make th ings

(numan resourcet keep someone
the fact of belng either male or lemale5

6

7 a stronq, neqative reacton to somethinq that wa9 prevbusly
popu ar price paid by consumeB goes to the

8 qetting a product or component from somewhere

The business wofld 17



Management styles and qualities

Manag€ment styles
Elerv ftanageririllbe different, bui oler th€ lears
mnnagenlent thcory has est.blishcd tluee broad categories of

The authoritaIian manager

This person is strict, demanding, conh.nlng and probabh
ioo rigid in their vic{'s. Thev i.ke a krp do$r approa.h tsut
some stlff like this - thev kno$, qficrc ihcy si.nd and rrhai
ihcir rcsponsibiljtics are. Thelr jobs i,r clcirh dclirlcd

The consensual,nanager

Tliis pcrson t,clieles in consuliation, and in coaching and
menbrnlg th.ir shffto help thcn dcr.lop.Sllrordlrat€s
!suallv like this tvpc of manager, lrul thc man.ge na! lnck
vision and f.ril t() sln { lcadersh\r.

The handroff manager

This pcFon deleg.tcs c!.rl,d)lng, o, just l.ircs probl.Drs
n1 ihc hope th. t  thc!  to . rL i ! .  Thcv $. i l l  just i l l  ihc i r  s t \ lc
.s  cn+row.nef  t  ( ic  gn ing.onhl , l  ov( .  dcc,s(rns to othcr
p$Flc), bui slbordnlilcs q ill frrl r l.rck of guidincc ind
{ppo.l. Li.iwr bfts'ccn .olL.g!.s (.o $rfkc,s) $ ill Lrc

An inTortnnl |oiDl is thil nr,rn.rgrnrcnl sh lf Di8ht rcflrct
the.o i lp inv .u l i ! r f  .s  much . rs  ih .  fcrsonnl i t \ '  o i  the
indi ! idu. l  So.r  h ic  rh icr lconrpnfy s l lh .  b! ro.ucr . t1 .
dcc is i (n h. rk ing pk)c.ss wi l lsu i t  onc rvpo o l  h inagc.  On
lh.othorh.!r!l, n dcccntialized.oDrpan\' lrhrr. kn!-lelrl
mrrigo.s cin i.rkc thc jniti.riivc will s!ii .ndthL'r

We .lso ha!. to Nn.nrbd that Lliflerent busnress sru.rurs
!v i l l ' rqu j ro d i l lc rnt  managomcni  qual i i iL 's :

Considor thc nrlnagcr whd is nrethodical, slstem.lic.nd
organizcd ls th;,t alw.vs a good ihnrg? Mavbe thcre arc
sitlraliurs where it's bellL'r b be iniuiii\e and flc\iblc. or
ni takc dccisions qui.klv uithout kno$ing ill the ficrs.
Consid.r the lnanag.r bho is. good tean pl.rvcr,
co{pcratn'e hd supportjle.Is ihai always i good lhirrg?
\rlavbc thcre r.e situaiions hhe.e it's beiier tu \'ork on

J . . r r s r '  b p , - ! - l l , n o  \ . r t , .  i  l f . , . . l i \ ,

Qualit ies or skil ls?
Hcre is sonrethhg interesting io thinl< nbout: notice that in
thc text ibole thoe is reference to sivles and quilities, not
to skills. This distjlction is inrportant. Qualities are a part of
your.ha.acter and personaliiy - rher were present atbnth or
formed ea.ly in youf life and you s'ill find it hard nr change
thcse things. Skills, ho('ever are things lo!.an lean like
how to speak another langlage, or gn'e a good presentation.
Skills.nn be devcloped.nd improle.1 thJough practice nn.t
r \p ,  r i "  Y.  qu"  i r  . -  n . . .h  le \ \  .n  |  .  I  r
fur  i r "  n in! .  o .  .o [ r '  dpr .  lopTel l  dd , .  - " " - .  ho .  F.

Person specification
[Ihen bokinS for can.lidates fo. a particularjob, many
companies produce both a iob specification and a pe$on
specificahon. This helps recruitment agencies and/o. the
human resource d.pariment to find s!italrle people. The
person specrfication ivill inchde the skilis nccdcd, cxpcrieDce
needed and personal qualities of the ideal can.lidatc. The
e\ample belorL shoirs the finil section, p..sonal qu.litics.

PERSON SPECIFICATION

Ski,is ond obilities
The idealcandldare will be able to demon$nte rhe followlnt

Persono, quolitiet
gusiness knowledge
The idea candid.re will;

have a tood undeBrandiit of rhe market
k€€p up ro date wth developments in the lield

The ldeal candidate will:
be able ro rranslare company rrarery into indtvidual
busness  un i rob jec t ives
be abe to balance conf ctiig business inrerests within the

ortanizational ability
The ideal candidate will:

be a Sood adhinisrntor

be a good time-manater

be consc entious and lhorouSh
be a Sood team-boilder

Relation to subordinetes
The ideal caidida@ will:

have an abi ry to notivrte
know when to de egate and when ro refef upwards
keep tood ines of communicaliof
have an open doof policy

have an ability to conrol and gve feedback n an

The ideal .andidate will:

be prepared ro take rkks
oe nones and transParent
be single-mind€d and determlned
be able to recoyer quicklf aiter a setback
suy carm under Pre$ure

1 E



7 MANAGEMENT sTYLEs AND OUALITIES

. ,  ' rFed -q .  loL o vo-r . rr  e drd pne'g/
3 involv nq the agreem€nt of mon peope nagroup;

democratic
4 q vinq tra ning or ddvice for a sperifcjob or tan

Exercises

7.1 Find a word in the text opposite that matches each
definition below. The words appear in order.

1 expectinq other peope to obey rules completely

7.3 Choose the best adiectiv€ from those in 7.2 (both
(olumns) to describ€ th€se managers.
1 ll€'s under a lot of pressure and ooks worred al theUme.

Hes really
2 Once sh€'s rnade d plan, she doesn't like chanq ng it 5he! a

brt
3 He rkes to gel nvovedanddothlnqs,ratherthdnjusl

ta king about them or making other peopie do them Hes
very

4 Her desk is so untidy papers everywherel t\ r€a y

5 He produces compllcated ru es for every,th nq. H s approach
r5 very

6 5hes honest and open and doesn't try to h de any,th ng.
5hes very

7.4 Make phrases by matching an item {rom each

on yolr own and be sef-motrvated

vsion and fa i l to  show eadership

quickly after a setback
genera (rategy into rpecifc objectves
up to dale wth deveopm€nts in  the f ied
fe€dback in an approprai€ way

5 advis ng and helping someone more generally over a
lonqer t ime per od

6 exchange of informat on betvve€n p€opl€ so that they
work we toqether

7 where p€ople and jobs are d vided into many levels of
rrnport.nce

8 taking acton before t's needed, rather than wa ling unti
proD er.s oeveop

Now do the same for the words in 'Person specifiration'

9 ,ho^ i rg  d  o l  o '  rd re  a_d a l lFn l  o r

10  nc lud ing  every  poss  b le  de ta l  .nd .vo id  ng  mEtakes

t2

t1 wanting to do someth ng very mLrch so thal yolJ will not
et any,lh ng stop you
a probem that delays or nops progress

7.2 Change ea<h adiectiv€ into an opposit€ meaninq
by fillinq in the letters. lf there is a pretix, it may be
de-, dis-, in- 6t un-,
l  s imple
2 centr. zed
3 co-operatve

5 d rect
6 f lexibe

8 honen
9 iniui tve

10 merhod cal
1l  orqan red
12 nressed
13 s!pportve

15 transparent

2 know -\
3 work

5 keep
6 give

8 vanslate

7.5 Complete the teJ(t about teams with the words in

brcathing catry out feedba.k guidinq
Bsuing prcgrcss repan back tunntng

The ab ity to ead teams is a key skil in the modefn
business word. The team e.der has to rnove between a
variety of.ppro.ches: ' nstructons
and superuising closely at times,'? and
encour.ginq and offerinq advice.t other times.

The team leader s of.ourse respons ble for monitoring
overall I , but once the team is up and
a , and the objectives and ieam roles are
cleary defined, ihen he or she may be able to iake a back
seat for short per ods of time.

Team members like to fee that th€y can
their roles without ihe leaoe,

6 aown their neck d L the t me.
However. they do need to 7 regu aly,
and the team leader is expected to glve thern constructive

. . on their performance

see page 145lor some discussion topics.

centra ized
co-operatve/ helplul

d recl
f lexibe /  r i  d

organized / me y



@ 
o.n.rr,ring time and work

At the plaming siage of a project the amount of work required cm look frightening. To make it manageable, you
need to develop d overal time 6ame (rinescale) for rhe prcject md a schedule (tinetable) to show the dates
oi times when individual ihjngs should happen. Hopefuly, throuSh Sood iime mdagement, you will be ahead
ofschedule. Anlyat as long as yo!'re on schedule, there's no problem. What yo! definitely don't want is io be
behind schedule. That meffi you be mder a lot of stress, md when you're totally sh€ssed out, your work will
suffea You nlight have to irolk long hours to caich up. And iI you're a mmage!, you probably won't get paid
overtine it's just cxpected of l.ou.
Of course, it's not always your fault. There can be delays fo! all so s of reasons. ThinSs can take longer than
planned becausc of circumstances beyond your control.ln ihat case ... well, deadlines might become guidellnes.

nrl'at can you do to improve your time muagemeniT Hclc are some hps:

fime management tips
Use a  d  a ry  (AmE.a le .dar ) to  pan your l  me 5ohwnre  K.owand lse lhe f  nq  synem on your .ompl re r  p roper ly
pnckaqcs s!.h a 5 Olllook ..lud€ r h( iun.t o., but m;ny A lor ot r h€ workf ow in b! 5 n.$ Noives e e.tron c pn perworl!
pcop le  p re ie r  a  wa l l .har l  wrh  s r i . ker  a rd .o lo l r .od ing  ro  :nd  you need to  know howto  acc .$  doc lmenrs ,  mod i t them,
5how dltrerenl i.r vr es share rhem and nr.h ve th.m
[4akc  a  r .a  5 r i .  pan a .d  r r ie r ]  t r  o '  r  ze  t l re  l "sks  Do rhe  A l :5ks  Deeg; re

t6 r  th€  m por ran l ,  ! .p !e !  5dnt ,  o r  t  me co funn lg  o .es  Then Do. l r ry tobeaper fec t ions t  n  cv . ry t l r  nq  r takes t im€to
yo! l l t l rn  Lo  Lh€ less  mpor lanr  o .eswi t l r  a . lear  m nd Don l  { le r  rh .9 t rbso lu tey  rgh i ,  and I  hc  s  money 5hor r .u ts  can
qc tds f iac ledbydong lhesna, - "a iy1 . !k ! i6 l  be  a .ceprab era  q !  ck .nd  d  r ty ' so  ! t  on  mny be  OK. l i y  lo
Us. chccklisls. bnla.ce qua tt cost and time

Bui ofcourse you know all that, and you haYc alrcadv inplemented these suggestions. You use careful
time 'nanagement to plan your workload. You nclcr put off unpleasant tasks or lose concenkation. Becaup
of this, your work is stihulating and rewarding. You do elcrything h'ith calm and focus. At the end ot
e.ch day you go homc with a s€nse ofachielenent. You say to yourself,'The world is a better plaQ todav
because of what I did in my job.'Right?

What do managers manage?
0perati()ns

5ett nq and a.h ev n9 targets
mprov nq produd v ry
Conrro nq, deeqating and qivinq leedba.k
Decis on rnak ng
Sai is t  ng.unomer needs
N'lanaging qLraliry
Managing.han9e

People

Panning staffnq needs, and recruitinq and !ee.ting new sratr
DeveLoplflq theteam,5Lrppoft ng and g! d ng indivdlak
De egatinq and monitori.g

aarrying o!t performance reviews
Rewardlng aclr evement

Irinance
P,epa, ing and neqor ar .q b ldqer5
^.lonirorin9 rhe bLdger

Mak ng investme.t de.ision5

Inforrnatiou
chi r ng and/or pirticipar ig n meet ngs

A.cess ng iniormaton on thecompany T neMork
Readinq and writing reports and propon s
Ke€ping il es up todate
5peakinq . publ., givlng preseniatons

Career developmeut

Deveoping yoLrrsk s and cornpeienc€s
Attendlng.onf€fe.ce5 and sern nal!
Reading abolt rece.t deas and deveopmente ln yoLrrfed
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A ORGANIZING TIME AND WORK

Exercises

8.1 Fill in the missing letters.

1
, The protect is going v€ry we . n facl, we're

of schedule. The worki w is orqanrzed efficenty,
and we hdve d big wall ch with ni
show n9 th€ d ffer€nt nages of the prolect and what
€veryone should be do nq I like our team eader she
has establshed the genera qu nes {or olr  work,
but she eaves it up to us to pr trze our lasks on
a d.y to day basis. Of course, there are always
chd nges to la €, but so far we've been .ble lo
m t those chalenges. lts a gre:l expeience. irnd
the work st at ng and r€w nq lts given me d
rea 5 e oT arh ment.

qo ng to pay rn€ tim€-and-a-half.
6 Th s red y sn t important - we'Ll loo

muchtme fw€do I  Lets lust  eav-o t
-  - L d  

. o 1  a , , ! t o . .  r d F d _  / a . o L d

around two weeks on our panned schedule by do nq t
8 | got distracted th s afternoon l'l have to

5
Please l€n work ng days for de ivery
Ldn week I 5x holrs overt me. They're

tonrghr
t me by stay ng dte .t th," olf ce

ll managers have conslraints on the r tme - so many
lasks seern urgenl and vrla, and yet no one person

8.3 Look at 'What  do managers manage?'opposi te.
1 F id d word that s used in lwo ways:

a) a pan of how to spend mofey, and b)the rnoney itlelf

2  Frnd a iorm. word that  s  lsed n the f  e ld of  human
resources 10 nean:  speci tc  knowledge and rk l ls  nother
words. knowledge dnd sk k that are ls€d for a particular
task rn a par tc ! lar  lob

4.4 Read the text about del€gating, th€n antwer the

The work d n th s project s iar bigger than
anyone expected ThereS a ot 01 !nexpected
od so4 r far  's  /e f  In  e .on n9 ro Lonp ere
Thrnqs:re not  going we .  n iac i ,  we' re d
schedLre We miqht even m ss the de,
Everyone r  to ta ly  s t  ed People are
t a k n g s h  - c  s a n d q u a l r t y  s  s u f f e f i n g  l t s l u n s o
l runrat  ng,  and t3 not  even our  {aul t  i ls  ent  rey dLe
to (rc! ces b d our conlro The only
way we re go ng io f nish this work wirh n the given
t me lr e by f nd nq some kLnd ol q|] and
d r  s o u t o n . l k n o w  t  s n  l  i d e a ,  b u t w h a l  e s e

can tackLe lhem all De egalion is lhe answer

Once youve apponlecl the person responsible lor lhe
pa(icular lask yo! need to brief them rhoroughly. How
much autonomy are you going to allow lhem? How ollen
should lhey report back to yolr wth progr€ss !pdates, and
in what detail? And who ese needs Io be in the toop? Alter
al i ,  i ts nol juslyou who needs to know whats happening

Convo will be a key issLre What happens if ihey hil an
unexpected snag? You can I take all the respons bility away
from them lguring out soltons to problerns wi be a
chaLlenge and a motvalion tor lhem. However you do need
io make sure that tasks are completed slrccessfLr y

Find a word from the text that means:
1 lim rs
2 de. with
3 qive necessary iniorrnaton
4 (four watd) he patl af a g roup of peop e thdt hds nformatlon

5 (infarnal) Nabter-|
6 (phrasai vert be ng ab e to lfderstand; solv ng

8.2 Complete the sentences with th€ v€rbs in the box.
Th€y ar€ all used with time expressions.

allaw fin.l nake up put in
speno waste

1 How much t me do you
books about mdnagement?

2 know you're bLrsy, bul wonder if you could
..... ... some t me tomorrow to check my

3 That3 it. We have to f nish fow. We ve
I rne

8.5 Read the following sentence and decid€ it it's
grammatically correct.
Ance yau ve appointed the rcspansibie far the particular task,
yau need ta brief then thorcuqhly

Compare with the third sentence in the text above.

see page 146 for some dis(ussion topics.



Planning and setting objectives

What is a plan?
A n  o r b r _  / ! h o n . ,  i .  ̂ n ' r y p h  a l h  (  l 0 ) c r - ) \ h d p " - , r .
strategy (2 5 years), which in tur. shapes its plans (1 year).

, has obj.clives which can be neasuied.
l, answcrs qucstions thai stakeholders (eg sharehoidcrs,

banks, cmployees) will ask.
I builds ir oplions.

'1 idcntifics and quantifies risks.
a shows how to minimize those risks (.nd pelhaps includes

a coningcrlcy plarl for Nhai happens if things Bo wrong).
a alios's progrcss io be me.sured.

Othe. points to noic arcl
', That ilie.e is a cost to planninS in i..ms ofmanagemeni,

time and .esearch.
,i That all plans makc assumptions, .lihough thcsc are often

not stated cxplicitly.
'  -hdt  

rh,1,  . r '  \om'  .cr )  . t  
" ' r f i .  l lpe-  " Ibuinc-"

Flanning (cg projcct manag€ment is. distinct busincss
function in its own right).

Elements of a plan
AcompreheDsivc business plan for a large company might
involve ihe f(nlowhg:
1, IDtcrnal analysis: this colors thc strcngihs and tlcakncsses

of thc organizatioll, historical p$formance, tr.nds in the
business activity and cutrcnt roso!rccs.

', Extcnral analvsis: this covcrs markcts, clstomcrs,
l l . ,  c"mp' t inun.  rd\ .  l .dr , l i Ion.  lhc g.ncr . r l  bu. in .ss

o Gap aDalysis: this staris wiih the kcy issucs raiscd nr the
first two points above, and highlighis lhose areas where
there is a gap betwcen wherc you arc now and wh€re you

a Action plan: what necds to bc donc to close the gaps? Do
producis need to be improved? Docs tcchnology ned to
be upgraded? Do stafinccd to be rctrain.d?

', Resolrce assessmeni: rlhat the action pld needs in terms
ofhumar resources, matcrial resourccs (eg plani, space
nlside build nrgs, equipment),lT rcsources and financial

//r TarSeisr specific ta.gets for financial rciunN, costs, market
share, sales, grorrih, cusiomer satisfaciion, quality, etc.

u, Financial issuesr cash flow forecasls, projecied profi iand
loss (P&L).

Look at ihe Contents page of thc business plan on the nght.
It is the knld of plan thai a sma or nedium'sized business
mightproduce io define its shategv Soing foMard. The plan
might alsobe needed to show to a bark if new tunding is

Business Plan: Contents

1 summary and main conclusions

2 ln t roduc t ion
2.1 Current situation
2.2 Need for change

3 Internal analysis
3.1 Interna strengths
3.2 Interna weaknesses

4 Market analysis
4.1 External oppoatunit es
4.2 External threats

5 Marketing plan

5.1 New product ideas
5.2 Pr cing issues
5.3 Sales targets and market share targets
5.4 Geographical d versif ication
5.5 lmprovements to distr blt of channel
q 6  A. lwar t i< i ^^  . imnr  nn<

6 Operational plan

6.1 N-"w plant and equ pment
6.2 Eff ciency of production process
6.3 ProduCrivity lssues
6 4 l.lo:< f^r <:vi^^ .^d<

6.5 Outsourcing proposals
6.6 Quality issues

7 Financials
7.1 Cash flow forecast
7.2 Profit and loss forecast

8 Resource requirements
8.1 Human resources
8.2 Capital investment
8.3 tT

9 Appendices
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9 PLANNING AND SETTING OB.|ECTIVES

Exercises

9.1 Find a word in the text opposite that matches each
definition below The words aooear in order.

1 a those DeoD e who have an interest n the success oi a

4 qrad!al changes or deve opments, tendenc es

9.4 Rewrite th€ senten(es using a verb + an adjective
from exercise 9.3. Keep the same meaning.
1 We will go abov€ the tarqet we had ar the beginn ng.

pan, systern or organizatio We wili our . ........1!l!al target
2 (tuva words) a cautse oI action th.t you will take if 2 We wil go beow our yeany targel

som€thing bad happens in the future . . we w -......... . . targel
3 bel€fs thdt  are used as the bass {or  3n dea.  butwhich J we dF(rdFd o , lcn ( fe p l .  r  for  r l_F re. .  .hree )€r 's

may not be correct . W€ decded to the ...

5 (farmal) laws
6 makes people notce something and think about it

7 a factory or burding where an industria process taket
pl . ,e.  .  d dl  r ts 'e.w n..h *.y

8 lh:  g\  l rdl  you rry to acq eve
9 (n^7o words) phrase oiten used n a business contexi to

mean 'n the tuture'

Now do the same for the 'conten$' page opposite.
10 predrct ion

9.2 one verb from each group doer not 90 with the
noun at the €nd. cross it out.
check any unknown words in a dictionary
1 cut, esttnate, tmplenent, rccovet aosls
2 access, achieve, get hold of wthhold lnfo.maton
3 cansi.let, keep open, meet, 5u99e5t opt ons
4 be based an, <atry aut, da, make researd
5 identify, mininize, quantift, rcach tiskt
6 boast, farecast, generate,5et up sales

9.3 Match a group of verbs 1-3 and a group of
adie<tives a{ to the nouns below.
Check any unknown words in a dictionary
1 achieve, exceed, fa lshort of, meet, reach
2 cari fy,  dealwth, d scus!,  explore, locus on, raise, iackle
3 conre up wth, go ahead wih, mpement, keep to, plt

plan
4 We w ll hdv€ to stop our pl.ns for the future (d though we

mlght cont nue with them ate,
We will hdve to

p|ans
5 Th€ issue that they w.nted ue to cons der s very

The rssue that they s very

9.5 Match a group of verbs l-3 and a group of
adie(tives a-< to the nouns below
1 arrange, follow, 9o according to, revise, stck to
2 achieve. fail in, fu fil, meet, reach, set
3 .pprove, c!t, increase, plan, redLrce. 5tick to, subm 1

a clear, key, limired, long-tem, major overall, pr mary, specilic
b annual, draft, fxed, lim ted, ow t ght, marketing
c ambitious, busy, strct, tight. !1/eek y

' 
objective schedule I I bldgel

9.6 Rewrire rh€ sentences using a verb + an adjective
from exercise 9.5. Keep the same meaning.
I At this point we just need to decide our g€nera objectives

At this poini we jun need to our
. ooleclves.

)  We r i  , {  leep (o t 'e sc'eo r le -  r_Fre. on y t-st  e_o. gl '

a ambitlous, contngency, deiaied, fve-point, long'term,
realstic, nrateg c, three year

b ambitous, annua, high, ni tal .  rea istc,  sales
c basic, c€ntral, complex, irucal, main, side, !nresolved, vital

i i l  l -  tarset l -1L-r pl .n | ! l  issue

the schedule t5 very

3 | h.ve to give a provislona budget so thal they can make a
de. ison.  ( i  can be chanqed ater . )
I h"ve to
budget.

See pag€ 147 for some dilcussion topics.
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Leading and motivating

What is leader5hip in business?
Clearly, an entrepreneur shows leadership. They siart iheir
own business, and then build it up from scratch. But the
head of a ieam, depariment or lalgc organization cm also
show leadelstup. what do these people have in comlon?
A good $ay io ansa'e! this is to look at the difference
between leadership and maagcmcni. To simplify greatly:
irr Leaders look at the big picture, wclcome change, ale good

at motivating and influencjng, and ivork well alone (or at
the head oi teams).

1 Managers look at the deiails, welcome stability, .re good
at supervising, and wolk well as team members.

In addition, managels tcnd io gct their authority from their
role (a boss with subordin.tes), a'hilc leaders get their
a(ihority from their personaliry Pcople just tunr io l..ders
fo. guidance, regardless ofthei! position. Thev hale. quality

Eight characteristics ol a good leader
I Vision: this means gcnc.ating ideas abori the wny ahead,

and then Scitirg buy- (= commitment to a shared 8oa1)
from other people.

ll Moiivation: as {'cll as oblious thin8s Iike salary this
nr  luJc-  prJFp.  Jppr .cr . ru.n i -d (co$,n i t io ' .

Motivation
A survey by Kabsn
Consultlng aaked people
In a wlde |ange ol Industry
sectoG whet mede lhem
teel good al work. Here are
the resulis:

Emotional intelligence: this us€d to be called empathy or
intuition. It meds 'reading people' knowing what they

Empowering others:tell pcople rvhat you expect hom
them, gile them the tools ihey need to succeed, and then
get out of their way. Leam to listen, nothing is more
empowering thm b€ing head.
Being trustworthy: your behaviour should be consistent
rlith yourbeliefs, othetrise people won't trust you.
Actions speak louder thm aords.
Taking risks and managing change: leaders need io be
change agenis - in a fasFmoving world, any organizahon
that siands still will fail. Butchange brings rcsistance.
Leaders have io explain why change is necessa!,
establish a process, involve everyone, providc support,
communicate the outcones and share the bencfits.
Focrs and follow-through: this involves seiting priorities
and doinll whal you say you will do. Unfortunately, many
lea.ters are poor finishcrs.
Asense of  humour:  thc abi l i ty  to  laugh. t  yoursc l f  is .
good ilay to b.ing othcrs along wiih yo!.Ii dcnonshates
a degree of self-knolvlcclge.

Notice lhe dominance otthe lop thr€e calegorles:
A sense of ach evement, and having that achievemeni
recognized appeff to be strong molivatorc. Positive working
relatonships are aso important Nolice also lhai financial
reward was only ranked sixth This ls quite surprising.
The researchers then asked people what made them leel
bad at work Here the most common response by tar was
'a negatve experience wlh colleagues. A range of olher
factors were a so menlioned: ack ot recognilion, company
po lics stress, boring work, elc tems lhat were mentoned
ess often included: ack of support, havlng a bad boss, lack
of d rect on and u nsatisfactory evels ol pay. These d d noi
seem to be lmportant demotivalors.

The Esearchers drew the following conclusions about
motivation:

In a task-oriented bus ness word, it3 mportant to
remernber that relaiionsh ps and the 'er.otiona ' dimensnf
to work are very mportant.
Recognition and positve feedback are the oxygen of

Employees .sk, 'Whals in it for me?'Blsinest success and
customer s.tisfaction did not appear as rnot vational facloK.
Motivation and demotivation are not equal and exact
opposites. For example, whle aclrievement was the
stronqest mot vator, fdLlure was rarely mentioned as a
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Exercises

I0.1 Find a word in the first two sections ol the text
opposite that matches each detinition below. The words
appear in order

/wa aonls\ [ ar t'e begrn-rng
7 rhrce wards (he ̂hole r tJaton. _ol t-sr orF pad oI i

3 the way n wh ch someone s nvolved in an aclivity; positon

undeGtanding how other peop€ feel
5 knowedge that |5 b.sed on feelings rather than fa.ts

6 o vrna someone morc contrcl ov€r th€ir life and work

8 results

'10.2 The text mentions 'praise, appreciation and
r€cognition'as being a part of motivation. which one of
these is the strongest motivator?

10.3 Learn€rs of English often use the word
'sympathetic'when talking about someone such as
a good l€ader Put a tick (/) by the detinition which
matches how a native.tpeak€r uses this word.
1 friend y, n ce
2 wi n9 to understand someone3 probems and help them

1O.4 Make phrases from the'Motivation'sedion ol the
text by matching an item lrom each column.
I posii v€ =\ achievement (morivalor)
2 neqat ve \ 'eeobacl f'on your bo., 'n ol vdlorr
3 senre ol recogn tion (demotiv.tor)
4 lack of
5 company
6 physca
7 task'
8 f  nancia

experienc€s wth colleaques (demotivator)
orient€d bu, n€ss wor d

10.5 Complete each sentence with the corect form of
the word in italics. Som€times you will need to use a
negative torm (de-, ur-).

a tb the. . .  .  . . . . . . . . . . . . . . . . . . . .  company ln ihe f  eld
b t3 the market
c She showed exceLlent ability

a Sense of ach evement s probably the number one

t offered no few challeng€s. I was

1O IEADING AND MOTIVATING

change n

b This situation is out ol control

I reach, succeed in gettLng

a fan-moving world sn l

It5 compietely

sansly
a A lob well done g ves me a qreat feeling of

b My work ng cond tions are teribe. They re lun tota ly

a Shes good at separatjng d compex problem inlo its parts
shes very

b On llre wrole. "gree will yoL

There's a kind ol buzz arcund a good nfluencer. They don t
moan, blame and compla n. They see whal needs doing
and then slad talking to others to lry 1o gel agreement and
aclion-

10.5 Read the text about influencing, then answer the

I eaders dre gooo ar rr' renc,r 9 people. lts a hiddel sk.ll
L -  vF y mpofl"r l  or l  ole1 rgro'ed l r lJercTg m€y
rake lhe iorm ol persuading peopl€ to adopl their ideas
inspirng peope to achieve ce ain goals, or crcating

Inlluencing requires a mix ol interpersonal, communicalion
presenlalion and ass€rtveness sk ls And mosl importanlly
you need to be abe to adapt and modily your personal
style when you see the eii€ct its having on others You
can't lorce your deas on other peop e - they have io teel
acknowledged undefslood and appreciated.

Find a word trom the text that meansi

2 abr ly ro e<p ess yo-r rdeas'rr .r l ly a1d confderly

4 (infonal) Ieeling ol p easure or excitement

\  ,n fo.mal lcompLar_ 1an a_1oy nq way

Se€ page 147 for some discussion topics.



lnsurance and risk management
Everybusnless faces risks, and mmy of these are insurabte.
lnsurance mav be obligator)r o. optional, bur it is cerrainly
a part ofprudenirisk management. There are il{o basic
types of business isuance: liability i$umce dd propertv

Liabil ity insurance
Liability insurance covcrs damage caused io otherpeople.
An employee tuight suffer a work rclatcd accidenr, o! a
visiior might slip on a polished floor and brcak m arm.
In either case, they can sue yo! and {'ill trv to p!o!e
negligcnce (= failure to take eno!8h care). Thclc is also
prod uct liabiliiy insuranc€ (in case someone sucs you aficr
usn18 a product), and professional indenlnity insuanc.
(AmE malpractice insu.ance) in case a clientsues vou for
making a costly mistakc while advisint rhem.

Property insuran<e
Property insurance covcrs damage to rhe insured s o{,n
proPerty. Dam.ge miBht bc cnused b), fire, landansm, crc.
The cohpany might also nccd automobile insurancc.

Some polici€s include ihe serviccs ofa lawyer (AmE
attorney) in drc cv€nt ihat youlc sued, while others don't.
And it's impo.tant to remcmbcf that your p(neciion is
limited to thc maximum on thc Folicy.lfa court awar.ls
damages that cxcccd this fiSurc, then ]'ou're liable for the

Policies
wlen you take outa insurance policy (ie contract), you
make a regllar paymenicalled a'premiuh'to an insurer.
The policy states how much will be paid and under which
ctcumstances. Read it carefullt check the small print, and
h particular check any exclusion clarses. After a year, before
the conhacicxpires, you willbe scnt a renewal norice.

tnsurance is available through scveral channels: agenrs (who
work direcilv for one insurance company), independent
brokers (who scarch for the bestpolicv amongst m.nv
alternati!es)and dile.t selling (oftcn over the Internet).
Atcnts and brokcrs work on conimission.

claims
If vou need to make a claim, yor fill out a form and waii for
it to bc pro.essed.If thc insurance .ompany suspects that
you're underinsured, o! cl.iming too much money, they can
ippoint  J  1o. .  id iu{ tcr  /Aml . l i ,m,  . .L lJUstpr ,  ln  p\  In  inp
thc situaiion. Ercniually, they pa), out and yot receive your

If an insurer feels ihat thcy have takon on too much risk, thcn
they can to io a reins!rancc company b providc covcf fof

Strategic risks

Operational risks

Financial risks

Failure of compliance
(with new laws)

Integrat on probems arising from a merger or acquisiton.
Changes in the market such as a new competitor or changes in demand,
New technologres that threaten your business mode.

Poltical / Economic innabilrty in an export market.

Brcakdow,n of key equipment.
Supply chain problems: late deliver! quality issues, erc.
lT failurc:loss of data, damage due to viruses or hackers.

Poor accounting that fails to show the real fnancjal situation.
Employee issues: recruitrnent diffcuhies,lack ofpeope with the right skillset, etc.

Cash flow (ie iquidity) prcblems.
Bad debt

Increased bank charges on a loan (more expensive credit).
Changes in torcign exchange rates.

Embezlement (= when someone steals money from ther own cornpany).

New employment legislation-
New heahh and safety legislation.
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4 torrnal p rot€ct on dga nn loss or damage

6 (two wordsl makes a decislon to g ve someone
cornpensaton

7 (twa words) se.lans at a contract that say what snt
covered by the contract

8 fiwo words) written rernind€r that a contract is qoi.g to
end soon and you rnust pay if you want it to co.linue

9 (phtasal veb) gre noney ds the resu t oi an i.surance
cla m

10 money that someone rece ves because oi damage they

Now do the same for words in '8ut you can t insure
a9ainst' opposite.
11 (rwo wordr) money that w ll nevef be colected irom

t2  ( ta tnd l t  , tF  p ta tvF a f  obA) , -g  a  taw

11.2 Make phrases by matching an item from each
column.
I be €oallv-\ for ihe dLfiefence
2 trv to prole \ damages
3 a*a,d \-  obt iged lo do soTet i i rg

want ess I . . . .  , B u t  n a n y

Exercises

11.1 Find a word in the text opposit€ that matches each
detinition below. The words app€ar in order.

1 s€nsib€ and care{ul
2 "gdl 'e"oo' s,b 7 fo 'on 

"t 
,ng

3 st.rt a legal process to get money frorn someone

1 1 .4 Underlin€ the correct words in italics.
1 How much isth€ insurdnce to /o,  your car?
2 Do you have insurdnce forl to dnyone to drve the car?
3 You hdve to take out / rake up bui ding and contents

insurance ds a conditor ol the mo(gage
4 This policy provid€s insu'arce agan* / in favout af lots al

danrdqe byl up to €5,000.
5 We've nsured a our lT equ pment for / wrth over a m lion

6 Can you caim th€ d.m.ge b//  o,  your insurance?
7 Ihey did / nade . cair' for / of danages
8 lhere s d risk to / of consLrme6 b/ / from these products

We w I have to wthdraw thern frorn the nrarket.
9 We are at / w,th r sk to be / af beng sued.

l0 You should qo 1o court / the judge yarha\e a ight /

1 1 .5 Complete this text about risk management with
the words in the box. Check any unknown words in a
dictionary

contingency plan damage limltation escalation prc.edurc
exposu.e ta lsk .enedial action r6k.ssessmenfs

I1 INSURANCE AND RISK MANA6EMENT

Some companies have a risk-taking cLrlt!rc, while others

case, the senior managers oi arce companies are likely
to prepare regular'z

moving events and lake 5

4 be L iable

5 take out
6 take on

8 check
the small print

rypical lool here is a risk map. This has prcbability on the
horzontal axis and mpact on the vertca axis, Key risks are
bra lstorn €d o-d lhen p orted on t le rap - 'e p ort  19
process helps to clarfy the risks, and then leads on to a
discuss on abolt risk management,

Some ri5ks c.n b€ reduced of el minated, otheK wi have to
be accepted. For those n the latter category, the company
needs to have a j (= back-
up p an)for when lhinqs go wronq. Th s coLr d involve some
initial measureg a5 the situation deterorates, and ihen an

LWneTe more s€n or
manage6 take responsibility) f t turns into. crsis.

And crises do happen - managers h.ve to respond to fast-

1 1 .3 Cross out the item which has a different mean in9

1 ta dispute, file, put in, subnit a da n
2 Ia neet, pay, reject, settle a.ain
3 considerable, high, potential, seiout significant tisk
4 Ia avaid, face, run, take a I tk
5 io asses' measure mnimize, weigh up he $ks

(intended to improve the situaton)on ihe spot. In a wo6t
case $enario, thewhole thing just be.omes a

See page 147 for  some discussion topics.



Manufacturing and engineering

Manufacturing
Manufacturing is the transformatjon of raN materials into
fnlishcd products. It happ.ns h fachnies, plants (= large

. ! r i \ J  ' n d  n i l . / u . - d ' o r ' f . . i  .  . .  , - 1 p . . e . . -  . ' n J

The aud 'manufacturing' is oftcn associited rLith indrsiries
iike aukrs, ch.mi.als, non and sl..l. These n ustries, base.t
on nnss produ.tion, \rere.nrcc najor emplolers n areas like
Anrcrica's'Rust Belt' (lllnrois, ltu1i.rr., \Ii.higin, Ohid and
England's'West Mi.llands' rcgiors.sso.irte.i lrith renliil!
. vrilalrlc .oal, labou an.l nrland \1.{en!.rvs (=..nalt.ln the
perlod.ficf lhc S€cond Wb,ld \\hf thcsc n rstriLs prori.l.d
jobs ror lirtc numbers ofbluc.oll.r ('orkers, sorknrg in
sennc, u,cll"pa1(1 jobs nnd trct.ctcd trt lnions. During
th€ l970sf fd 6{h these n ldrs i i rs  t rccarnc unproi i .b l .  in
A'tr.ic. fnd Europe. P(lluciior nrcthods NerL. in.r€.singlv
ouklatcd, and this tr_pe of hciv! n ustr! srLit.hed to othcr
.ountrics, pa icul.r y l.if.rn.

l f  l . 'pan i  fc$ appRD.h t { ,  nr .nufn. tur inE.ntrg.d I t  had
rn.ry l.,bcls, brl T(rlotn l)r({lncnon Svn.nr rL.s thc nron
conrnon.  Kcv c lcnr . f ts  of  th is . t f rc .ch $crcc l imnr. t ion of
!!.st(, (.jrci.g in\lnory k\ fls, .rnd incrcasnrt cfli.i.nL!
lhk{gh thc s inrp l i f ic i i i (nr  ind st . )ndi ,d iz i innr  of  pr) . .sscs
inLl p(,.odu(s. \4nny of thc c.r' .on.epts nill m use

ioda!  are lapineseso.dssu.has 'kaizen'  (cont inuous
impro\ement) and 'kanban' (.hecking inventotr levels with
sinplc \ js!al signals).

Tljs n.r.approach led to a.enaissance in manufactlring alt
o\er the rrorld, and eloh.ed int.r modern-day phiiosophies
such as Lcan ivlmfacturing and just-In-Tine (lIT) These
areas ar. explored in xnit 16.

No$a.lals ihe term 'nin!faciuring has. mlch wi.ier
s.ope Ii nrchldes iercsp.cc, autonotne, biotech, chemicals,
ck)ihing and fooiiveaa electronics, food and belerages,
pater and printing, pharnaceuticais, plastics and polymers,
shipbuilding. steel in.1 textiles.

Eng  inee r ing
If. conlprni m.rkcs nrass-p()duced prcducc, il s g.n.fally
refered (r as a'man(f..t!ring (ompany'. lf ir's rcsponsiblc
kr.oniflc\ projecis $ ith a high dctrcc ofcunomization, ii's
\ ,  n , , .  1 1 ,  r , 1 1 1 r  I  r . i . . - . ' , ,  1  r r . n , , , ' n F  i .  I n t L  . )  .

f r , ,  ,  I n i . A . i  ] n r l  * , .  n . , 1 . ,  r . .  , .  \ .  \ . \ . 1 , . , .  . , ' ! .
bu l ld lng.rnd tcst ing th ings.  Eni t inccrs arc ias. in i t .d  l ry  hos,
ind h'h! thnrgs {!.k.

r \  s in \ t i f l fd  b. . ikdown of  the nrr f !  b  n.h$ of .n6inf . r i rA

comme(a aid res,deird bli d.!s
bf dg€s. rc.ds {AmE h,Bhwayt. dins

power p.odud on a.d d st.blr o.

n-€kne indlstria prcceses more eft. e.t
pbdlcts e6lefto manufacrlre and more
qla ity in(easlng productvily

aLtomobies anc.aft. heai ng aid .oo n!

sl3lems r.dun.alequpmem r.d ma.n n.r r

plast.s pa nts pharmi.elt cr s
agncutural cheh cals.lood proce$ ne

databdes a.d opeatng
embedded .omp!re6 n

and contro l.g ndlnria

land managemeni water .rnd sewige
sydems po !t o., wnne dsPosa

ststems,.omp!ler g.aphrcs,
everyoay prccu.ts mo. bris
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12 MANUFACTURING AND ENGINEERING

Exercises
'12.1 Find a word in the t€xt opposite that matches each
definition below The words appear in ord€r.

1 (tuvo wardl na].ua subnances, belore being made into
somernrn9..

2 rcd substance thdt forms on meta when t gets old or wet

12.4 Match thre€ verbs (one lrom each column) with
a similar meaning. They are alltypical activiti€s of an
en9rneer.

manag-o

establsh

exdmin€- carry out
sup€tuse -qo oue,3 wolk ng cass .  . . . .  .

4 organizdtions that repres€nt the work€rs in a padicular
industry

5  r o r  r o d e '  F r o J g  r o b P L . e f . l
6 a the t€ms n one part ic!ar paceistock

put together

get rd of
be in charqe of

we qn !p
7 . I the things that a paaricular sublect deals with; range

8 nformation that has b€en s€parated into d fferent groups

Now do lhe same for the words in 'Types of engineering'
opposite.
9 wa ls blilt across a rver to create a lake

10 m.ch nes or toos that do a specal job (NOT'equipmenl ' )

1 1 the pfocess of getling r d of someth ng

1 2 fixed f rm y and deeply in lometh ng e se

worK ng oroer

In genefal, are the v€rbs in th€ third column more {ormal

12.5 Complet€ the text with the words in the box.

2 wel pad
3 heavy

5 cont in!o!s
6 wide
7 res identa l
8 consistent

12.2 Make phrases by matching an item trom ea.h

cha n for many car parts. And the bqgest forge ln the world
is Bharat Forge. in Pune, nda

The company was folnded in 1961, and n the early
decades ga ned a repltation for qua ity and

Then, n 1988, i t  spent a huge

- rt3 the frrn step In the slppy

- .  ,  -  . .  threcr
German-enq neered pant. Along wlth th s investmeni in

^ { m-  . . . a f p o w e .
Tradltionally, Bhaf.t Forge h.d employed . poory educated
t . ort ^od 'r s-anFo repd( ,tg t-e.r
wth white-co lar college gradlates.

When the outsourdng wave h i the .uto parts ndustry in
rhe 1990s, Bh..aB ".w pla_r \^as 6

and rcady to compete.

Morc rccently, it has bequn a straiegy of acquisitions in
Eurcpe and China. t\,{ost of its production s stil ln nd a,
with its 7 ................ . . . . . and low abour costs, but
the addition ofsmallplants nearer to the custorner reduces
supply chain 3 - . .  - , . . . . .

see page 147 for some discussion topics.

job (proiecied by un ont
industry (eg steel)
concepts (of a philosophy)
produclon (methods n indultry)
qua ity (of industal productt
mprovemenl (='kaizen')
scope (of a subject or actvity)
buldings ( in c vi l  enqineering)

12.3 t,nderline the corre<t words in itali<s.
1 Mach nes, especia ly large ones, ae ca ed equipnent /

machnery; a the loole, machines and clothes, etc that you
need for a partic! ar job are ca led equipment / ma.hinery.

2 A series of actons th.t have a pa(icu ar resllt is a process /
proceduret a way of doinq somethinq, especia ly ihe correct
or usua way, is a proce$ /p/ocedure.

3 Us€less maiefals and parls that are eft afi€r6 process s
fin shed are called poliuilo/r / waife; damage cal]sed lo ihe
environment by turmfLrlchemicals is called pol/utio, / waste.

A lorge is a place where metal is heated and then poured

e@nomies af scale nould rellability tisk
tun upgtade up and tunnlng wo*tarce

Production and operations 29



@,*o"afactory
Study ihe diagrm of m automobile plmt nd the notes that explain what is happening in the ditrerent
deas- It is based loosely on the Volvo Trucls plmt in Gothenbug Sweden, md some of rhe vo€abdary
below is speciJic to the automobile industry. (Check in a dictionary if necessary) The assembly line staits
on rhe left fld moves io the right, md veious assembly statlons along the line are shoM by small sqrares

i. Goo& reception: ircm heE in@mi.q good! are
dinributed throuqhout the factory. Traropon to
the statiohs rak* place either by forklift truc& or
on conpute.cont.olled autonated @rie6that
follow maondi. raik hidden inthefler

2, Storaqe area: parls .nd
componente that dont 9o diE<ily
to th. a$embly line are stored
here. Jbe.e ir no ne.d for a brge
wareholR a ,urtnn.Tine
method5 me.n thar there is very
linle inlentory in the pla.t.

a. this ir wheE the Gbs (= the front pan of the
ttuck whee the drirer 5tu) are deliv€r€d,
they arive on a daily (hedule jon like allthe
other comro.e.b Hee items euch ae lhe @b
are lNered down usinq derhe.d.ran6. and
the ntte6 hake sure rhar they dock
(= join tosdher) coredry. rhe/re secured in
olace with bolls 6nd nute. smaller con@nents
.r€ .tta.h€d with s.res. The fitteR h.w .
range or 5panne6 (AmE wenchet to help

7. othe. components (eq plpes, valvet
wning, t nkr tyret are.t€ch€d at
difie.€nr ttations down the llne by teams
of skill.d tittes. At the end ol ewry
station there 6.n intomation bo.rd
relling the fineu howrh€y'rc doinq
tidewi4, and h@many unibstili
r€main to be built duringthe.udent

i0. fin.r.a,6lled The o.sn,
G a rel.xation .Ea for workeE.
It hsegreen plantt and even lre.s,

l.crori.'.a 3oppl.n.nr.d
with vadou <omponen$.

e.glnc fiansmi$ion ..d
axl6 are all joined to the

3. This is the rtlrt of the

backbone of the truck
(= the cha$is) are poduced

4. The engine are joined to
the ftansmlsaon lyrtems at

delivered - tully tened -

This particular factory is a very modem fac ity md rhe
finished hucks ar€ tailored to specific customei orders. lf
there arc no problens the plani can achie\€ very high levels
of ituoughput perhaps 200 bucks .oling off the line every

However sometimes the lire h6 io stop md the machinery
is idle. Of couse the mchinery i.s designed for healT use,

bur lherc h tll dlwdy5 be some sea! and leal A simp e
rnechanical fault may be easy io fix, bui if a key piece of
equipment is out of order then ifs a very senous problem.
Delays are very expensive, particularly when there is a tuI]
order book and the plant is working at maximum capaciry
The system rclies on regda. mainienance so that downtime
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Exercises

2 people who put togeth€r of fepair machine! or equipment

13.1 Find a word in the text opposite that matches each
definition below. The words appear in order

1 large factory where an industrial process happens

(tnforma, a sufiix (= letters at the end of a word) used
with many nouns and adjectives to mean Speaking of or
'referring to'
per od of work time n a place where some people
work during the day and some work at n ght

How big s the steel baf?
It's 100 centimetres rl by 15 centirnetres 2w by
1o cent metres:h
l'm sorry the noise in the factory is very oudl Did you say
thdt the a s 100 centirnetres?
Yes, and the 5w is 15 and the 6h is 10.
OK, that means that the arca of the 7cr

150 % e cenlimetres.
That's ight.

13 INSIDE A FACTORY

ed up to the nearen kiograrn.

5 d fferences between th ngs that should be the same

6 a buiding used for a partcuiar purpose

7 made specia y for someone's partcular need

8 the amoLrnt of work ihat s done in a pa icular period of
t m e

1 0

I

8:

B :

8 : t t 'qw s 82 kq, 'or

9
1 0

/phrasal.e/b aovrng sr-.adily orr

lsed a ot
12 the period of time when a machine isnt working

13.2 Study the language box below' lt shows language
tor describing objectr in a fa<tory Check any unknown
words in a dictionary

not being used (machines or factoriet
(three words) damage wh ch happens when something is

13.3 Study the language box below. lt shows language
for des<ribing problems and adjustments in a factory
Check any unknown words in a dictionary

A balt has wo*ed bose.
A blade has snapped off.
Ihe sctews have cane loose.

The lever has janmed.

The pafts hare run aut.
lts length / width / height / depth / thickness is 30 cm
Its 30 cn long / wide / high / deep / thick
Its 2 m long by 1.5 m wide by 1.2 m high.
The pipe b 75 cm )n diametel
The area af the cross-se<lian is 4 square metres
The volune (capaciv is 8 cubic metrcs.
It weighs 2A kg - rounded up ta the nearcst kilogran.
lE wetght is 20 kg.

We need ta dismantle the unit.
Can we lengthen / shorten / widen / tighten / laosen it?
Gn we speed it up? Can we slow it dawn?
|t's wotking OK, but now we need ta reset the machines.

shapes
1r5 Ildt (ulad. sqrat., .tKula, kaund). rc<1anquld.
cylindrical, L+haped, shaped like the lettet L.

Covef the language box above with a pie<e of paper.
Now look at the diagram at the top ol the next .olumn
and fill in the missing letters in the dialogue below.

Now match these verbs with the delinitions below: bu6t,
be iamned, run out seize up, tnap off, wotk loose.
1 not have any more eft
2 break ofi with a short loud nos€
3 break open sudden y
4 become not firmly fxed
5 no longer work b€cause someth nq i5 nopping the parts

6 suddenly stop working

see page 147 for tome discussion topics.
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Procurement and purchasing

Procurement or purchasing?
The hord 'pro.uremen'  nean.  f ind,n6 d-d p-rchr . .1B
supplies or equipment, espe.ialty things th6tare difficulfto
get'. The woid 'purchasing iside that definition is a formal
woid foi'buying'. The job iitle 'purchasing manager'is
still used, altholgh these days this person might be called a
'supply chain man.ger'and have broader responsibilitics fo!
soucing, logistics, etc.

Procurement
Procurcmcnt is a crucial function in business - it's p.obably
the a.ea wlt.€ cost savings can be made most easily.

i Fnldhg suppliers: you may make direct contaci {ith
potentialsupplicrs, o! you may lse public adlertising in
the fom of a Rcquest for lnfomation (RFl), a Reqlest for
Qroiation (RIrQ), or a Reqrest for Proposal Gr-P).

I Baclground rcscarch:once a number ofpossible slppliers
have been found, you need tu discoler more information
abort thcir product quality and also thcir track recard
fd insiallation, mainten.nce and warranties. You may
examnlc product samples and perhaps carrv out some

Negotiation: you ncgotiate price, availability,
customizatim possibilitics, delivery schedules, etc.
A contr.ct is dr.wn up.
!ulfilmcni: ihc supplier prepares, ships and dclivrrs ihe
prcduci. Any nlstallaiion and training is carned out.

We often think of procurem€ni nr a manufaciuring coniext,
invohing all ih. items that go to make up the finished
p.oduci (ie raw materjals, compon€nis and parts). But ii
happens i'r every business, and includes ihe purchase ot
n wide l'ariety of goods and serlices - f.on low value
items like office supplics to compler and costly iietus like

Proclrement is the area of business most open b co.ruption:
.ilher a backhander from a supplier to a manage. as a thank
you for being chosen, or.ollusion between the two to falsify
pri.es, qualjty levels, et.. The EU has a very st icisystem of
.ompetitive tendering (= biddjng) io avoid these problems,
aDd many companies also operate a three L'ay check of
papemork. This involves all invoices and deh'eries being
verified by a purchasing managea the accomts payable
depa ment md the plant manager

Global sourcing
The related tem 'sourcing' neans 'finding and e\-atuatint
supplierJ.'Outsourcing' is subcontra.tjng $'ork to cxtcmaL
companies.If these exiemai companies are in &other
comio, then itt 'global sou.dng' (or 'ofishoring').

Clobai so{rcinlj is conboveGial because ofiis impact onjobs
- a lalge number orproduction and back-ofiiccjobs are lost
onshore. However, if the company bccones norc succcssful
as a lesultof its lower costs, ihen ne{ jobs (eg n salcs,
markethg, .onsulting, project managcment) can bc crcated
onshole. And certain jobs are nearlv.lways belter donc bv
onshole staff those requiring creativity and flcxiblc thinknlt.
Offshorc comte.parts tend to rigorousLy follow instructions.

TM reccnt trcnds in global sorrcing havc beenl
The mov.m.nt offshore of lT{triven setuice sec(rs like
banking, tcl.communications and nedja (ie notjust

Ne.l.shoring raiher than offsho.ing, for lcasons ofpolitical
prcssurc, high fuel costs, logisiics and mnnagcment

Drawba(ks

CompLexity of
communications between
people of different
cuttures dispersed around
the wortd

fxtra transportition costs
(ojl prices affect shipping

:osis)
Extra costs (eg travet
and living expenses) for
offshore workers visiting

Issues of securiw of data
and privacy when other
companies get jnvotved

Global sourcing
Benefits

Big reduction in labour
costs

Superior seMce levets
(eg 24-hour support)

Ability to undertake
smaLter (prevjousLy
unprofitabte) pjeces of

Improved access to skitts

Synergy from working
with a partner
(eg a transformation of
business processes arjsing
from new ideas and new
ways of wo*ing)
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Exercises
'14.1 Find a word in the text opposite that matches ea<h
d€finition below. The words appear in od€r.

1 a wr ften nai€m€nt of €xactly how much money

,I4 PROCUREMENT AND PURCHASING

'14.4 Complet€ the words by adding a pr€position at the
besinning (as a prefix).
In a business context. we can use the word I snoTe io
mean'in /from another country', th€ word'? shore to mean
'in /frcm vour own country', and the word I shore to
rcfer to a country that s geograoh cal v clos€ to your own, or
to a regon or your own country

somelhing w con
2 tuvo ward) ar oraanization3 successes and failures over

t ime
3
4

8
9

extended per ods of iesting
suppying the things thai hav€ been ord€r€d

money that you pay legally.nd secretyto get something
oone;  Dr oe
secr-at actvities of peope who work iog€ther to do
som€th ng d shonen
(forma, procels of nvting suppliers to bid ior a contract

Now do the same for the words in 'Global sourcinq'

documents for goods or work done
ihe nternal operalion! of an ofganizatlon lhai
are not accessib€ or vsib e to the gen€ral pub ic 14.5 Study the words in lists A-E. Check any unknown

words in a didionary Then answer the questions below.

A ro give (somebody), ask ior, get, pr€par€,
provide (somebody with). submit, accept

R r^ draw up, male, accept, consder,- -- pul forward, oudrne, retect, subrn t

c to 
nvrte, bid for, put sornething olt to,
announce, suom[, pu! In, awarc, wn

key, externa, arge. fore gn, eading,
D a /.n major. outside, over9eas, pr nc pa ,

offshore

E a / an lengthy, unguccessfLil. protracted,
lruit es9, prolonqed, unprodLrct ve

11 extra effects when people or businesses cornbine and work
IOgetner

12 disadvantages

14.2 Complete the sentences with the most appropriate
word from the box.
I

estinate prcposal quatationlquote tendel

1 lf you tell someone how much a Job wil! con, and yorl
rnit yoursef to that amount, then you give them a / an

f yoLJ teli someone how much a job wil cost, but you
reserve the right to change lhe arnount (eg if circumstances
change or the work takes longer than expected), then you
give them a /an
lf you produce a forma p an for a more complex prolect,
te ing the clstomer how you will carry it out and how much

10 start to do a piece of work

i t  w lcost,  then you make a /an
lf you do the same as n #3, but in response to a
pLrbllc nvtatjon to bid for thejob, and in compeiiton
wth other sinr ar companles, then you put ln a / an

14.3 Complete the simplified explanation below with
these words: sourci'fg, procurcment, pwchasing.

list A, based on wh€th€r the suppler or

(a) tender

suppler

negotaton

1 Div de the words in

1" qroup:

Divide the wods in list B, based on whether the suppler or

Divide the words in In C, based on whether the supp er or

1' '  groupl
2'" gro!p:
D vide the words in kt D, based on the mean ng.
l i  group:

5 Divide the

2'" group:

words in ist E, based on the mean ng.

see pag€ 147 tor some diicussion topi.s.
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Supply <hain management and logistics

What is the sqpply chain?
The srpdv clrain is the florr ofparts and ra$.m.terials trom
thcir point of origil to the ractor! gntes, then thtuugh the
factorv as work nlpro.ess, and iinail! olr oi the f.cnrr as
iinish.d goods to bc deh.ered b ihc lhal customer

A modern manuracluriig ope,iti.D nighi hile hhdr€ds
ot suppliers prcridile differ-Ant pirts and.on\urents, ind
each of these supplicrs q'ill n1 t!m h.n. their o\I srpflie6
pfoy id inq s imf lcr  p i r ts , , 'a$ nrn icr ia ls , . ic  T} is ,s  the
lpsirea,n enll of lhc supph..hanr Snnilarl\; tlre do\rstre.n1
cnd of the chinr might.onsist of dislritr!toF, nhltiple
c!noDrers, et., ind ill nr\ ol\e bitch.s of goods benril
shit}.d it dlfffr.ni linres to diffcrcnl placcs

Supply chain management
lluring ih. ilholc pir,..ss, fronr beginnifg t() cnd. inrcnr(B

i r ' | . r l s . rnd  too(15)  fc .ds  lo  b !  snnc( l  rn  $ ! r .housL 's
t fd  d is l r ib ! t i (n r  c$ t .cs . r  thon hnns fo i tcd  ns  rL .L \1 .d
A l l  o l  ih  s  invo l res  . r  h ! . : c  iD( t rn l  o t  comfu lcnz .d
i fn ) rn . l jon  . rh \ r l  thc  locn t i (n r  o f  in ru lo r \ t  j t s  . \ f . . r .d
. r r i \n  l io r ' . r l  lh .  n . \ t  fo i r l ,  e l ( .  Ih rs i f i (nnr i tnnrh is l ( ) t r .
s  r . ' , . r1  , r .hss  nr . rn !  d i t t . f . f l  . (n r f .n i . \  nnd  I  I  nch lo , l s :
s ! t t  ( rs , .us t ( rn . rs ,  lh i  p . |1 \  l ( i8 is t i ( \ f ro \k i ( rsnnd the
. r \ i r r t , r ' l LLr r '  l l sc l t .  Ihc  .Dnngenre f t  o l  th i \  n loDDl r  r \
. r l l i ( i i l  l o  lh .  s ! . . . ss  ( i i  (he  h !s iness

I n( rotnl)tf Yu) ol log?\l)(.r

50, supph ch.rlr nnnagemeni (SC\I) nakes suie t] t rhe
risht items are iI the right placc at the right time.nd nl the
rlght quantitics. There are ofroursc rvider str.tegi. issues:

Ho$ man\ supplie6 should thcre be? And where?
i\ihere should ihe ptull,cti(nr iacjlities, distflbutron
.enbes an.l rlrehoGes be locatcdl
l\'hat distribution channels should be !sedl
lVhi.h logistics .omp.nies shoul({ te used, both (p*ream
.nd !l.nvnstrenni?
Ho\ (an 1T be $ed b ifteg.nt. ill the pro.esses, nrke
thetu nrcr. cfli.ient, fl:g !rf poicntirlbottlenecks, gi!e
.lerr signils oi deNrnd do$nstr.nn. etc?
I I (nr  is( ish l lo$ nnd p i \hent  io . l l the par t les involved
in the n,tph chnin !.ing to bc nnuged?

Ih.  . lm o i  SCNI is  lo .o lhbor . r t t ,  r ! i th  . l l  lhc supplv .hain
pi r incr \  n ,  in \ ro\ .  lhc l is ib i l i tv  ind !c lo. i tv  o i  invcniorv

Logistics
Ihc  $od lo i j i s i i . s ' rc i . s  to  t ] l  p r .c t  c . l  i ss ! .s  surornd i fB
t rnnspor t i t i (D ,  $ r rchous i fg  in ( l  in r (nn)N n i . rn iBcnr . f  i .
\ \ ' l r c rc  ih . r . l s  rn  e \ l . ru l  lo . !s  i t ' \  n r , (  o r  l (ss  n
s \  non lD f (n  SCfv l ,  bu l  i l  . . rn  !Lnr  h . r r r . f  rn l |m. rL  i i ) .us ,

it.lling Dr.iieri.rls lr..r sit. r\ lo sitr ll ifsld. .r .omp.ny .rt
Lliiiircnl sriges ol thf Lrusircss fn).ess lhf trrn loljisti.s'
r \  . r l { i  r$ fd  n r  in . r l k r .onpr r i . s  whcre  ' ! ! fp ly  .h . r in
Nrnrg.nrrt seefrs nn) Srrn(l

I r  i ,n (n r r \  r rdk f ia ls  h rn( l l i r !g  i I i i r k  rhc  t ] . r0 r r :  g (nx ls  a fc
p l . r . , l  { r '  t ) r l l c rs  an{ l  n !^ . ,1  , ! r r ,n r l  ,n ,  Ln  l l i l i  o l , . l s .

l  i , t ro l \ . \  i , t rc r ! ) , \  r i l rag .uu , r  i r  o . , r ' s rngc  us i , , s  IT .
T I i r  n r  h r l (1  rhc  rb i l i s  r ,  d . r  k  i r ( . t r ) \  in  r funs i r .

l r i . ' \ J I , , , - , r , i ' . , I r , |  
" | ' ' | , , ,  I  r . i r i . . . t  r i . r , - , ,

{ r l '  $  pur .h r \ ing , t rd  ph l r  Iu l . rg .n ! ! r r .

l r  i t r r , , l r . s rc l ,on l  o ln rcx t rso l  u r r ' \ t xnr :  rn .  ( , r ing \ I la : ia l

c.r-9,, rnln,e\)i {r'r (rLjdr .onrnrerl {ar k..l op .D ftrp .l
. rch  or l t , ) r  'o i . l  (un \ ,  o .  r r ! .L \  \ s i rh  ln i l .N)  j  i i l  ( | \ ing
Nrgons / ' I ie igh t . rN) .

.  I t  in rohcs  !  ( le . i \n , r  r r l r . ther  o r  no t  ro  rs .  i  t l , ' r { r
par$ logisLic\ l,unl.f (ilPL). These (rnpr.n s pnnj.k.
nt.gnred pi.k-rDd-pa.k- rearhousilg and.lis|iburn .
th.r can al$ a.t xs fonrar.ling igen$ r) handlc \hifpn,g

{u

i, lt iD\olves ,doidiit{ irenr\ fiun onc Dexns ol taDspoi
and lo ! . ln ,gon ioarod,er ' lhn .aD bed.d isLr ibuL ion
..r!e of a \{f.ho!\e. Tl,e.c rf. rlrrc. posibir'!es:

Hub and spoke corso l ida t ion  Deconso l ida t jon

l1  i r t r (n\ (  s  b,nh nrburntr l  ind
(n,r | l r ' r r l  g , rn l \ .

E>
I r  i , , c1n , l t \  R l rNc  l ( )s ( r i (s  (n ,

\ rhcn goo( l \  .  r lurDc{ l ! )  rh.
mrnul l .Lu.r  (  i thd l reuu*,  (n
.Ntonlel l cluD{. o. ofe|\kl'li.rl
i n l rnkr \  r r  ih . .c ra i leB.  o r  our l ^ rcd
mo.lur(lin: rhar .rtr ,r) 1(rrg.r \.lll.

tr'lat-pr.tt aG A nxetf oi {.aLl.l
b rc lqn t  ]n  ta . .e  t . rpme. lJ  a / .
.e.talla.atian ..nbinetli.taane
antl then 'ofted 1.t l.tgpt shtDnent
.leli@ty ta. raiet|) l.t e.onant af
at detnnatbns t1.'span

: i@. "@

-
rt'l'l\.ll]tll
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Exercises
'15.1 Find a word in the text opposite that matches each
definition below. Th€ words aDDear in order.

I dt an ean er stage in a process

3 groups of things that are made (or dealt with) together

5

7 (phrasal verb) *aw atent on to something

Ineg cornrng out of it

l .  9e bJ i ld .ng\ 'o '  . ror i  q  good\

ftwo n?ords) bu ld ngs lrsed for ihe srorage oi goods which
w l ldrpr  bF ,h ipp€d ro.prd ourer :
(fau wor.ls) exretnal tr'Tlt that prov de specialist
servces such as transportation and warehousing

t 7

t 8

8 d€lays in one stage oi a process that make the whoe
process take longer

Now do the same for the words in 'The complexity of
logisti(s' opposite.
9 coming towards or arriving at (eg a factory or airport)

10 fforma, goods for sa e
11 taking goods off  a veh cle
12 fthree lrordi) the design of the

wheel,  wth a central  paft  and

1 3 f at wooden structLir-.s used for moving or stoinq heaw
goods

14 (two words) \ehic es w th specialequipment at the frcnt
for lift nq a,rd rrov 19 l^eavy obtefls

l5 follow the progfess of
16 (phrcsai vetb) ananged into a neat pie

back seciions of irucks that can be separated, and are
used lor cary ng heavl, objects
process of siariing with a arge quantty of goods,
sort ng them a(cording to d ffereft deninations, and
ihen re-packaqing them wth new shipp n9 iabes

1s.2 Read the definitions and .omplete the examples
with one of th€se wordst.argo, frcight.
1 goods carried by sh p or alrcraft [+ ofl

Ev.a"..lple: a ship carrying a ot ail
2 qoods carried by sh p, tra n or a rcraft; ihe system of movlng

rnese qooos
Exaraple: ...................................servltes

15.3 Make phrar$ by matching an item from each

aqent
qoo0s

s!pp v ----\
2 f nished \
3 f  na
4 logistics
5 d nr bulion
6 forward ng

15 SUPPLY CHAIN MANAGEMENT AND LOGISTICS

15.4 Complete th€ text about logistics using the words
in the box.

balancing ensuting forecasting handling
seleding watehoustng

at the ght time.

Demand' and planning
Determining the quantty of goods that need to be ordercd

'Logistic!' is a tem that is used in many differcnt ways.
Usinq a broad definition it can include al of the following:

the right product is at th€ ight pace

Inventory management and materials 3

Keep ng the supply cha n ilowinq, with no boltenecks, by
" rhe quarrty o'  r(e '1s ar o 'e 'ent

locatons and difi€rent stages n the process.

Communication te(hnology
the orqanrzatron to rls suppliers

with lT, lor example to prov de lnlormaton aboui demand
patterns lo facilrtate Just- n-Time de very.

Transportation
6 the ben means ol iransportation
(ie air, rail, ship, truck).
Pufthasing

:*L 
'

-ffi

with supp iers about price, ava ab ity,

Locating and designing facilties that alow efficient storage
and distribution

Allthe above activities must be coord nated propery.
hevitablythere will be trade-offs - ess of one thing and
more of something els€ in ord€r to achieve the best

see page 147 for some discussion iopi(s.

::=-;-4-

l i i i r
##il,v l,

1b,rJ,t bt $e bB naw, "
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@ .*" production
The Toyota Production System (TPS)
TPS is the basis of modem manufactuing. It was developed
at Toyota at the end of the 70s and during the 80s, but is now
used right acrcss indsiry T"S focuses on two thinSs: adding
value and eliminating waste. Value is defined as any item
or fealu.e for which a cstomer is willing to pay- Anything
else is waste and has tobe removed. TPSidentifies seven

1 Overproduction: ploducing too much, or too soorL or too
quic l l ) .  O\erproduct ion i \  mi tumr/ed by usrnga'puU'
system; this meam ihat work isn't performed unless the
part is required downstream so in the end produ€ts are
made only as a dirst result ofcustomer activiry.
Materials handling: inside and outside the plant-

-t Movement; performing task manually thar €ould be

?, Waiting: idie time between work stations along the

5 Over processingr doinS more than the customer requjred
or is willing to pay for

tj Inv€ntoryr exceeding one-piece flow. One'piece now (also
kflown as 'continuous flow') is when iiems are processed
one ata timc and then moved directly to the next pro.ess.

i Defecis: rework, repan, or waste in its simplest form.
Defecis are rigorously analyzed to make sure that they
don't happcn again (ie 'error-proofing' the system).

Just-ln-Time (JlT)

In is a closely related concept. Here, paits and components
are delivered orny as they're needed: at ihe iight time, in
the righl domts and in ihe ight *quence. Delivery to lhe
factory gate should be Jn, as should delivery to individual
work stations on the assembly line. The aim of IIT are:
minimizing inventory produong item at a rate set by
the customei, eliminating any urnecessary lead time, md
generaly optimizing the flow of materials from supp[ers
through prcduciion and up to the point of sale of the

A1l of these ideas are r€cycled in the modem concepi of'lean
production' (lean = with litde fat). A lean manuliacturer is
constantly tryin8 to leduce manpo'vet materials, money,
machines, time, space, mjstakes and effort.

Kaizen
Behind all the techniques described above lies the idea of
'kaizen'. This is rapanese for'confinuous improvement'
-  making changcs l i |  smnl l .  incremental i rep>.  t l i r  i r  jeer
asbeing done through teamwork, peruonal discipline and
rnvolving workcrs drrectly in the procesr of improvin8
quality. Apractical impiementation of ka'zen is'the five
S'approach to workplace organization. S€e below This is
deriv€d from five Japan€se words beginninS wiih 'S', and
English hanslations have tried io find five 'S' words.

52: Set ln Order
arrang€ everythrn9
in a neat, tidy .nd

53. Shrre
Once the work area has
been soned and set in

order, clean it up so that
everything shinesl Clean
the area itsell, as well as

equipment and tools.

54: Standardize
Create clear, s mple and

v sualstandards for 51-53
Example 1: shadows on work

surf.ces and inside siorage boxes
show which tools should be where.
Example 2: a re-order card (called a
'kanban ) s attached to an iem and

pa(ed somewhere after ihe item
is used. This gives a vsua
signal when a new ltern

is needed.

S1: Sort
Review everything

separarng wnai rs
needed lrom whai is
not. Remove anyth nq Pdnciple: a place for

everything, and eveMhing in
|t5 p|ace

Key ideas: discipline, simplicity,
pride, standardization and

repeatability

55. sustarn

and mprove 51-54.
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16 IEAN PRODUCTION

Exercises
'!6.1 Find a word in thetext opposite that matches each :6.: Fill in the gaps with a different form of the word

I  r  oaord i  - "  ^ f " - r  a  -dcf  -e r ( -  ^o. rgo.  b"r1g p lura l ) ,  verb or  adject ive.
definition below. The words aooear in order. in brackets. The new form may be a noun (singular or

r  rd  .  i ,  rL  o  ^ " r  o^ lp .h ,  q  . - :d "

4  makrnq som€th  ng  aqa n 2 l i  is  rnpor t .n o male .  deta ed
5l rynqtoavod(orprotectaqann)futuremstakes ( .na yze)  of  wh ch iems and featLrres add va !e,  and wh ch

don i  There 3 no po nt  mak nq
6 taken to a p lace (eq house,  of fce,  factory)  and g ven to (mprove)  f  the . lnomer !n t  \ , !  ing to pay for  them

I n . bad y rln fartory. m.ny proc€ies are

!sed
2 the cont nuous rnovement ol something

7 (rwo worctl time that mln be a owed for .omp et on of
ar operal on or process

8 a lhe workers that are needed to do a p.rticular lind oi 4 w th lll

I  TPS has had a b q mpacl  on (  ndls t ry)
processes rn mafy secroE or rne
(econom,:)  Generaly ,  i t  has made manl factur  ng rnuch

(\,v.ste) afd eve s of invenlory .r€

(de ver) to the fdctory qate or
(assemb e) l ne rs rndde on y wlren

Now do the same for the wo rds in The five Ss opposite. 1 r. it Com p lete th€ text about the 'Theory of constra ints'

10 hdve d br ight ,  a t t ractNe appear.ncer  proc luce (or  re l€c l )  wi th the words in  the box.

r g n r

9 Increas ng gradua y

8 clean |]p

1 0  h a n d  e

I  1 th ngs thdt  you ho d n your  hand and use 1()  do .

12 (two wotds) .anra nets where th ngs are kept unlrl they re

15.2 Make phrases by matching an item {rom each

I add wane (irom a process)
2 be w rno .  1a!L (m.nua vr
3 delv€r  val le  ( to  .  prod! . t )

bartlene(k btan.h .ustamrze.l shape straight
rub-,rsr€mbrer synchrannatian

t  t , l  +  t  l -  - t
t  t l  , l t a  t
t  r t t t  t t  t

The'Th€ory of connraints (TOC) s anoiher approach to
marntai. ng fow in prodLr(ton A constra nf 5 a

Ln a syslem something that n ts
p o  o r  o r o .  o J q d ' a  f  ( l e ' o 1 o 9 , " .  T O C  d . a " , r r , " a r o "  o o r ' b e o l a ' r r

5 make sure 1o p.y lor someth n9 ayo!1s, where th€ productron nes nsde the plant are

9 errorproot m.t€ralr  (nsrde a plano l ine The constra nt s smpyi i re

someth ng doesn t  happen again arranged n the l

nventory (us,nq I T)
the a lphabet  ( ,  A,  V and T)

the fow ol  mare.a lq ( ls inq I  T)  An -panl  s  the s mp est  Here.  the work is  done n d

the equ pment  so ihat  l  sh nes soweEt operat ion
a synem (by rlgorols analys t Next s an A-ptant Many i
a kanb'n cdrd to an (em 

converge for a f na assemb y. Here, the prob em s
'  

,  wi th converqLnq nesarvnq

Wih a V p l .nt ,  one rdw mat€ra s made into many t  na
prodLrds.  Here th€ pfoblems occur  immed atey. f ter  the
divergen(e point any operaton along one

" ol rhe V can rob (= srea ) mdreral
me.nt for lhe olher bfan.h.

Fina y, we have a Tpant A nLrmber of baslc units ar€
produced on . ne and then 7 at the
end. Ihere s a wide vari€ty of fin. producis Th s type of
plant comb nes the problems of rnorr of the othe6!

see page 147 for  50me discussion topics.
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@ o"",,o
What is quality?
The word 'quality' has m everyday rneaning ihat has to do
with features, reliability, performance, durabiljty, aesthetics,
value for roney and conJormance to requi.ements. It has
more specific freanings, palticulaily those in the next few

Quality cohtrol and quality assurance
Quality controi is aboui detecting defects after they happen.
It invoives random samplirlg, spot check, inspechon and

Qualiiy a$urance is abouiprcvention rathe! thm detection.
lf a failure happens, then it's isolated, the causes are
analyzed, and there is a redesign of the process or of thc

Prrlc to InJlc \urp ir doe-r r hdppcn agan Thc drm rs /ero
defccts, to Bet things riBht fi.st time.

Quality managem€nt
Total quality management (TQM)is a philosophy that
was very popul.r in the 1980s and 90s. It aims to put an
awarercss ofqualiiy ai the heart of all organizational
processcs (cg cusiome. service) and notjust production.
It puts an cmphasis on a coniinual increase in customer
salisfaction combin€d with lowering costs by eliminatinS
wastc. 1t is similar in rnany ways to ihe 'deas discussed
in uniis 15-16:SCM, Toyota Prcduction System, Lean
Manuficiuring, kaizen, etc.

European Foundation for Quality
Management
This organizalion has taken the ide.s of quality management
and is kying to apply them to allorSanizations, including
those in the service sector and public sectoi It has a
franework for assessing and improving organizations that
is based on eisht concepts ofexcellence: results orientation,
custoner focus, leadership and consiancy ofpurpose
(ie benrg faithful to aims and obje.tives), management by
processes and facts, people development and involvcment,
continuous improvemeni and innovation, partnership
de\ e-upmFnt. dd corpor.rre cocidl Fsponsibiliry.

A variety of approaches
As can be seen, qualiry is a topic that occurs under ihe
umbreUa of many differcnt philosophies. This is good
news for the alrny of coNultmts called in to explain and
implement ihe latest mmagement fad. But certain things are
common to all ihe apprcaches: measuring and systernatizing
processes; reducing lariatior! defects and cycle iimes; and
employee involvement md teamwork.

The differences beiween the approaches (and others noi
mentioned aboee, like Six Sigma) are related to which tools,
chsklists, measuremenis md training they lrse.

Quality isnt fr€e it comes with a cosr But if mere are no
quality procedur€s,then the cost is much hiSher: continuinS
probl€ms with the product, a loss of confid€nce in the brand,
and Gwer sal€s as a resulL Here are just some of the ways
tnat compani€s hav€ to spend mon€y and dme to ensure

Engineers have io spend t me wth marketers
dwng the development of new products to
facilitate des gn-lor-manlfacturc There have
to be supplie. capab ity surveys to make sure
that suppliers can achieve the qualty leves that
they carm.The.e have to be regLr ar meet ngs,
ed--"L,or d.o ra, l , ig rbo .r  qLdhr/  r  p o.e. e '  r

The company has to inspect
materal, materia that is being
fn shed producl.There is aso
anc serwcrng any eq!'rPment
and rcnng.

and tetr Incomrng

the cost of buying
used for meas!dng

There may be scrap, rewo.k re,nspecton
re-ten ng, etc. i lhese continue at a h gh evel,
then pelnapr there will be a fundamental review
ot supp iers and materias.

'w

Time is needed to process customer compaints,
to process cunomer returns to dea wth
waranty clams and to hande prodLrct rccalls.
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I7 QUAIITY

Exercises
'17.1 Find a word in the text oDoosite that matches each
definition below. The words appear in order.

1 thinqs that a custom€r is particularly iniercned in; selllng

17.3 Make phrases by matching an item lrom each

2  a s t n q a  o n g t m e
: ffhree niordr) being simlar to what customers expect

4 t.frng occasion. sma I qudntrnes for testing

(hao words) examin ng a process sudden y, without
warn ng
mdteralr that are left after a process and have no use

7 set of ideas or rules on which dec sions are based

8 (twa wofds) an enphasis on ach evempnts, especialLy sales

2 spot
3 zerc
4 right
5 results

8 cycle
9 warranty

10 product

lilst t me

samplinq

tir.e

17.4 complete ea(h definition below with a pair of
words (and phras€s) in the box. Each term in bold is
commonly used when dis(ussing quality.

conplian.e leltitied puru^"t", r u",y rro^ tn" no^ )
and prcfts

9 something that s popular or fashionabe for a shofi nme
o n y

10 ftwo words) how long variols actvites take 10 complete
(e9 one prooucr|of run)

Now do the same lor the words in 'Quality cosis'
opposite.
11 looking at how easy it is to make a new product, not itrst

the leatures

nethadology / elininating defects peienhag€e rbe5ta1a653
d:€tk lspails the appeatance wan.ntr.lains I inprove quality

neasues / thtoughout buslness predkt / fewer nistakes

Senchmarking s measuring your
against other cornpanie5 that are
and then using the nformation to
Tolerance is the amount by wh ch

be5lm ./ars

before the piece becomes12

I 3

14 ftwo words) the return of products, for example because
th€y're fa! ty or dangerous

17.2 Fill in the missing letteru. Most of the antwers arc
not in the text.
1 lf qlalty is r€. y good, then itt outst ng quality.
2 lf qua ty is usua y good, bul not always, then its

vari e qlality.
f qualiy sn't as good as other similar products, then Is
nf r qlality.
lf quality is bad, then innead of saying 'bad' we oiten say
p r qlarry
lf you make certain that somethinq has quallty, then you

lf yo! mprove the quality of a product, then you
enh ce ihe quaity.
lf you srat€ ihe qua iry that you wani in an exact and
detaied way, then you spe fy the qualry.
lf you regulary watch or check the qualiq/ ol something to
f nd out what is happen ng. then you mon or the quality.

fthrce words) asklng qlestons to iind out if
your suppliers are able to meet qua ty slandards

m.ierals or sma I parts that are no ionger uselul

(eg size) can

3 ISO 9000 s a set of lnternational standards of qua ity
withCompanres can be aud ted lor

one oJ the nandards, and then pub icly state that they're
' rso 9000,
Non(onformance i5 when a requ rement has not been
met. lt does not need to be a serous defect, it cou d

six sigma is the nam€ of a well-known qua iy
. t takes a highly disc plined approach

to n manufactLr ing. The ierm'sx

exampe. . . .  are a aqging ndlcator
of qualriy Fewer claims mean that earlier actons to

are now working. (A 'lag' is a delay
between two ev€nls).

See page 1€ for some discussion topics.

slgma' origina ly comes frorn naiistica.
Key performance indicators (KPb) are statsiical

of how well an orqanization s
dolng in partcular ar€as. The terrn is partru arly cornmon
In p oduclro'] "nd opp d ions, b,t i9 u{Fd
Leading indicators dr" l\ose that
a future outcome. For example, eves of staff satsfaction
are often a leading ndcatorof quality. A more rnotvated
workforce wil make
lagging indicators ar€ ihose ihat show a result. For

Production and operations 39



Sales

What sales thinks about marketing!
Sales consultanis i{ill quickly tell }'ou how fteir job is
different to markeiing. They're the ones who hale dnect
coniact !'ith the cusrome.s, ther,re rhe ones who reallv
know what is goirl8 on in the market, and of course thel"re
l l rn  onp.  wh^ I  \ .  * r tL  the in \ (ur in  oI  - te .  r : r l -er ,  a-d
commissions. Thc marketing guysjust sitln their offices on
fixed salaries, drcaming !p fancv promoiions, or rhinking of
ncw prodlcts thai later research rvill rell ihem no one $ants.
tl only the niarkcting guys spokc to ihe sales glys more
ofien, the busincss world do so much better.

What qualit ies does a salespeEon need?
A salcsperson needs io be:

Knowledgeable (of Ure cusiomer and tlrcirneeds, of rhe

Products being sold, and ofthe indusrrv.nd iechni.alarea)

Soles technigues
Gene|"ot points

TfI lo idenl f/ lhe d lle€nt .oles nside i companl Who G
lhe dec s ion make.?Whose advce wi l  they i is te.  to lWho
w |cul I be usn8 lhe p.)dlcr?

Trr<€ limc to soc,a ze and bu,ld rappol . lhe fljt fes
nomcnLs h parl c! rr show .lcresr rn rhe clstomci:

Discovering customer needs

Hrvc bB e.rs and a s.na mourh Ask ors of quesrons
L stcn i.lvey:locus yo! i11ento. on the other pe.son
and take notes K.owedge of.lsromer needs s a m.Jor
compettve advantage lln as mpola.t as rhe p.oducr
rear! €s or Lne Pnce.
Che.k nceds by restatng them

Refef to the nfomato. you h.ve co ecred rhmlghour rhe

Presentirg the best cdse

B r d . " . l o ^  o d F o o  t ^
needs, rathefthan work ng f-om a sffpr

Be.ear and prcdse ludge the eve olderail rcqu red. an.l

Emphasize benelits (ie what a product does how !t will
make le better fo_the cqstomer) and .or lusr feat!.es
(e what it s)

u. -  e -  . .  r ,  . -  " iec.  o a .1 D.  o 'be ,e.  L

Sellthe prce by demonst,-at ns va ue fo. mofey (Be,ng
cneaP s,?re lavrnue.)

Visibl), well prepared, orgdized and well,prescnted to
inspire confidence in ihe oiher person.
Reliable (eg fiey phone back when they say they aili).
llexible (eg tiey're able to respond to changinS customer
needs and offer tailor mad€ solutions).

Ii is an oldjashioned clicha io think of a frodern sales
consrlt.nt as behaling like soncon€ who s€lls second-hand
cars. Thesc days an aggiessivc hard sell verv rarely rvorks.
Custoncrs rvant to be helpcd to make their own decisions,
not to be pushed before they'rc ready The bor below gives
some idcas for modetu salcs techniq{es.

There are a \arietv of meihocls io close the deal: a cli.eci
reqresi, a com'nand, a reierencc to an immediite gai., fear,
presenting nltcrnatiles, a suhmary and finally sinply an
assumption that ihe customer is toing io bry (iebehalin8 as
if ii's true cycn though the cuskrn.r hasn t dchrally said yes)

D, f icrcntate f ,om the .ompe!  to.  wlhol t  opcny kno.kng

show how fou. c.rse s tn orcd.

B e c " e d o .  ' o ^  o l o c - c c . a  p , .  o , . t  o .  c a g c  . . c
give attentron ro detail

Mrke lolr.:'te belelabe b), refering to some lorm of
p,oof a demonst.at o. of the p.od!.r i me.r on of othcr
satisled clstome-, givn! the rcsulte oftesrs and rescarc/-r,
unng the powe. or.umbers (cs 00,000 so dr 20 years ln

Refe.  to  a i  o .go.g €ato.shrp w rh lhe cLstom.r :

Hondling objections

V,ew oblecto.s as a.  opporunty theyrc a sgn of
nte,€st a.d are ncvitabe Flrst acknowedge the po nt.

L l e o o J _  r o '
sgnncance o. tu. .  I  rnro a Post le.

closing

i o o t o .  r o r o ,  
z  z -  -

.ea.y ready to make a decisionl

The clnome. makes a .eference to the p.oduct in !se,
pehaps wrh an asslmpton n the r way of ta k ng ihat

T L - .  , o n e ' " .  
" o o .  r ' c  e . r ' ' r ' - /  o  o p F  o

a.h eve afte.thet have been lsing the prodlct fof some

The clnome. ask afteria es qlestions, ie qlenons about



Exercises

18.1 Find a wod in the text opposite that matches each
definition below The words aroear in order.
1 expensve and complicated

Now do th€ same for the wods in 'sales techniques'

3 a r€lationsh p in which people like, undeEtand and respect
€ach other

4 fnro words) something th.t helps your company do better

5 wr tten wods, I ke the ones that actors lse

words used by peope in the same profession that a.e
d iiicu i for oiher people to understand
crt iczing
accepi that something €x sl!

7
8

18.2 Mat.h th€ techniques l-8 to the sales consultanrs

1 Responding io the cunomerb needs i!
2 Sellng the prce by showing how t can be divided into

sma ler parts i I
3 Showing how a feature has more than one benefit
4 Sel n9 t1e p'ce by showi^g how roney can be saved
5 Se ng the prce by offering something extra:
6 Saying someth ng when you're unabe to give a tarloFmade

so ution L ,
7 Acknowedging an oblection l
8 checking undeGtandinq i

'BecaLise you said that timing was important, let me take
that point next.' / 'You sa d earLie. this had io be cost'
ef fect ve, so., , '
'ls that c e. r?' / 'Would t be usetu to give you more detail?'
'Thi5 has mult ipe advantages. ' / 'This wi l la lso i rnprove your
e x s t i n g . . . '
'Yo! know it would cost a lot of money to do it that way,
and you would lose the exceptional value for money that
you?e gett ng here.'
'Yo! get this plus th s.'
'Yo! can spread the costs over ...' / 'The use can be shared
by different departments.'
'lt will help you to reduce costs.' /'This w ll eliminate the

'Yes, thats cerlainly something we need to review' /'Yes,
thais a fair point. Let rne give you some backqround to
expla n why we do it that way.'

1A SALES

18,3 Techniques 1-7 are all ways of closing a d€al. Match
the techniques with the sales consultant's comm€nts a-9.
1 Dnect rcquest I

3 lmmediate ga n
a Fear -
5 Alternatives t l

7 Assumpton i
'lf you give me the go'ahead now. then I can have it up
and running wilhin a week. /'We have a specia offer this

'We hav€ them in stock for immediat€ de ivery, but you
know theyte selling v€ry fast.' / 'Lf you can't give me lhe
go-ahead today, the delivery t me you need i5 going io be
difficult.'
'Riqht. lets get this organized.' / 'Let me have wrtten
confirmation as soon as yo! can and l'l start the ball
rol l ing. '
'Shal l  we go aheadT'/ 'How mLich wo! ld you l ike?'  / 'When
shal lwe stanT'
'Are you more interested in the regLilar model or the
executive modelT' /'Do you want to schedule this for th s
month or next month?'
'Yes, I can see that this i5 going to wofk really well for
you.'/'OK, if you h.ve no more quenions, I'l lust get the
papeNork from my bag.'
'So, th s solution gives you someth ng that works wellwth
your exisling equipment, is easy to install, and g ves you
significant cost savlngs. Can we go ahead?'

18.4 Underline the @rrcct (or most likely) words in
italics.
I So, ii looks like this solltion works well for you. Sh. we

ga in frcnt / ga aheadl
2 We can have it up and running / up and gaingwithn a

3 ldon't want to knock / c,Uc the competition, but this s a
mu(h better product.

4 This is the actua/ / /atest model.
5 You rc lucky - it's lorsale / or iale th s month. We're

runnrng . sp€c ar promoron.
6 Yes, the on€ in the shop window is for 5a/e / on sa/e - yo!

7 In the week before Chrstmas we usually see very hlgh sales
valumes I quantities.

8 North America countJ for / accaunts for 4AoA af orl

See page 144 for some discussion topics.
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Customer service

The phrase 'customer s€rvice can refer to pre-sales
(eg enquiries, quoiations), sales (mit 18) dd post-
sales (eg order pro(ess g, rcturs. complailts.
warranty.laims). The phrasc'cusiomer support' is
usuall]' limiied jt$t io posi sales

au{orn"r  -en 1"  . i .e t  b-r ress ru. l ion f id l  b
ofien overlooked.In an age when nanv compciing
goods and sen'ices are very similar ihc qualii] oi
customer serli.e can frake a big difference. Cood
cuslomer servlce can lead to .cpcat busin.ss, i{hcrcas
unsalisfied custotuers iell all thcir fricnds. Ir thc box
oppositc vou will find some tips for tood cusiomcr

Customer relationship management
(cRM)
Cusktncr scrvic. oflen makes usc ofCRM softw.,c.
This albws ihc comp.ny to provide a unified face
io thc cusioncr regardless of their.hanncl of
.onmunicition - ielephorle, cnlail, or facc b fac..
Thc cuskrmcr lray h.ve ar injtialenquin, an ordct
dr  a, rcndhcnt  to.n order  a confnmat ion ofan ordet
i cancellation of an oRicr, ar enq!iry alrort dclilory
dciails, an ific. s.lcs cnquiry nbout lsing th. pr()d!.t,
or. conpl.i'ri Wiih . good CRM svsi.nr ii makcs ro
diff(rrrcc - in o!c.y cilsc ihc dri.ils willg.t loggci
n) ihii inv nlombor of staffcrD imm.diatclv s.. "
tcoftl of ih. c.sc.lla!ing this nrfnmation nrsiaDtly
.v.i1ablo on-scrccn is a huge advanlagc. Whilc lalking
tu a cusbmcr vou knoh, which prcducis ihey ha!.
bought bef.nc, io what v.lue, hor! thev paid, etc. You
ci'n also see a rccord ofBhich quesinnrs thev hare
asked, whether they h.ve ever ade a .omplaint, and
ifso how it was rcsolvcd.

Active l istening
Akey skill for customer scrvi.e st.ff is actile
listening. This means:
:i Use ihe other pe$on's name.

I  er  'he cuslum, r  p\p l . in  rhe - :ue and pav tu
. , l renl ,^n \h le  rh"y 'n . feJt  InB.  D^n t  i4  e. rup, .
except fo. .1) clarification questions and
b ) o . a -  n n J l b r e f  ' u r r n . r i . - .  l - e - e - - n r , r F -
show you're lisiening and are on common gromd.

,r Make wdtten notes ofley points.
' ff there is a pioblen, rcsist the urge to argue,

defend of excuse. Apologize sinceiely and
a.knowledSe any inconvcnience.aused.

;. If the conversaiion is face-lojace, maintain good
.re .  onr . I  I  dnd dr ,  ope-  body po-  .  rF r ip  Fdni fg
slightly torvards the oiher person).

* ll customers have to wait, olfer a drink, magazines and a
comfortable chair

* Be fiendly: use narnes, remember preferences, send a
b nhciay card.

Don't lorget your existing customers
* Ofler them a bulk purchase d scount in the future

* Get lhem to upgrade their product

* Evefy time you ship a product nc ude a flyer catalogue,

P.ov de someth ng kee: coffee, biscuits, pens samples.

Alter an expens v€ pLrrchase, lo low Llp with a quick cal
just to check they re happy.

Provide a ife tirae money-back guaranlee A most
no-one actually returns products

Rernernber to provide an FAO section on your website
and sa es lrlerature.

Don t give cuslomers the run around: il yolt can t
personaly dea wth someth ng then stay wth the
customer whie you hand them over gracelul ly to a
co reague

Remember ihat Ihe thing thal makes customers mosl
annoyed is when lheyle passed from person lo person
on the phone. Take respons bi ity. and it you can'l dea
wiih I, lhen say you I caLl trem back (You may need to
reter I upwards lo your supervisor lor a dec sion lirst )
\,4ake specilic cornmitments: not. We I gel back to you
in a coup e ol days, bul 'We I get back to you by spm

spec al offer, etc ns de

Have period c promotions lor'preferred customers'.

Invite customers to an event: it cou d be a product
demonslralion or seminar, or I could be a soc a eveni n
an ad gal lery /  histor ic buiding /  interesl lng locaton.

Have frequent-buyer programs, and mai frequent
buyers with a periodic newsletter

Ask your customers how you can improve. Use
customer satisfaction surveys (and prov de an incentve
for them to be relurned).

Litire lhings that mare a BIG ditlerence

42



Exercises

19.1 Find a word in the text opposite that matches each
de{inition below. The words app€ar in order.
1 ente€d as an offical record

prcmises to do sornethrng
(two words) when you buy somethinq in laEe amounts

Now do the same lor the words in'Customer service tipt'

2 (phrcsalveh) askyout boss to deal with an issue

3

5 advertsement of announcement printed on paper;small

19.2 Make phrases by matching an item from each

'19.3 Complete the s€quence with lhe worde in the box.

a canplaiht ah initialenquiry infomation
an invoice (with fre goodl an otdet the orclel

the payment the Nobbn a guotatan the quotation

1 'olow -p _---\ a rfe-tirne guarantee
2 provrde -'- a purchase with a qurck cali
3 be passed

5 include
6 log
7 res st
8 acknowledge

any inconvenience caused
the urce to argtie
specific commitments
irom person to person
a flyer inside every package
details on a cRtV system

receives the goods and
pays

t9 cusroMER sERvtcE

19.4 Make phrases by matching an item from each

1 body -----_\ customeE
2 channel \ grcund
3 (ommon \ information
4 on-scleen 

-': posture
s p€fered

6 prc-sales
7 bulk purchase
8 money-back
9 satisfaction

19.5 Fill in the gaps.
1 The wonds 'goarantee' and

of commun cauon

guaranree
enquiry

'waffanq/' have very sim ar
meanangs. However a !sually has

often cannot be extended, is more

a time period that can be enended and the word s
used in both American and Binsh Enolsh, wh-a'eas a

common in British English, and can be used with a more
abstrad meaning 0ike 'a promise').

2 FAQ stands for Fr

3 lf a customer asks yoo to do somethlng and you avoid
giving them a definite answet then you 'give them the
| --a_ . _d'(infottal).

19.5 Comolete the deflnltlons wlth the words in the box.

= the feeling that a customer

= when a customer always

= nforrnation, advice or

expectatons expeience feedback layav profjle
requirenenE satisfaction suNey

'I customer
gets when they?e happy

buls from the same company
2 customer

3 customer

5 customer

criticism, deliberately collected from customers or g ven
informally by them

4 customer = a set of questions you ask
to find out customers' opinions

= what a customer fees and
remembeE about the service thev have received

should be treated
= how people think they

customers according to age, llfestyle, eic
8 customef = clstomer needs

S€e page 144 for some discussion topics.
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What is a market?
The phrase 'the French market' is jEt another way of saying
'lhe population of France', but marketing professionals rhinl
of a mrket in a more specific way. The whole population of
a comtry cm be broken down into market segm€nts.

In a B2C (business to consumer) company, customeF cm be
divided according to:

o Demographics: age group, gender ethnicity,
income, oc.uparion. social class, maritai slatus.

. Psychographics: pe$onafity, attitudes, lifestyle.
i Geog.aphics: natio.al or r€gionat divisions,

city-centre or suburban customers.
i Bercfits looked for by the customer: price, overall value,

sPecific features, image with peerr eas€-of-use, se(ice, etc.
o Current purchasing siruation of the cusiomer: brands used

now how and where purchas€d, how and when used.

For a B2B (busineEs io business) conpany there may be oth€r
factors. For example, a B2B company needs to know the typ€
of c$tomer (eg manufactur€r, relaile.), the industry group of
the customer (eg toy manufacturer or clothing manufacturer),
their slze (eg sales volume, number of retail outlets), the
ownership (ie pfivate or public)/ etc. B2B custoners are less
interested in image and more hierested h ihings like ability
to me€r changing patterns of demand, consistent quality, Just-
ln-Time delivery, etc. They're also reached in very different
ways such as tlade shows and by kavelling sales reps.

Who should we target?

What is marketing?
Mdketing begins wiih 'the fou Ps': produ€t, place,
promotion dd pri.e. These combine to form rhe lrEkeiing
mix for my one product or serice. Elemenis of'the four Ps'
are shom in the table:

. Features and associated

. Branding (ie product
identity)

. Packaging (eg *rer€ nay
be a bag inside a box)

. libel (eg printed
on the package)

. Advertising

. Sales promotions (eg
special offers, discounts)

a Retailer

. B2B distributor

Extemal factors (e8
ehsnciry of demand,
customer exP€ctahons,
competitor's products)

(e8 profit required,
mark€t share required)

once a conpany has decided how
to segment the market, it can then
do any one of the following:
. Target the mass markel the

comPany tarSets one rarSe
market with a single marketing
sbategy This was popular in
the early days of ma*eting
(eg consurner products in the
50s and 60s), but rew compmies
today view this option as

Targei multiple segments: here, each segment will have
its own marketing strategy. Most large cosmer products
firms do this - they offer muliiple products at different
pnce points with different messag6, all within the same

Targei one egmmi: a niche market- The compmy ta4ets
a small market, often with just one or two very sp{ialized

Targei individ@l customers with tailormde prcducts:
there may be a peEonal dialogue to establish sp{ializ€d
requiremenis, or the compmy my us€ data about
previous purclEses (eg Amazon's b@k Eommenclabons
based on what you have previously ordered from their
site). The lntemet has bem the catalyst for this approach-

As wel as'the fouI Ps', the term 'marketing'also includes
marketing strategy. At its simplest, this includes:
. Analyzhg the busin€ss €nvironment using market

. D€veloping new products and new mark€is.

. R€spondhg to extemal forc€s: the economy, activity of
competitors, innovation, cultural change, etc.

'The four Ps' are covered in more detail in the next fou

!14



20 MARKETS AND MARKETING

Exercises

2O.1 Find a word in the text opposite that mat<hes each
definition below. The words app€ar in order.

I separaie partr
, rhc f).r .l h.i.n m: a .. {om: p

3 people of the same age or who be ong to the sam€ so. al
group

a (fornal) bry nt)
5 lrhree wordsl the ways that a product is

needed n dlfferent amounts at d fierent lrme\

20.4 Compl€te each senten<e with
from the previous exercise.
1 lf the governrnent doesn't interfere,

a word partnership

then prc€s are set by

'Th€ four Pl g ve th€ for a partcul.r

3 The percenlage of the market that yoLr have is your

a ..farnal pbopta toho se prodJ 15 ,o a corpa^i

(the most qenetai word)

7 try to nf uefce; a m to h 1
8 possib e and likely to succeed
9 (two nords) particuLar prces th.t have b€en spe(ia ly

I  o.P1/eg rq o0 o i  90)
1A bi/o wordi s.r,all gtoup of potent al cunom€B who have

s milar needs or nterests
I 1 eometh ng that rcsu ts In mportant chanqee

Now do the sam€ tor the words in 'What is marketing?'

12 rmportant parts ot a product
13 pece of paper (or other maler ial)  with inlormation

on t that s attached to an obl€ct (or pr nred on o

14 (thrce wads)how mrch sa es vo ume changes when you
change the prce

20.2 Write €ach of these words nextto its besr
definition: advertisirq, ma*eting, prcmotion, publi.ity.
1 allthe ways used to encoLrr.ge demand for a produci

4 Sponsored inks on Gooq e (when . customer s-"arches ior
,oJr p odLCr lype'r '  a \ef  Fffecl .e

20.5 Read what a marketer says about the history of a

we chose to locus ou. strategy on people n their ate
teens and so we aunched the product at a seres of big
rock concerts over lhe summer We soon gained market
share. and after lwo years we were lhe market eader
But afier a while consumers wanled someth ng d Iterenl
Our competilors noticed th s betore we d d, and our sales
dropped dramatcally Reta efs stopped stockng our
brand and we had lo stop mak ng the products. We had a
big meeting and thoLrght again aboLrl our whole slrategy
We agreed lhal we would try one more t me

Th€ phras€5 b€low <an all b€ uied with 'the market'. Put
lh€m into order (1-8) 5o that they matd the order in the

a be torced out ol
b prJl a product onlo

e decide to target
an activiy thai attracts people3 attenton io a product
(one aspect at # 1)
t€l ng peop e about a product (eg of th€ ieevisiof,
n magarines) in order to peruade them to buy it
(one aspe.t af t2)
any nformaiion that m.kes peope noti.e a product (thE

may be unp anfed, out of the coniro of the company and

dqency
carnpa gn

nrateqy

q f. I to see ch.nqes n

20.6 Divide the phrases in the box into three groups,
based on their meanings.

be driven aut ol apen up .orner wittulaw frcn
entet .apture penetrate doninate

20.3 Match each word on the left with five words on the
right. Check any unknown words in a dictionary

see page 148Ior some discussion topics.

market nq
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Product
'Product' is the tust of 'the four Ps' of marketing. rn
markehng terDs, a prodrct is a solution fora rarget market.
The word covers goods and services dd cm also include the
waffan\, .tsto'ner support and anv complmentarv products
(eg add-on items such as a case fo. canying thc product).

Four key factors

feaiures are.haracteistics of a produci that offc. bcncfits to
the cusiomer Take the cxanple of a telelisjonl

Benelit

screen size allows for nlorc distnni ri.nnrg
scrccn resolution clcaa more realisiic pictur.
slrround sound cnhanced sensort, expcricncc

The bcn.fiis .bove are callcd 'Iunctbnal benefiti In
dddition, there are pslchological benefits. These icidrcss
necds such .s stdtus $'ilhin a g& p, risk rcduction, scnsc of
nldeF.ndcnce and hipFincss.

Branding
Rr. rn. l ing j rvo lvcsestabl ish ing an ent j ty  f { ra product  $ i th
thc go.lof disijnguishnlg it fronr.ompetikr{ offerings.
This is cssential in nr.rkcts {,hcrc products ir. similir dnd
conrpct i t ion is  f icrcc. l i 's  p. . i icu lar lv  inrP(  i .n l  in  h.b ing i ( )

posinon ihe prodrct: high end (= upscale / up narket),
mid narket, or low end (= economy / down maiket).

Thebrand itself may be the name of a product, or a familv
ofproducts, or of t1rc compani, that nakes rhem. It usually
inclLrdes a design elem€nt such as a logo or a symbol
(€g Nike's 'swoosh').

Branding is traditionallv associated with B2C, bui recenrly
B2B companies (cg rntel) hale also srari.d ro hvesr in

Packaging
l'ackaging is veN important. It prctecrs thc product during
shipping and handlinS, it gives lisibility to ihc p.ocluct
(nttraciing aiteniion on thc sheh'es) and it ca. adcl valuc (by
nriknrS ihe product eisicr to usc).

Labelling
Thc libcl is .tt.rche.l tu or p.intc.l on the package or the
product. Ii can attlact nttcntion $,ith griphics or crtchv
$ods and p(x i.tes inro.mation i{) di.t a purchase dccisbi
k t  s izc,  tabr i . ,  wishing inskuci ions fd c lothet  I t  !su. l ly
includcs a code f(tr use it thc chcckout

For minv pro.tu.ts (eg f(\)d, phima.cuticdlt thcro dr.
legil requircnNrts fd ih. libcl .clating k) the listing of
nriy.dicnts, nulriii()nil informat()n ind instructi(nrs fl)r usc.

STRATEGIES
Individuat (stand-atone) branding: ' rew
products are given new names, with no obvious
connect ion to other brands or even to the
company (eg Proctor and 6ambte's range).
Famity branding; new products are ptaced
under the urnbrel ta of an exist jng brand (most
consumer products, eg Cit tet te).
Co-branding: partneuhip with another f i rm
that has an estabt ished brand (eg Vjsa cards
carrying the name of another orqarizat ion).
Private or Store branding: supptiers produce
for another company (eg retaiI stores setljng
own-b.a1d'te_s made bv a1 outside company).
Brand licensing: others are aLLowed to produce
items carrying the brand name (eg a chi tdren's
movie character licensed to a toy or food
manuftcture4.

AI [45

Stage 1 (brand=benefit):
when the cultomer sees the
brand, they associate i t  with
the benefits th€y recejve.
Stage 2 (ben€fit=brand)r
when the customer needs a
sotutjon to a probtem, they
automaticalLy think of the
DTan0,

ADVANTAGES
Brand loyaLty: custornels
are less likety to switch to
atternative brands in the
future; protects company fro'n

Brand stretching: new
products can be added under
the same'famjLy'  brand name.
Erand equity: once the brand
has a f inanciat vatue, i t  can be



Exercises

21,1 Find a word in the text oDoosite that matches each
definition below. The words appear in order
1 given free
2 mproved
3 easy to remember

Now do the tame {or the wods in 'Brands: aims.
advantages and strategies' opposite.

I brand /4agq ...... = the ideas and beliefr that
people have about a brand

2 brand = a person who is rn charge of
developing and seli ng a b.and

3 brand - = the brand that has the largest
number of sa es in ts product category

4 brand - = the support that people give
to a brand by continuing to buy it r.ther than changing to
other brands

5 brand --...-.. .--, - = the value of the brand on the
balance sheet of the company

6 brand. ..... ... = using a successful brand name
to se L new types of prodlcts

7 brand .- .  . -- . . . . . . . . . . -  = what people think of when
they see or hear ihe name of a brand

8 brand - --.---................ ... = the degree towhich people
Know about a brand

21.3 Find a 'brand ..,' phrase from the previous exercise
with a similar meaning tol

21.2 ComDlete the definitions with the words in the box.

4 change frorn one thing to another

associatian awarcness equity inage
leader loyalry nanaget stedling

1 brand r-ccognition
2 brand exiension

21.4 Writ€ each word in the box next to the word in
italics with the closest meaning.

ben-selling econony exdusive fawuite
leading luxury traditional upnarket
upscale vlue-for money wefknown

3

brand
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21 PRODUCT

21.5 Fill in the missing letters. All the words descibe

f$ ttave you seen tnis amazing camera? lt uses an
'inn ive lens mechanism to get 6x optic. zoom. That's
amazingl lt3 2fu y auto c, and has . 3bu i'in flash.
It3 also one of the mostap tabe cameras l've ever s€en it's
so 5co d that it easily fits in a shirt pocket. lt uses own
b€nd,6rech able batteies. lt's. really 7
3st of the-a ple(e of kit. 9t

$J t'ue seen an 'integr d fddgejreezer that l'm thinking
about buying. The shelves areroadl able and it's very
'1e to cl n. lt comes with an rzopt al icemaker.
t ts ren y-ef l  nt .sorrw be 4e( cd toru_.
and they say the materials can be rlec ed ater, so that
makes it very 16env ally f ly. ltb made by
a rlel le manutactJrer, and rts 3t dble rr a
r ol cotou,s 99

SJ t want a pair of rshigh-per ce sneakers. They
have to be 2owatefp f .Aso, ldoa otof joggingand
don't want to injure my knees. So, the soles ghou d be really
'?rhi -t ch - you know, '??sh . k-abs bent
as well as being'?sh . d-w. ..fi ng. And I don't want just a
'zasta d pair - my friends would just laugh at me No,
they have to be really z5styl - i. fact t woL d be
gooo rf trey were a i5 'n' eo edit'on 99

55 fd lik€ to get a cordless phone for my ttudy I want a
r e a l l y 7 ' u  r t  y o n e . w t - a r 3 l  g - a  i g b a r € y .
I wlll prcbably add more handsets later, so it has lo be

"erp able, and it would be good to have a
soone-t ch speakerphone in the base lor when 'm

workLng at my desk. )9

21.6 Match products 1-4 with their packaging a-d, The
underlined vo<abulary refers to packaging. Check any
unknown wods in a dictionary
1 lomF ceran'cs boJghr'rom an open-arr rrarle.
2 recordable DVDS
3 meat bought ffom a sLrpermarket
4 a small quantity of pa€cetamol tablets

They come in a blrIel!4k, wh ch is itself packaqed
in a box (= carton) made of p4erb94d (th nnef th.n
cadboard). l
This sits in a cardboad iray, covered by transFrent
.elloohane. lt has a lab€lthat shows the l[:pbyutiLllate
and the 'use bvtiare (of lc:lbctaElbje). ! l

c Each one comes n a plasiic case, but usu. ly you buy several
in a shrink'waoped pack. il

d These were wrapped n bubble wr.o to protect them, and
thrs was hed in place wth gqf€r&le {. type of duct iape)

see page 1,r8 for some discussion topics.



Distribution (place)
'Place'is the second of'the four Ps' cxstomels must
be able to obtain the product easily and conveniently.
This depends on the djstribution chamel.

Distribution channels
There are ihree broad categories of companies
lnvolved in dishibution:

Resellers (called distrjbutors or dealers in som.
rnarkets) who purchase producis and sell them
to others. There are various types of!6eller: a
retailer (who sells directly to the final consufrer),
a wholesaler (whobrys from a meufacturer and

sells io a retailer) and an industrial distributor
(in the B2B markei).

,l Intermedi.rjes (eg .gents and blokert who don t
aciuaily purchase ihe product. Thcy bring suppliers
and buyers togelher jn exchanSe fo. a fee.

.1 I-ogistics companies. See unit 15.

Another option is di.eci diskibution, whcre there are
no resellers and the manufacturer sclls di.ectly to the
end rser Examples here include:
, Direcl marke$rg: the cusio'ner plices an order by

visiting the company's website, or ordering from a
catalogue (AmE catalog), orb]' dialling a toll-frec
ielephone number.

rr Direct reinil: where a company operaies its o&n
retailoudets (eg H&M, Zara, Applc).

r Personal sellingr those cases, common in B2B,
wh€re the salesperson aciually takcs thc order and
arranges delive.y.

Coveragei mass, selective or
exclusive?
Large companies want mass coverage,bui only a
very few can rca.h all potcniialcusiomers $'ith their
dis[ibuiion .hamels. lt is simply unrea]ishc in terms
of cosi. Agood exanple of a company that ieally ce
make its produ.ts available elerlar'here is Coca Cola.
You c i -  I inJ , r  'n  >upe-m,r-ker \ .  .onvcr iFnce \ lore. .
vending machjnes, restalrants, hotcls, etc. Most
.ompAnies have to settle for selective coverage, wtth
lewer locations and a more fo.used iarget maiket.
A 'er  .ompdnic"  -  tho.F h r lh  h igh-cnd p ' .du. l .
- choose exclusivc coverage. Here the product is only
available at selecied locaiions, perhaps intemational
airports md a fea'siores in fashionable shopping

lo.onp p\r .nt  the ln tener  hd.  g i \  en d l l  compmie-
ihe potential to reach a mass market. Ho{'evet this
isn't as easy as it appeas, because thev stil hale to
fighi a) io distinglish themselves from other web-
based firms and b) for visibility by having good
search enghe opiimization so that their nde
appears high up the search results.

Retail ing
There are a varietv of retaii fomais:

CHICKIN

'{tilt,,t

€'+ d'-
lJ:! E

E.,a;----€;^-

(An E Mon-and- Pop state )

aash and Grry (AnE Watehoue

Retailing is highly competiiive. The following facus can all
conbib(ie to slccess or failure:
r' Abiliiv to identify what producis .ustomers want.
',1 Layout and atmosphere (cg light, sound, decor).
' Product presentaiion inside the store (nerchandising).
'  Orer i l l  cu- l^mp.  $r t fJ{ ron wi th the shupping r \Pp- i .n  c

' Building 'traffic' thJough adlertising.
r Keepjng pace s'ith technoloSy: logishcs, databases of cusioner

buving behaeiour, imtore technology at ihe check-out, etc.

Channel power
Who has the power in the d nr but on channelT This s a key ssue.
Product pow€r This is when a brand has a hiqh level of demand
and th€ retailer has io nock i, regardless of the con to them.
wholesal€ power: This is when a wholesaler buys a large quantity
at low con, and can then make a large mark-up when they rese to
small, powerless retailers.
Retail power: This is when the retailef can choose from many
suppliels and so drives down the prce it pays to them.
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22 DIsTRTBUTION (PLACE)

1 money that you pay fof a sefvice
2 ftlvo words.) places wherc products ar€ sod

3 (trvo words) \\hen a arge percentaqe oi people are reached
by a disiribution chann€l

4 (phrasalverb) a(epr samethlng that isn r exactly what you

s the way in which lomethinq s arranqed

6 rhe . \1"  o 'dF.ora lo-  and f  . r , lL 'p  n a bL Ldi  S

Exercises

22.1 Find a word in the text opposite that matches each 22.4 Read the text about technology in retailing then
answ€r th€ questions below.

Technology is changing the lace oi retailng. Here are just
some of the new deveopments:
Electronic slgnage A small LCD screencan be incorporated
inlo a tag hanging lrom the anerchandise, or into a stand-up
sign posilioned near it. The display shows prce, pfoduct
information, prornolions, etc.

Sott  securi ty tags A'  Fe, l ror ' .  Lrypi ldrc- lag s
incorporated into a garment at the po nt ot manulacture
fhese tags are iexible and papef thin. A device at lhe
poinlol-sae (POS) automatically deaclvates the tag.

Selt-scanning Shoppers use a hand-held scanner lhat
rcads lhe bar codes on items lhey buy. They can pay
automatica ly with the sarne device and have a special
exp.ess lane al the checkoul

Vlrlual showrooms Customers view complter zed mages
ot room interiors and furnishings The technology has lhe
polenlial to ofler thousands olitems thatcannot be d sp ayed
on the retaillloor Also, it can replicale lhe dimensions ofthe
cuslomer's own kitchen, balhroom, etc and show how lhey
would look wilh the planned additions. Customers can rl1 x
aod match colours, styles and patterns.

Find a word in the text that meani:

definition below. The words aoDear in order.

increased by a ha f (€5) to dec de the se nq pdce (€1 5).

I fforma, the use of signs
2  a s m a L a b e l
3 ffolDa, things for sale in a
4 fforma, a piece of cloth nq

Emphasis is on value-foFmoneyi or iglnaly mainly lood
reia ng but increasingLy moving nto other areas like
crornrng
Similar io a s!permarket, but with a grcater vanety of
products, better quallty, h gher pices and better setuce
eve s
Requir-6s buyers to make large p!rchases; lmited product
s€lecton; may renrict entry io ihe gefera pub c

7 (three wordl (han}n9 as fast as something else

Now do the rame lor th€ words in'Channel power'

a @hrasalverb) $et aglessive tactcs lo make pices f.Ll

22.2 Match each description below to one of the retail
formats in rhe list opposite.
1 Sma nore, good location, open t ate, fast ch€ckoul, but

llmited range and expenrlve
2 A sma , prvately'own€d, fam y-rLrn store - often in a oc.

neighbourhood
3 Onl ne'on y retaier such as Am.zor]
4 Large store carrying lLl't one product category (eg sports

6
1

5 a m.chrne or rool that does . specra lob

pace wnere yo'r pay In . srore
thingr in . room slrch .s furnitLrre, carpets and curtains

8 ffiree words) put thinqs together in d ll€reni ways

A company g ves p€rmission for someone to use their brand
name, products, eic in exchange lor part ol the proiits

22.3 A store buy3 sornething lor €10 and .ells it for
€15. Fill in the gaps with one of these words: mrrg,in,

See page 148 tor some discussion topics.

1 The s 50o/o The cosr pri.e (€10) i5

The
the sel nq price (€15)

. ls 33%. The profit (€5) s a thid o1
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@
The aims

Promotion

of promotion
'Promotion', ihe third of ihe four I's of markering, can ha\e
a varietl of differenr aims. lrs classic airN are:

To build awareness of anew ptuduct.
To.einfo.c. a brand.
To stitrulai€ demand, ciiher b), getrhg nei! customers
to try a p.odud {eg frcc sample, f'ee triat), orby getting
existinli customers to but

tsut pronoiion can {<trk in more subilc, ofren unintended,
r'.ys. For e\ample it cin create an jnitial intercst in i prcducr
categoty ard tlren convince .ustoh ers that ihe! ha!e a need
for it befoc ther think abort specific brands.

Promotional activit ies
Therc. rc  four  n.nr  ivpes of  pronot ionalact i \ i i i , :

This ircludes thc ahole !arictv of nedia ouilers: tclc\isior.
r.dio, print (g ncwsparrcrs, m.gazires), lnte.ncr (ic $,cb and
cnliil), dire.t niijl, outdoor (cg trilllurrds, buscs), ir oor
k'g ijfports, nl slorc), product placement, nlobile dcriccs and

l-argc conrpnf0s rnrcly h.ndlL thcir oi{n id\.rtising, thet
!nr.rllv usc thc sc, vi..s of rn idvcrising igon.v perhaps
!snrg diffc..nl igcncics f(r diffLreni p(xluct tnrs

Who does what in an

advertising agency?
Account managel:

works with the client to devetop the strategtr

Creative team:

generate ideas and take the initial concept through
to the final advertisement

Market researchers:

assess t}le clent s market situation and test creahve
ideas.

Media planners:

actually place the ads in the various media and
negotiate deals with them.

Sales p.omotion6
This includes coupons, special oiiers, conresrs, tovaliv

This canbe either fa.e to face or via the tetephone. See
unit 18.

Public ielations (PR)
This has larious frmctions:

Monitoring ihe medja fd any col-erage of rhe company,
and malntainin[i conhcts $,ith people in the medra
(eg issuing news.elcases as part of a press kit).
Keeping in coniact rvith customers and / or employees
th.ough companv n.lvsleiters, in,house blolls, etc.
Crisis management $'h€n sonlethinB happens that
thrcatens the conpanv image.
Orgadzing specinl events tu buil.l both b.and awareness
and biand lovalty. Elents might inchde p.rries, prcduct
dcmonstrations, stunts, setrinarc, etc olten ln unuslal

Builcling good'vill thlough cohnunity progranls and

Other targets of promotion
! ina1h,  i t 's  imporLrnt  tu .cmcmber that  cusiomers.ren t
ihe only target of promotion. Other iarScts of a marketing
nressigc mighi bc news nr.dia, spccial intcrcsr grdlps
(cg enrircnmenLrl orEanizations), opinnn Iorm.rs
(.9 do.(rs tor thc phffma.cuti..l n !nry), tfad.
nssocr . tnhs,  far tners in  thc d is i r i t r ! t ion ch; ,nncl
(.9 retarle.s), iny.skrs,etupl()yces,.i..,\n oircn ovcrlooktd
a.ca is ih. imFortin.. of in house pn)m,tnn (\plihinB i
ncs pRrfuct kr ihe snl.s f{)rcc.rnd moti!iring thrd k) sctl il.

Trends in
advertising
Changing media choices:

ceilphone screens, sociai networking sites
Podcasting (audio and video).

Digital convergence:

everlllrng w . coMect to the networ\ \rot jusr
computers televisions and celiphones, but also
wallets, fridges and cars).

Auclience monitoring:

tracking ajrd measuring how consumers respond
to advertisements is becoming easier and more
lmponant.

GPS in personal mobile devices:

this allows ousinesses to push larqeted location
specific ads (eg restaurants. bars, specialist shops).
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23 PROMOTION

order lo advertse a brand name
3 news abolt som€th ng on the l€levison, on the radio, or

n res o.oerg .1d 1 dgdrt r  e.
4 (1:tuo wads) nforrnation given to repoarers that contdins

new5 p u5 supporting mat€ral(€g background iniormatron,

5 s y or lnLrsua things th.t are done to 9€t pub c attentron

Exercises

23.1 Find a word in the text opposite that matches each
d€finition b€low The words app€ar in order.

1 large boards for advertisemenh n an outslde pubhc place
(BrE hoardinqs)

2 provid ng money for a spec al ev€nl or a sports team n

23.3 Underline the verbs that make sense in the

1 The agency canjed /p/aced I published / put I ran / toak out
a n . d  n a m a g a z r n e .
(5 conecr answers)

2 The magazlne carfled /plaGd / published lput / ran /

(3 corc.r answers)

23.4 Th€ items in the box ar€ all methods ot sales
promotion. Mat<h ea(h one to its detinition below.

c.9e@o

o.e way two wry

non pard pard

no. personal p€6oia

agqrng quc(

poor very qooo

hgh med um

h9h (because.on  pa  d)  hgh

6 (fortra, kind f€e ings towards d p€rson or orgdnization

7 the practice of 9 v ng noney and he p 1o peope who ar€
poor or n vouDr,o

8 a situaton in wh ch th ngs gradua y becom€ very sirn ar

9 fo owing the deveopment or progrers ol someone or
someth ng

10 a system that uses rad o signa s from sate lestoshowan
exact poston on the Earlh

23.2 Make phras€s by mat(hing ah item from each

n contact wilh cuslom€rs
demand by oflering a lree tral
awareness or. new prooucr
how consume6 respond to

an in t ia  concept  through ro the l ina l

iargeted ads to a mobrle devce

discaunt layalty ptagran .antest petsanal appeaQn.e
ftee sanple nadeln free ptadud @upon frce trial

1 a compeiiton !vh€.e the w nner qets a prize

2 smal lpece ol  paper whrch you can u5e to buy goods at a

I  sho(-term prce r€dLrclon
4 experencing d sma qu.nttyof a product w(hoLrt

purchasing t
5 expefiencing a servce for a sho( tirne wtholrt plrrchasing

t
6 buy one. get one free
7 where cunomeE are offered a reward (e9 d scounl, lree

^t^^ .n lN lG^

8 where a celebnty appears sornewhere tn order to generate

9 usinq an oder product as pa(-erchanqe for a new product

23.5 Study the tabl€ below carefully. Then labeleach
column 1-4 with one of th€5e typ€s of promotional
aclivity: advertising, peEonal selling,sales prcmottons,
Pa (media coverag€ such as stori€s about the company or
reporti on sp€cial ev€nts).

Of (ourse there may b€ €xceptions!

1 b u i d - - \
2 nimulai€ \
3 take \
4 p ace
5 ssle

1

aqqrn9r

2

Payment model paid

'lagging = developihg hate slorrly '- ctedibili\ = the qLatty af being belieled and rtusted

see page 148 for.ome discussion topics.
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Price

The importance of price
'Price'is the last of,the four Ps'ofma.keting, and is
probablv the one thatmarkete.s tall leasi about.It doesn't
seem like an ex.itingpart of thejob jn facta product's prlce
mighi simplybe generated b! a spreadsheet. But decisioN
about price are importani formany re6sons:

Prl.e is the tuost flexible.nd idjustable part of the
ma.keting mix it can be changcd rery rapidly (unlike,
sa)r prodrct or disf.ibutnrn dccisions)

,, Pricing decisions are critical for rcyenue: set a price too
1ow and lou triss out on profits, sci it too high and lot
lose sales lnd trarkei share.
Price is importrni fo. fnst ifrpressbns: a cusiomer mav not
consider the whole productofferint if they hale.lismissed
. l  i r i r i . ' l l \  b .c . " , ,H r ' l  lL /  pr ic<.  ,  qur l  \  i  h . \h . r i ,  p  mJ\  - . i r
,(tuality and enco!rage the cl,sbfrer t(r take in interesi.
Pri.e is an important pa,t ofsalcs Fonlotions. See uit 23.

So, wlrnt are ihe facn)rs that hare b be i.ken in(,
consideration whcn sctting a p,icc? Sonre imforiant ones
are described beiow

Internal fadors that affect pri<e
I ' r ) f i lab i l i ty :  n  compiny lsu i l ly  requi res a mrnrmum
rclum on i ls  nrrcstnr .n i  ( ic  ih .  to ta lco*s of  making

Setting a pri<e

md marketing the produci) Bui this return may noi be
imporiant -for example with a nes prodrct that isn't yet
esiablished - as long as revenue at least covers ihe costs.
Markct share: . price may be set artificially low in orcler to
gain a hoLd in a new nark.i, or $'h€r€ therc is a pnce war
Consisiency with narkcting siraiegy: if thc company's
o\e..llshate8v is to posiiion itselfat the hig]1 end of the
harket (and cmphasizc non-plic. benefiis likc quality,
sen ice, etc), ihcn p.ice aill be kept high.

External factors that affect price
Elashcity ofclcmandr in an clastic nark€t, a small chanije
in price results in . big changc in dcman.l. ln an nlel.sti.
market, a shallchange in p.ice has liitLc inipact on
demand. The trick is io find the particularprice level at
iyhich prcfits (r other objectives) a.e marimized.
Crsbmer e\pectations: renlembc. that 'custumers' here
also includes distribLrtion pa.hrc6 thcyle often the ones
ilho set the finalpricc that the cnd uscf pays.
Competii(rs'prcducts: cvc.y company has kr watch whnt
competi(rs arc ch.rgint. Thc mafkct lcallcr oiten i;ets
. r . C l *  i r  j  m . , , I L r .  r 1 d  r l ' ( ) , c  u { L , l l y . , 1 ' l (  r u  c h i r ; ,  i

5  -  , . i .
^k r r rc rc . l .  f l r ro  b .  e , r  r  o . rmc i i
f {e . r  ! . s  r r .  i r  h ! r  o .  a , r i r . .4 l
Whr r  n r l rhod ! !o  r l r io  b .  rs .d  lo r
. renaro . r  rJ tn )e . r7  5ce  ! . ' r  -1

I  a r  r : r .  , : i  . r t , i t . . r . j . , 1 i ! : :
r,/r'haI 5 o!r nra'[.r po5 i onr L]o w.
{a . t . ro r  i  o r  m. i l c l5h i r . )

4  :  r '  ,  r  -  :
i  lhereqo. r r  ro  be  a  p roho l .n l
f 50 nre f.lotr' n! rre a opr o.r

lVa.kdown:offer a ower pr..

Free Frodlct t(o forIh. pri.e

5a es promori.n .o!pon5,
olrlry prolGms er.
B!nd e pri. n9 ollersevera
d fferent prod!.15 aI lhe !rme

Lo$ eader  se  beow.onro
attra.t .lnomer trarT. n a nore

2 : . : r .  - i i r i :  r r i  in i i in i t r  i { .
5dn i . . r  a  L . l l l re  io  our . !  ma!

Sa.kirard pr. nq (= rhal the
mark.I 5 ri .q to pall
P5y .hoo! i .a  p r . .9  leg tus l
bcowa,o ! .d . !mb- { )
Frod lc t  ne  pr .  ng  (e  d  s t  n . t
pri.e po n6 for d ffeient mod--ls

Compel Ive  or .  nq  ( tak  nq
in lo  a . .ounI th€compeutors

3  r :  i : r . : .  1 . : , r . . f i . t i : !
5ome or; oirhe folofr ng.eed ro b€ fixed:

sp. .a reoie. r  d rou. I  (e9 ruce.a l
Ceog.aphl.n pric n9 1e9.e.alse ot
diif€re.ce5 | o.a r,i._o siafdari5i.
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24 PRICE

Exercises

24.1 Find a word in the t€xt opposite that matches each
definition below The words appear in order.

2 income; tlrnover
3 (phnsalverb) ose an opporlun ty to do or have something

24.4 Match EIg verb from ea<h column so that all three
have a similar meaning. All the v€rbs can be used wirh

5
is enouqh to pay for
fhree words) obta n rontro or power

doing things in the sdme way
cever and efiective way of dolng something

(three watds) ask Iot an addit onal amouft
oi mon€y, above the standa.d amount

attractive bargain budget excessive
exarbiEnt fai inflated list rcasanable

r gure our

Now do the same for the words in 'Setling a price'

9 an ncrease ln the price ol something (ie the percentage by
wLr.L lh".  orr  p.(e s (reasedr

l0 afLro r  ord, nLmbFr "^drrg n0
11 a group of prcducts th.t are p.ckaged together and sold

l2 th ngs that encourage you to work h.rder nart a new

24.2 Make phrases by matching an item trom each

24.6 Complete what a marketing manager says about
prices with the verbs in the box.

agteed to dtop frceze held down natched
reeivedcanplalntsabout rc-thought
set unde.cut werc forced ta 'alse

3 rcquire

6 poslton
7 set
8 sell

1 lose ------\ a m nimum relurn on yolr nvestrnent
2 take --\ sa es and markei share

the costs wth sa es revenue
several iactors nto consderalion

yoLr6elf at the h gh end of the m.rket
below cost to attract custorner iratfc
a hold in a new market
the linal prlce that the end lser pays

24.3 R€ad this short explanation of dis(ounG and
underline the (orrect words in italics.
1 A Nanpt / prapet paymeft discolnt is qiven ro help with

A quantty d scount encour.ges. arqer purchase - any
economies ot volume / scale Gr 6e passed aver / passed on
to the final customer
Trade discounts are for partners in the disrdbuiion

Se.sonal d scounts are given duinq dack / /oose periods of
the yeat or during the lanuary pronotions / sales.

thouqhl was a r€asonable leve. Then our corts starled to
our pnces Tor as ong as

we could, blt eventually we r them
lmmediately we 4 th€ new prces fron'r our

We cou dn t afiord to 3

custome.s. They iold !s ihat o!r prices weren't comp€tlive any
ro,e up to hdr  po 1r  wp da o wi)<
o-r  compFlr ro. t  pr , " . .  or  "ven s l 'cr ly  6

thern. But no more. We \,1/ere in danqer of losing customers,
so we 7 our whoe prcing strategy.

down to ihe prevous leve, and anyv/ay this wouid have
looked very bad n the mdrket. nnead, w€ anno!nced that
we would e the new prices for tweve
months, to give some stability. Neary alloLrr custom€ls
'o th s, a though they werent happy.

See page 148 for some dis(ussion topics.

increase--\ establish work oLrt
lower \ .rrive at /7_ pu1 up
set setlle on

24.5 Write each word in the box
italics with the closest meaning.

br nq down
oelerrnrne

next to the word in
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Marketing management

Understahding a business
Market€rs must first have a detailed anderstanding of iheir
business in order to develop iheir marketing strategies. This
is often done using a '5Cs' analysis:
' Customer analysis: ihis ini-olves breaking doryn the

market inio scgmcnis. See unii 20.
i Conpany analysis: malketers need to understdd

their company's cosi struciure,look athorv profih are
generated from different prodrct lines and different
clstome. accounts, and identify core competencies h ihe

ir Collaboiator analysis:ihis means produ.ing. profilc ofall
the channel palhcrs (eg suppliers, distributors).

'i Competitd analysisr markeiers build profiles ot each
competiktt focusiig on their relaiile sirengths and

ia Context analvsis: as wcllas theeconomicand sdi.lconicxt,
this includcs ihings llke poiential ihreais in the indusiry
(cg substitutc products, new entrants) and ako the
changnlg bnrgaining power of suppliers.nd customers.

Market research
In order to collcct all this daia, jt's neccssary to do market
rcsearch. A varicty of tcchriqucs arc uscd:

Quantitative research: thc most cofrmon rescarch ()olhere

is a survey ihat captures information nith a questionnairc.
hrf(rmatnnr can also comc fron doing smill scalc
exprriments such as looking at the effeci on salcs ()1

New product development

changing price points, or moving displays within a siore.
Websites also offer mdv opportunities for collecting daia

clstomcrs' bchaviour on a site can be easily tracked.
r' Qualitative rcsearch: the compmymay carry out individual

intefriews, or f(ns groups. A modern tdnique is io use
observaiional resedch where cusiomers are watch€d in a
naturil setting as ihcv shop or use producis at home.

1 S€€ondarv rcscarch: data can be colle.ted from olher
sources such as consuliing firms, trade dssociahons,
nagazinc articles, gorernmeni statisfics, etc.

ri Tesi markciing: this involves kying ortnew products m

Developing a marketing strategy
Oncc a company has done the kind of rcsea.ch outlnled in
the two secilons above, it's in a bettcf positiorl to understand
its cusiomerbase and its conpehtivc position in the indrstry.
Marketing managers are then abLe to dcvclop a strategy. Thls

I Identifying new markcts and gaps in ihc mafket.
, DevelopinS nes, prcducts and idcntifying thcir dcsired

'', Dev€loping the company's compctitivc ndlanLl8es.
I MaximizinS revenu.s an.1 prcfits.
'  Ci in ing markei  shard.

The second of these, new product dcvelopmcni, willgo
through a prcc$s that inchrdcs somc or all of ihc st.gcs in

7
: . : . , l r j , . i ; , r i z ; r , j i ,

l hc  d  s f ib l to . .ha .nek
are  t  led  wIh  dre  prod ! . t

.u{omets, comper ro6,

4  r ' r  ! i r 1 . i : : : r :  j :  s

Here markeler work.loseiy
wirh .o leaqles fiom sales

and tinance to t.y to estimale
rhe li[ely 5e i.g Pri.e,5ales

voLume proiirabi ity and

2 i r i€d  i . re . i r i j r !

Markelen hale toask 5ome bas.
qlenio.r toscreen rh€ in r alid€as,
eq rlo,r,, L clnome6 benefir? s r
rechnca ly  f , "as ibe  to  make? Doe5

th  s  eary  dea ook  le  tw  lbe

3 C.n . !F t .b !e lo , jner r

AIth5 sraqe markeretr .eed ro rhink n
mlch qr.arer derai abourihe.oncepl, e9
wl ro  e ra . ty  s rhe tar le t  marker l  'Howw I

ii fir wirh other e! {n9 prod!.rsl

Markete6 worl w th other co eaqles to
see lt there are anyprod!ction 5sues

Some i.forma teni can bedone by
5lmpiy ask ng prospective clnomers

wha l  rhey  Ih  nkabou i
rne . .ncepr

a o.are resolr.esand pan
en!ineer.9 operarion5

5 t€ tn  t .5 r i i :g  i r .
i r i r  nc i  t . ! i i i l

At this point the company produ.esa
prototype and tens the prod!ft n !5e

Markererswll hod lo.!s qrolps

Adjlnmenrs wi be made on rhe
bA5 ofth-'seiesis,and a more

lfa ve6 on olfie p.odlci

m q h t b e s o d  l n  a
test market.



Exercises

25.1 Find a word in the text opposite that matches each
definition below. The words appear in order.

1 (fl.vo words) things that a company can do we,

2 th ngs thdt cou d cause damage or harm

25 MARKETING MANAGEMENT

25.3 use phrases from exercise 25.2 to complete the
sent€nces below. The Dhrases are not in order.
1 Their locat on gave th€m a huge

2 A supplier of specializ€d components has nrong

They decided to sell some smal busine5s units and lust focus

After the initial idea5 have been screened, we move to
the stage where we th nk about the
product in much greater detail.
The advertising agency have prodr.rced some new ideas
tor outdoor poste6. want to show them to the n€xt

.. and se€ what peope say.
By the time the new prcduct geis to the

\'aoF .hp n arl.F.ea h.ra done rheir
job and the op€rations peope take over

25.4 One word or phrase from each group in italics does
lEt make sense. Crcss it out,
I We are up agarnsf cane up against. loa\ totualcJs face a

lot oi competition,
2 This legislatio. willencourage, gain, prcnote, stinulate

3 We're do ng our best to <ope with, handle, respand ta,
treat wlth the competition

4 We lry \o avoid, caffy ot)t, stay away from, steet cleat af
market segments where there is too much cornpettion.

5 We face cuf-throat, fierce, intense, pafticular, severe, strcng,
tougt compettron.

6 We welconre fai free, healthy, lage, open canpe\lion

25.5 Put these verbs into the mosr likely .hronological
orderr design, larJnch, discontinue, manufa.turc, sell,
upgrade.

I  . . .  . .
2 . . . , . . . . . . . . . . . . . . . . . . . . . . .
3 /.!n.h a product
4  . . . . . . . .  . . . . . . .
5  . . . . . .  . .
6  .  . . . . . . .  . . . . . . . . . . . . .

25.6 Putthese phra5$ into the most likely (hronologi(al
orderr carry out, cut back on, put money into, abandon,
suggest the need foL see the limitations of.

l
2
3

5
6

see page 149 for som€ discussion topi6.

3 set of questons that you ask a larqe number of people in
order to f nd out their op nions

4
5

a written list of ques|ons
r€lating to th ngs that cannot easily be measured wrth
numbers such as op nions or attitldes
(fl.vo wordi) small groups of people who a€ asked to
discuss and give the r opinions about. particular subject

7 (1x\/o words) thingt I6aI help a company be mor€
successfulthan others

Now do the same for the words in'New product
development' opposite.
I check ng sorneth ng to see if itb suitable to take foNard

to the next stage . . .
9 fnr'lo words) tirne when a product earns just enough

money to pay for its costs
1 0 fnro word5) testing someth n9 by giv ng it to a few

customers io try so that any probems will be tound

9roup

iest

advantage
polnt

I ' 'irsr deqg ' o' so.rletlrng _ew

12 decide io ure a particllar amount of time, money, etc for a
parlrcurar purpose

25.2 Make phrases by matching an item from each

lcost,---r \

3 coTe \
4 b.rg. ning
5 quanttative
6 locus

8 competitVe

1l beta
12 techn ca
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The income stai€ment (profit and loss account/'the P&L)
is one of a compay's three majoi financial statements.
(See units 27 and 28.) lt neasures a conpany's financial
performance over a fiscal quariei or a fiscal year In
sul]mai)t it shows: Revenuc minus ExpeNes = Profit. A
fuller version is giren in the box and then explained beloa'.

Cost oi sa es

SG&A

Income statement

Aperating prcfit
+ Noftoperat ng profit

EBlTDA

- Deprecaton

Net proft after tax
- D v dends

Betained prat'it

What is revenue?
I{evcDrc (= turnolu)js ihe nroDey ihal comes into ihe
company from thc salc of products or scrvicts. This figure
is retrncd io is 'thc top lirre' because of whcr. it appca!s on
thf l)&1.'Top linc growth'refers io sal.s growlh.

What are expenses?
Expenses (=.osts) ref.rs to money ihat the companv hrs to
rp '  _ ' l  ro  run l l 'e  bu. ine\ \  

' l  
h i .  crn be bro len Jowa ,n n. r -y

ways, but a basic distinction is beiween:
'/t Cost ofsales (cost ofgoods sold/COGS): this refe.s to the

cosi ofacbally makilg the produci, for elample naierials
cosis and labour cosls in the facioryr

'r, Selling, geneml and administiative erpenses (SG&A/
oPerating expcnses/overheads)r this refers to marketing
costs such as advcrtising, office salaries, rent, telephone,

What is profit?
Profit (= earnings)has two components
l Opcnting profit (from regular business a.tivities).
I Non-operating profii (eg toom ihe sale of some lmd or

shares in another compmy).

56

EBITDA
EB1TDA stands for 'eamings 

before interest, tax, dcpreciatiorl
and amortjzation'. or1 the P&L rve subtract thc I, T, D and A

Interest (paid to the bank for any loans)
Iax (paid to the government)
DeP.eciaiion (= the gradual loss in valuc of tnngible asse$,
eg vetucles, nachlnery)
Anrortization (= the loss in value of inidgiblc asscts,
eg patcnts, copvriShis)

Net profit after tax / retained profit
The figure that rcmains is the nei profit afier tax (= net
income/'the bottom linc'). To complete the P&Lwe then
subtract di!idends (paid io shareholders), leaving finally
the retained profit (= .cscnes/ret.rined e.rnings) ihat is
reinlested in the busincss.

Budget report
Fi8ures for ihc real lifc rcvcnuc, costs .nd profiis will bc
different from the budgctcd (- planned/forecast) figurcs.
This analysis is piesented to managcrs in a buclgct lcport.
ln its simplest form ihis repo.t has thc first fnc lincs of the
I)&L in the box opposite, with three columns showing 1) thc
nctu i l rcsul ts ,2)  the budgctcd rcs! l ts  and 3)  thc var i i lnce
(= differenc. b.twe.n ihe two).

Variances can be favourablc or unfavourablc, ancl inclivid!.1
managers may sc. this infofmition tof onlv thci. own
product lines or geographical arca.

what causes vatlance?
causes of a change in revenue

A change rn sales vo ume.
A change in lhe profit margin on each item ldue to
h ghef / ower seling prices)

Causes of a change in costs
A result of a change n sales vo ume (ie t srmply costs
more to proouce more)
A change because more is be ng spent to achieve each
€1 of sales (ie a genLr ne ncrease in costs - a decrease
in productiv ty)

Causes of a change in profit
A compex nterplay of the changes in revenue and
(o5t5 -ctud rq rh" difla."r vo$ oJ 

:o: 
5

The budget ieport allows mmagers to see where the
uexpected changes are, and which chmges are the most
siSniJicdi. The reasons for any varimce cd be identiJied
dd dv code€tive aciion ial<en.



25 INCOME STATEMENT

Exercises

25.1 Und€rline the correc word5 in it.lics.
I The t€rm'turnovel means the same as revenue / proflt
2 The term'earn ngs' means the s.me.s revenue / prolit
3 Th€ term 'overheads rele5 to the direct costs of naking

products / the indied.asts af selling a produd antl running

4 The wages of factory workers and rhe salar es of ofiice
workers are shown rn the sa ne place / in different places

5 A company buys the patent on . piece of a t€chnology for
$30m. The patent lasts for l5 yea6 50 $2m is rccoded
each year as tan amodrzatlon / depreciatlo, exppnse.

6 The word which means 'betore oih€r ih ngs are taken dway'
ls 9ro5s /net. t can refer to prcft, salary or weight.

26.2 Complete the P&L with the words in the box.

25.3 Find a word in the text or box opposit€ that matdes
ea(h definition below. The words aooear in order.
I related to oovernrnent tdxes dnd so€ndino

7 (tuva wods) ptopeny lhat you own which can be physically
ro!cne0

3 the way in which tlvo or more things difect each other

I
Profit and loss account

Operating revenues
Net sal-as

Operatin9 expenses

SG&A
Deprec alion and amort zat on

Tota operat ng expenses
Operating pro{it

Non-operating p.ofit

EBlf Dlvidends Cast af gnods sold lncane taxes

t ' t0,219

$ 4 , 1 5 5
$480

(58,607)

t l ,6 ' t2
$65

11,677
\5/2)

t1,505
($514)

51,091
( $ 7 1 0 )

9381

lCornpare the P&L above wiih ihe one opposile Yo! w I nori.e
Ithal there are one or two dtlerenl wofds, and a slighny dlflerent

26.4 cross outlhe ilem whi(h ha. a different meaning

1 ro bring in, earn, generate, iryest make a prof t
2 ro boast, plough back, rcinvest ptofits.
3 ra quarantee, jeopardize, put at sk ptalits
4 ta incu, make offset, run up, suffet a as\.
5 a big, considerable, fat, handsane, healthy, huge,

s ati sf a ctory s u bst a n ti a I prcl ir.
6 a / an interin, nadest, slight, srr,all ptof 1

25.s till in the misiing letters.
1 lf a profit is bigger than any previous proiit, it! a rec d

proft. lf a proiil is fa r and reasonable, itt a leg ate

2 Some items which resu t in a proiit (or oss) are not
norm.ly repeated - like the sale of a subsidrary company,
or the effects of a natlra d saster These are called
'exlrao nary'or 'exc iona'  tems,

! lf a company is mak ng a loss, we can say that its 'in

the d'. EventLrally, it w ll qo bank t (= go into
l iqu on)

Earnings before income taxe5

Net profit after tax

lf a company accepts that it cannot get back money i has
lon, then il wr 9 o the loss.
To express the opposite of.'favor.rfable variance,
accountanrs often say.n 'adve e varance'

6 lt some good! are sold (or a seryce is delivered) n ihe
m ddle of December, blt the customef on y pays in the
m ddle of Janu.ry then this is recorded in the ncom€
staiement lor the e.rlier ol the rwo yea6. This fundamental
p. nclple is refeffed to a5'the acc al bass of account ng'.

Retained profit see page 149 for

n LJ
order (parricu a y for 'depre. ation and amorti2aton'). This is

ld." berate, and is desgned to show the varaiion that s poseible

lin the layout of a P&1.
I Not ce a so howfigures to be sublracted arc shown with a

aJtu 1;am a'nting, 'n Tuo 
"d 

h'a i'four dqain."
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sheet

The balance shei (BS) is mothei finmcial statement ihat
cornPanies have io produce as part of then accouts. (Se
also uniis 26 and 28.) The BS appLies io a single point in
rime, and gives a pictue of everlthin8 ihai a compoy owns
(= its assets) and everyihing that it owes (= iis liabilities).
Thebasic equalion ofthe BS is: Assets = Liabilities plus
Shareholders' Equiry A tuller velsion is given in the bor and
ihen explained belox'.

Long term assets are those lhat cmot be imed into cash
quickly. They include fixed asseis (eg plani dd machinery,
land and buildings, motor vehicles), intangible asseis
(eg copyrights, patents, goodwill acquired from other
compmies) and financial assets (eg investments in other

Liabil it ies
Curreni liabilities aie those that hive to be paid within the
next year They inclDde bank debt, accounts payable
(ie money owed to suppliers and utility bills), liabiliiies for
cureni tax and provisions (ie money set aside foi a pariicular
pulpose, eg bad debts or a couri rulinS).

LonS-tcrm liabilities ilclude bank loans (includinS any
frortgage) and mon€y orving to bondholders. (Thc principal
has to bc paid back at the maiurity of the bond.)

Shareholders' equity started as ihe capitaL originally invested
to begin the business, and now ii has grown through
a) rcinvcsted profits and b) any additional shares ihat hale
been issued. Think of it like this: imagine that the business
had to stop, and all the assets were sold and this moncy
lsed to pay offallthc liabilities. What would happcn to the
remaining part? Thc answer is thai it would bo reh'rned
to the shareholders it belongs to them. lt is their €qlily
(capital).

Curr€nt assets
Cash

Long-term assets

ntang ble assets

Current liabilities

Bank debt

Lab ities ior tax

Short-term provis ons

Long-term liabilitie5

Bank oan5

Bonds payab e

Shareholden'equi ty

Assets
Current assets are those that can bc iurned into cash quickly.
Thcy include cash at thebank, accounts receivable (ie money
owed by cusiomers) and inventorics (ie unsold stock).

Wlrat can a balance sheet show?
Liquidity

Liquid ly is the degree lo which an assel can be
conve(ed to cash quickly.  This is of len measured
by us ng the curreni rat o', which is cureri assels
divided by current tabilities A h gh current ralio
means that over the lofger term lhere are p enly ol
assets lo converl lnlo cash io pay the debts.
A more shori{erm measure of lquidi ty is 'workng
capla e current asserc ninus cuffent liabilities

Leverage (level of debt)
n everyday language everage ls lhe use ol

borro\aed money (e debt) to lry to increase profits
n accouniants ' language, leverage s a measure of

how far a company is lunded by Loans (eg banks
and bonds) rather than i ls own capita.  On a BS
leverage is def ned as /ong tem liabilities divided by
sharehalders equity.
A highly everaged company has taken on a lot of
debt But ihls isn' i  aways bad: borrowing funds
wisely to expand a growing bls ness is qood news ior

Book value
'Book va ue is a company s net worlh ( ie i ts f  nancia
value what s lefl on the books - if il went oul of
bus ness).  l l  s an everyday term wth lhe same
mean ng as shareho ders equ ty So book value
equals loial assels m/rus tatal liabilities
Anyone buying shares ln a company is buy ng a share
in lhe book value, plus a share in any future growth.

Profitability
There are several comr.on measures oJ profitab lty
but one ol  the commonest ls Beturn on Equ ty (ROE).
Return on Equity eq!als ,'et pratl after tax divided by
shatehalderc' equity.
ROE shows how much prol i t  a company generaies in
relation to its book value.
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Exercises

27.1 Fill in the missing letters.
1 Assets are th ngs that you ow .
2 Lab ities ar€ th ngs that you ow .

27.2 Find a word in the text oppoiite that matches €ach
definition below. The words appear in order.
'l an amor.rnt ot money that a pe6on or company owes

docurnents given to peope who inv€st money in a company,
promising to pay back the money (= the princip. ) with
nterest (= t l re coupon) . . . . . . . . .
a companys reputaUon, relationships with customers
and colectve know-how (when one cornpany buys
anothef, this is wh.t t pays for above the book value)

common mistakes Many languages use words like'actrves
and'passives' for assets and l iabi l i tes. Thege words do
not exist n English. Also, many languages use a word like
'ob igationl for bonds. This is a fake frie.d - the word snt
Lised in this way in Englsh.

4 (phrasal veb) keep ftom a larger .mount in order to be used
later

5 the money that you borrow frcm a bank to buy a propeny

(phrasa/ verb) give sorneone all the money you owe them
Note pa'd back ist ttheans^er)

27.3 Complete each phrase with a preposition trom the

IO

boo. vdlue K rhe val-" ot . .orpary ' .r we'lr

the long term a company needs cash to pay ihe

( in is possible in #10, but isn't the answer here.)

27.4 Does the term 'creditors' mean accounts receivable
or ac(ounts payable?

1 a current asset can be turned quickly cash
2 'accoun6 receivable' s money owed cusiomers
3 'accolnts payable' s money owed suppliers
4 'financial assets' are investments .nother

5 'provigong' nc ldes money 9et asde bad debts
6 bondholdeB have to be paid .t maturity
7 shareholdeE' equlty grows rcinvest€d prclits
8 a h ghly everaged company has taken a ot of

27 BALANCE SHEET

27.5 The verbs in th€ box can all be used with 'assets'.

Divide them into three groups, bas€d on thek meanings.

own dspose of build up
acqune possess reatize

have buy sell

27.6 The verbs in the box can all be used with'debts'.
Divide th€m into t\/vo groups. The meanings within a
group are similar but not identical.

settle build up clear honaut tncul
pay off tepay run up seNi.e

colle<t pay back

27.7 till in the missing lette6.
I A business may have used a its funds to buy equ pment,

vehicles and nventory. lf so, you can say that it has
't d p'all ils money in assets.

2 lJ a debl isn't paid back, then the comp.ny defa is on
the debt.

27.a Complete the text with these words: copyfl?ht,

1 lf you design a new product, or a new process, you can
apply for a This glves you the €gal
ight to be ihe only person to make, use or se t. lt lasts for
a limited perod of time.

2 lf you produce an or qinal piece of work (e9 a book, design,
computer prcgram), you own the .................. on it.
Othe people ( . lnoUep oduLe r wtho-r yo-r oe r  s ro1
The right is creaied automatica ly you don't need 10 appy.

3 lf you have a unLque name or symbol that you u9e
for your products, yo! can apply to register it as a

once this has been done, oih€r
peop e cannoMe I

Se€ page 149 for some discussion topics.
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7<.t Cash flow statement
-

The cash flow statement (CFS) is an official finmcial
siatement the third covelEd in this book. (Se miis 26 md
27.) InJormation for the CFS cones from the P&L ed balance
sheet, but is presented in a different way. It is concemed with
real money (ie cash)-not amounts thathaven'i yet been
received orpaid. Genera y speaking, jnvestors like io sc€ the
CFSbecause ith less open to the use ofaccounhng h.icks.

cash
Cash can cohe rron (or be used for) three areas:
l, Operations: this is money received (or 1os0 from actual

/, Investing: this includes money spenr on physicat property
(egplant and equiprnent), money received (or tost) by
nlvesting in stocks and bonds, and money made (or lost)
lrom buying or selling subsidiaries.

{, Financing: this includcs money made by issring ne{'
shares, noney spent by buying back shares from the
markei, dividend payments made to shareholders, money
.cceived by boftowjng from the bank and money lsed to
rcPay prevrous Loans.

A sinplificd CFS produced at thc eDd of a fi'rancial year
might look like the one in thc bor.

Cash flow {rotn operations
Net profit aiter ta(
Deprecration
D€crease n accounis receivable
Incre.se in accounts payabie
Increase in taxes payable

Net cash lrom operat ons

Cash flow {rotn investing

Plant and equipmeni

Cash flow frofi financing

Stock div dends paid

Cash flow statement breakdown

Looking ateach fig@ ln tum:

Net profit after tax This figure comes hom the P&L.
See uit 25.

Depreciation This was subtracted on the P&Lio arrive at the
net profii, but in fact it was a'paper'expense and the profit
wasn't really redrced by ihis amount. So it is added back
here to make the sums .ight.

Decrcase in a((ounts rec€ivable A decrease means ihat more
crstofreG have paid off their oeditaccouts, and so morc
cash has entcred the company.

Incease in accounts payable An increase means that the
company owes more money to suppliers. This is available
l€mporarily as cash inside the company.

Increas. in tares payable The same logic applies. If there
is an increase in taxcs owed, it is addcd on the CFS as there
i5 more cash still inlidc thc company until ii's paid. lf laxes
havc been paid ofl then thc amount is deducted - there is
less cash in the company.

Indease in inv€ntory The company has spent money io
purch.se materials. If this is done with cash, the amount is
shown as a d€duction. Noiice lhat if the purchase was madc
on $edit and the amount is still outstanding at the end offte
year then there would bc an inc.case in Accounts Payable
and the amouni would show as an addition on the CIS.

Plant  and equipdent  I f  rh"  \  umpdnv nver i :  roncy In
assets such as buildings orequipment, then this shows.s
'cash out' (i. a deduction). If the assei had been sold, it

Issuing new stock This company has raised capiial by

Sto.k dividends paid Cash has been used to pay a dividend
to existing sharcholders.

Bank r.paymentr Cash has been used to repay pariol a

Tb€ amout thai remains is ihe'fre cash flow'. This is what
a cornpany has left after it has paid all its expenses. lt is often
considered to be the ieal 'bottom line'.

3.600,000
80,000
30,000
30,000
10.000

- 60,000
3.690.000

- 800,000

300,000
- 630,000
, 400.000
2,'t60,000

See uniis 26 fld 27 for locabulary in this box.

60



Exercises

24.1 Find a word in the t€xt opposite that matchei each
definition below. The wods appear in order.
1 large machinery us€d in ndustral processes

2 offcia y nraking something ava lable to buy

(i n fo m a l) calcul aliors3

5
6

taken away lrom a tota amount; subtracted

money, espec ally when its used to start a blsiness or
produce more wealth

t 940 9,564 10,540 26,960 27,900

24.2 Below you will ree a simplified cash flow foreGit
tor a new business. Note that a cash flow forecst looks
torward, unlike the cash flow statement opposite.

Study the first two columns, then add these figurer in
the @rrect plac€ in the third column,

Cash flow from operations

Open

30,000
30,000

30,000 '

9,000

9,000 '?

200
40

6,500
r,800

2,400
400

200

10,500

200
40

4,000
1,800

2,400
400
400
80

240

Feb
Op€ning balance

Sa es
CapitaL n
Total income
Eiq ce5

Direct costs

Salaries
Ofiice rent

Office supplies
Uti l i tes

Totaloutgoings
Net cash {low
Ending balance

500
12,O40

30,000 (3,040)
30,000 25.950

Net cash {low
' Ending balanc
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2A CASH FLOW STATEMENT

28.3 Refer to the cash flow forecast {rom the prcvious
exerciie and mark these statements True (T) or False (F).

I won ol the capital to start this business probably
came from the bank, not the personalfunds of the
business owner. T/F
Klue bol dt the \t,,e of fio toan rcpafnent. in
relatian to the .apital in')

2 The wages ol staff who actually make the prodlct
(or serve custom€6)are show. separately from the
sa ary of the manager T / f

3 Rent is probably paid monthly, n advance. T / F
4 The gas and eectricity comp.nies.re probaby pa d

monthly,  n advance. T/F
5 ll is a convention in account ng to show negat ve

figLrrcs in brackets. T / F
6 The fact that cash fow was negatve in lanuary s

a bad sign for th s new business T / F

Continue in the same way, answering questions about
cash flow in general.
7 On a spre.dsheet, there wou d probab y be tlvo

columns for each month: one ior forecast fgures
and one for actualfgures. T /  F

8 i you make a sale n January but the custorner
takes advantage of one monthS cred t, the sales
frgure would be entered in Janlary T / F
(Clue: remenbet that cash flow statenents use cash
a<caunting, unlike income statements which use accrual
accaunting - see 26 5 #6 )

9 The cash f ow staiement conta ns a lot of new
iniormation that isn'r.vail.ble fiom the P&L ol
balance sheer.  T/F

1 0 A 1 2-month cash Uow torecan ir a key element
in any business plan. See unit 9. T / F

28.4 Make phra5es by matching an item from each

3

5
6
7
8

capial by issu nq new shares
a credit account n ful

money from the bank
shares from the market
one fiqLire from another
informaton in a cedain way

I record------\ the same logic
2 pay otl _- som€ih nq as an expefse

.pplv

28.5 Fill in the gaps using these words: at b, id, or, on.
1 spend money plant and equlpment
2 invest money pant and equipment
3 have money av; abe . . cash

I jn is possible in #3, but isn't the answer here.l
4 make a purchase credii
5 raise capital ssuing new shares

See page 149 for some discussion topi(5.



Managing cash flow

Cash inflows and outflows
Ahealthy cash flon is oblioush itupo.tani fo r b!siness: it
enables thebills to bc pai.l, the brsiness tube erpanded, and
lenders and nlvesiors to be reassured Foia $ell established
.ompanv, cash {.lll also bc needed to pav a dnldend to

Sources of.!sh inflorys ar.:
Paynents fron customers.
Shareholder invcstmenis.

A bank ove.drafl.
hterest on bank sarnrgs.

Sou(.s of..sh outflo*s i..:
ll'rch.Ne ofst{,ck and ri\L mai.rials.
I'ruchns. of fixed asseis: ll cquipmert, nra.hiierv, officc

Dailv oper.tnlg crpcnscs su.h as office srpdlcs
llryments of sala.jcs, rcnt, !t:lities.
Loan ind oYc,driii paynlarts
Div iL l .nds k,shi . .ho1dcF.
|.rvnr.ni of tares.

Control l ing cash f low
Som of th! iicnrs rtr.\c irL'rnrlq dncct coni.ol and L;,n bc
mrntgcd on.t d.y-ioiiy Lr.sis, othds lcss so. l:(r c\;,mplc,
thc IiAt itcnl unLler cnsh inflows (ic iccounis .ccc^ ;,blL')
ifd thc first thrce ilcms lndor.ish outfl(nls (('.ccounis
piyxblc) . t rc  nrr .s  wh.r .  ih f rc  is  rc i lconi .o l . i  io  {  hen
cash rntclls o. k'ar cs thc coDP.u!. ()ihc. iiems rre less
nr.n.g.abl. on r day-l(ld.y basis, i bnnl lo.!i is .: stf.:rqti.
d.cision with d onel)ff inrpi.l, p.vm.nts.f s.larics rnd
ut i l i t ics happcn. t  f i red i imes in l ixod .mour ls

A key ilcnr lh.t dircctlv ihpdcts cash floe is jnlcnlorr

mNna, ienrcDl .  (S. .  uni ts  l5  and 16.) 'Dcad'nncDkr\ '  s i l l in8
on i slrclf, nr i siorerootu (,r in a $'archousr. r\tu.ls dl'nd c.sh
flow. Cash has been tiken out ofcircllatio.. R.ducnrg'd..d'
tuveri.,r), is a lrjor wa) ihai nranagcrs can conbol caslr

Cash l low problems
Mo1€ busiresses fail due to casb flo$ prcblems than due k)
lack ofprofitabilitv, parti.ularh jn ihe earlv years This is
b..arse ofoverh-ading, in other (ords accepiing nes (o.k
ryithout harnig sufficient resou.ces b complete ii and keep
the busnless rurnnlg. A ke\'.oncept here is'workjng capital'
Irom a strict accouliing viewpoint, this is defined as .urrent
assets mnrls currcnt liabilities'. (See unit 27 ) But from an
every.lay manatem€nt viewpolnt, ii's simplv haling enough
cash to pay the bills.

Top 10 tips for improving cash flow

Manag ing  rece ivab les
'' ' Offer discounts to customers who pay raptu y.

Aqh customers to nal,e a" i . i l ia l  depos t  dl  the
time the order is taken.

' ' '  
Run credit  checks on al l  new customers.

' . Have heavily discounted specia offers on sales
of old i'lve'ltory to gene'aip cash no\a.

. i  lssue invoices promptly and foLow up
immediately i f  payments are slow in coming.

Look for opl ions wiLh pe.s s 'er_ slowpayr 'rg
customers such as a percentage prepayment,
or cash on del ivery (c.o.d.) .

Managing payables
' ' Negotiate extended credlt terms.
'  l f  yo! need to delay a payment,  communlcate

with suppl iers and warn them_
' ' Look carefully at your suppliers' eary payrner[

discounts. Will they really help you to reduce
overali costs? How rnuch dlscount will they gve
you in exchange for taking more of your cash
earl ief  The devi is in the detai l .

Lease assets, rather than buy them,

Th. pnblenr is this:nrF $uk irNlnves buying siock, using
cqliptueni, p.rvnrg stali, ind payiig the iixed cosis of rent
in.t ltilihei, dll b.ior..nv pavmcnts come in. You need
.ash (ie $atrknlg c.pital) to Llo !ll thnt, aDd .ash has k) cone
lrotu someNhcrc ll vou hrle given a new .ustoner a ldrg
credit perio.l in oftler to s'in theif busiress, or ii aD e\isting
custumer is litc in paving nt a critical tinre, ih.n you might
ha!e ver! serious probl.tns.

So $hat cnn a business do jl it has foll$ved all the tips nl the
box abole and still iituls that it hns a shoftfall lvith cnsh? Thc
lirsi step is to take adlantagc of any emergen.y ljne of.redit
andlged at the bank. The second step is to mike partill
palments on less important bills. And n finll option is to use
a dnrd pnrtv to buv vour invojces in rehtrn fo| them taking a
per.entage of the totaL (called'factoring').
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Exercises

29.1 Find a word in the text opposite that matches €ach
definition below The words appear in order.
1 rnade to feel €ss worried aboui something

2 arrangement wth a bank that a ows you to hav€ a
temporary neqative balance

3 cont nLr ng to do someth ng, especia y som€thing bad or
annoying

4 fMo r'vordt costs that don't change when producton go€s
1rp or oown

5 th€ d fference between the amount you have and rhe
amounr you ne€o

29.2 In the 'Tips' box you will see the common and
useful phrase'the devil is in the detail'. From the context,

'  r l  rou lool  dl  l1e oprd c.  yo. {r  ree lots ol  b.d r l .  ' rqs

2 vodne€olo oo. d r l .p d.r .  k ro ree r_e eal9,Jato.

29.3 Make phrases by matching an item from each

I have a healthy
2 be a we -ertab shed
3 have da ly oper.ting

5 take advantage
6 see someth ng from a strict

on a day to day basis
accountrn9 vrewpo nl

oi a line oi c.edil

5 Ow-payrng cuslomers

7 mak€ an ni tal
8 run cred i
t  have heaviy

10 have peEisient
11 negotate exiended
12 give an early

29.4 Make pairs of words with a similar meaning trom
th€ list below. All the words and phrases are used with

be-shedaf, ln aclvance, inflows, infusion, inje.tion, gene6te,
hatdings, taase, needs, paynent (n full), raise, rc.etpts,
tequtrenenEl reseNet rgt*tit:€+' seftlement' shaftage'
shortfall, spare, up frcnt

b-" +tan of - run out af

29 MANAGING CASH FLOW

29.5 Complete th€ story about overtrading with these
words clear, delivery, fuffil,Iinit, outsanding, ovednft,

Background
Manuela3 bueness is thrce years old. Her annual

.... ., is €180,000, of which €20,000 s
profit. she operates with a bank ov€draft of up to €25,000.

Manuela succeeds in winning an impoftant contfact io
supply Novatech. The order is for €40,000 a month for iwo
ye.'s Sl'e w I be pd d 60 ddy5 at"' ?
(Note: sixty workinq days = three months.)

She .alls her suppliers. she orders ev€qdh ng she needs to
fulfllthe contract if the flrst few months.

Ihe lirst month
Thrngs go we l. Manuela r€ceives her s!pp ies and begins to
make the items for Novat€ch.

The se(ond month
Manuela mak€s her fid delvery to Novatech and she's
happy Her supp ers cont nue to supply materiak, but to pay
l ler . r ls l .e 1a9 to ' rc ed-e her r

The third month
Manuela makes more de ver es lo Novatech, but her
overdralt i5.ow at the r

The tourth month
lvanuela is worried. She canl pay all her supp ers.
However, she thinks she'll be fine because sheb stil
delivering to Novatech, and they re pleased wirh her qLia ty.

The fifth month
The first paymenl iiom Novaiech arrves on rirne Thir helps

her overdraft h nill €4,000 over th€ irn t. Some s!pp iers
afe becoming uneasy, and one s thfeaten ng ega acton.
The bank refuses to 6 .ny more

The sixth month
Novatech are havlng cash flow problems of their own, and
decide to 7 their sm;lest and newest
suppliers- They write to Manuela io say thai unfortunately
their payment this month will be delayed. A few days ater
her bank demands that the overdraft is repaid within seven
ddys. Manuela decrdes rhar she can t 3

any morc orders she closes the business and bamesthe

See page 149 for some dilcussion topic5.

Manlela to pay the most 5 bi l ls ,  bui
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@ erofitabilitv

"Whot willhappen to profhs ifour solesvolume drops?"

a

' ' j 1 , ,  
t l t  ' ,  : , , i t , t ,  r l " , t t : t f i t : '

i , ,  \ i i ' i i  i ,  , r : : : , . t  i , . , ' , t . :  t t r r t i i ; t ? '

:  i :  I  i  a  r : . : t  , '  t . i  r  , : t  | r  \ / i ) i | t t ) .

! i  : a : ' ,  i  ' : .  r  i r _  a . ,  ' , i : l ' .  ' _ , r ? "

All the questions aboye can Lrc answercd Lry knoNing one
snnpLe thing:the relationshiF Lrcts..n fircd nnd r.riable

Fixed costs and variable costs
Fir€d costs ,emain nrorc or less the same regardl€ss 01 thc
lelel ofsalcs. Typical cx.rnples are salaries of permdnenl
e'npkryccs,.dvcriisirg, R&D, rent, iiteresi on bank l(Dns,
ins!rancc, hcntjng and lighinrg. etc.

Vari.ble costs ircrease directly in p()potim t,) thc lelelof
sil.s TvFicil cxnmplcs are parts an.] m.tori.rls, $1rgcs of
torpor.ty cmplov.cs, salcs com'nissnhs. deliverr chirg.s.

Thcr. .rc ii.nrs dlit .rc Llifficuli lo.alL.Boriz., nrd nll .osls
v.ry l() sonx dfg|'(\'. Iht idrc{isnrS I(r.\im}nc is un,ill!
cofs crcd k) tr. i fir.d c{)stbccausr i) it hrs n fi\cd L,ud8ot
t(r erch .ccorntirg pornli .rntl b)ad(rtising cosis fo. i
(,h)lc lrnrnd willndt bc nl.rcised or decr.ased inrm.diate\'
in pR+uli(rl to tho s.lcs of individual pnluci linrs

Breakeven analysis
Oncc vou know specifjc !.lucs 1or ih. larious .osts, thL' Iirst
lhnrg youle ible k) do js i brc.kclcn anall'sis.

E\ e.v busincss student knorvs the classic graph ot holv.osts
and rerenuc rise at a different r.rte as sales ifcrease, an.l how
ihe.e is a brcak.ven point where they .rcss. The brerkeven
point is the snlcs \olum. vou need to exi.tly coler nll your

Breakelen a.alvsis c.rn be uscll lof dccking rvhcthcr n ncs,
pnxlu.t i.tea is wo.th llcrcloping. and for compuiing ihc
ne$ nrles figurcs thit wolrld bc n.cessary if you dccidc k)
incre.se ri\cd cosis (ct bv rcnting nror. office spa..).

operating leverage
Opci.rting llroralr is the cxtcnt (r which n lrusincss uscs
ti\.d cosis Grs comparrd to \ariiblc costs) in its otcr.li(rs.
lf n irusincss his hlgh fl\.d .osts, thcn i sniilL riso or irll in
s.1lcs rLill pnduc. i l.rrgc risc or f.rlL in p(,fits l),1)t1t is nur
sensi tnc kr  a.hange in salcs lo l !nro.

Kno*'ing tfu op.raiing l.!.nrgc giv.s nDn.gcrs n nrotu
accui t tc  analys is  than looknrg s inrp l l  r l  thd brc ikcvf f
point. lt also nnrinds ih.rn k) kccp ti\o.l .osts lrw In otucl
to lituit do$!s . risk, and hchs th.tu t(r s.! th. .ff..ts of
substituiing machin.N (with highcr fixod costs) for l.bo!r
(\!ith higher v.rdable cosis).

Contribution margin analysis
The contributnrn margin is the percentdge of each euLo or
sal.s th.t rcdr.ins rftcr the vrri.rble cosis are subtrnctect. This
is th. amolnt thit is.rail.lble to.ontribute tuwards fi!e.1
cosis and profit. Coniibution margin is uscd iol

Compare the p(titabilit\' oidiifercnt product liles.
Dccide whether b add or subtraci a product lile.
Dccide how to pdce a p(rduci.
Dccid. hor{ to str!.tlre any conrmissions Go that sales
staii arc encouraged to push more profitable hres).

Sale5 Volume



30 PROFITAEILITY

Exercises

30.1 Look at the graph then underline the correct words
in italicr in the statements below

Tlre 9raph abole lhows lhat  lhs comp.ny ha!  h 9h operal  n9
leverage Asmallrse n sa es ({iorn A to B) produces a large r se

1 lf point A represents sa €s of 100 uni15, then poinl B

2 1f bracket a '  r€presents a proft  of  €100,000, then brackel
'b' represenrs a profrt o{ €l2a,aa0 / €2)a.oaa.

3 This means thar an n1eate h sale\ ot 2Ao/./140'/"
prodlces an increase I prcI I aI 20% / 1 1Aa/a

4 Thls s the phenom€non ol operating leveage / contributian

30.3 R€Ier to the graphs in 30.2. Und€rline the corred
words in italics below.

I Reduc ng fx€d costs (Graph A) rnedns that more / fener
sd es are needed to break even R€dlcngvdrabecons
(Grdph B) do€s not have such d biq efi€ct on the breakeven

2 Look.l lhe lncredsLng gap b€fr€en revenue and cons as
sales ncredse in both graphs ths s the operat ng everage.
RedLrcing var abe costs (Graph B) gives mo.e / /e5s operating
€verage thdn reducing fxed cosls (Grdph A).

30.4 Study th€ top half oI an income statement below
It is in 'contribution format', so a) the variable costs
and lixed costs are listed separately and b) figures for
difierent product lines (A, B and c) have b€en separated

l r r roni 's /aae,r i : r i

(trqutes in €400)
l ine A l ine B ine C

5ales revenu-o 500 765 830

Cost ol goods sold 275 325 374

S.e-  (oan "on 80 05 40

Sh pp ng cons 35 30 55
Tota lvar  ab€ costs {390)  (460)  (s6s)

Contr  buton marg n 22% 40% 320/o

S a a r e s
Advertis nq

Elc

Operating prof r

check the definition ol'contribution margin'opposite to
see how the ./" figures in the table are calculat€d.

txampe ( lne A) :

5 0 0  3 9 0  =  1 1 0

!9, rco - zzY.
500

Unde.line the correct letters in italics.
1 In order to rnax mize prof ts, the conrpany shou d emphdsize

li",e A / B / C n ts prodlct mx
2 Sa es comm6sons on ine A / I / C may be a litt e ioo

3 These ngpriceof ne 4 /  I  /  C s prcbab y too low

See page 149 for some discussion topics.

ln  prof ls  ( l rom'a to 'b )
5im arly a small lall n sa es from B to A prodlces a large lal in

30.2 The two graphs below are for th€ same company,
six months later. Notic that the revenue is unchanoed.

1 In wh ch graph,  A or  B,  have manageB reduced the
adveftrs nq budget (d {xed cosl)?

2 li wh ch graph, A or B, have mdnagers found another
s . p o 1 6  ̂ r l  L ' r 6 r p 4  _ 1 "  

" ' r "  " \ " r " o l "  o s .

Sales

Sales Volume

Graph

Sale5 Volume
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Financial markets

Stock and bond markets
Stock markets are the best-known financial market, and
thet tunction is fiJstly to raise capitai when a company goes
public (ie issues shares for the firsftime), fld secondly to
pro\-ide a place where blyers ed seilers of those shares can
ihen exchange them.

Wller a brsiness rea.hes a ccrlain size, the origiral o$,ners
'ni8hi decide ihai they hant to go public dd Lisr rheir
shares (AtrE stocks)on a stock market. With rhe hetp ofan
hvesiment banl<, they sell these sharcs io lhe marketat an
IPO (hitialpublic offering). Ahrge:i!m ol money enters the
business as a onc-time event and can be uscd io expand the
business. Owne.ship of the business passes f.om the original
founders to the shareholders.

The bond market is .lso used to raise capiral, but ir this
.ise the capital is raised as a loan. Bonds can bc issued
by companies, governments and some municipal orsr.re
authorities. Thc iDveskr ihc bondholder- provides monev,
ancl tlis is paid b.ck with intcrest over thc tcrm ofthe lo.n.

Sbcks and bonds, which are collecrively known as
'sccuritie{, are activcly tradcd on the ma.kets ifrcr thcv have

Money market
The nloncy markct is lcss w€ll-knos'n, bui it provides
importani short+erm liquiditv for ihe fitraDciat svstc,m.
Conlpinicscan ftrnd thcir shori-ierm needs with a rnnge of
clebi i'rs[umeDts, oftcn refen d io as 'commcrcial paper'.
Banks usc this papcr to bo.row anct lend amongsi thcmsch,cs.
Covemments, siaLs and localgovcrnments also hav. access to
moDey mark€t instruments to tund thejr short,tem o.ot.

FX market
tsy far the larg.st liiancial markei nr thc world is the foreign
cx.hange (forcx/fx)narkct. Companies need cur.encjes to
pay their foreignbills. Central banks buv.nd settcurencies
lon 'q ipuldr .  rLee' .h"-ger i tF Covc 'nnenlsu\ecur .nc ic .
io buy the bonds of other couniries. Pension tunos neeo
currencres to make irvestmenis ovcrseas. Speculators buy
and sell cu .ncies as ihey chase shorr-rerm bends, adding a
loi oflolatility to the svsiem. And evcrybodv $,anrs io hold
their spafe cash in a currency with a good rate of inter€st.

Commodity markcts
Comodity markets exist to trade physical produ.ts such as
oil, gas, metals, grains and meat.

Derivative markets
I  na l \ .  thpre r re opr j \ .  t i \ '$  m"r lp ' , .  A ded\  dhlp i -  r
fimncial irNtrumeni a'hose value is derived tiorn (= depends
on) another asset. For example, an oprions coni.act on a siock
allows you !o mke money ifthe value of the unde.tving
sto.k rises (or falls)to a certain levelbva certain date.IJ it

does, you gain nore as a percentage rhan the movemeni of
the uderlying stock. Ifit doesn't, you lose everything.

So, in exchmge for some risk, vou can in$ease your
pobential !eim. Bui notice rhat an oprions cmhact also
alloh,s you tobe nore caretul with youi investmenis: ifyou
own a sick and it falls in vahe then you lose money-bur
$,idt an options contract on the same srock yo! can make
monev as ihe stock falls. In this way you have 'liedged'

(ie protected yourseuagainst) ihc risk.

Instilutional Investorc

nsufance c0mpan es

Th€se ar€ lndiv dua s who purchase
sma amounts ol securtes lor

hveslmenl banks buy and sel
securties on behal ol the r c ients
(large cornpanes), and on lh€ir own

Pension tunds nvesl money thal
people a.€ saving ior the r ret remenl.
lnsurance companles invest the
money lhey fecelve lrom poicyhoders
Mulual lunds (BrE unt trusls)poo
lhe money 0i rnany srna nvestors
ta rnvest n seected cornpanies n a

Olten qu te secr€tive these are
companres that poo the r.oney
of wealthy inveslors and act n an
aggressve way:spec! al  ng on a
shorll€.m bas s usng everage
(re ooffow ng money 10 ncrease
polenlial prolts). using derivativ€s, etc.
These lrrns lypicaly nvest n privat-"
cornpanes nor plb cly sled
compan es. There are two very
d lf-"renl lypes of activty:
+ venture captall0 slppon stan-ups
+ buy olls (where a company s taken
over, reslflclured, and then sold)
Th€se are nvestrneni vehic es owned
by nal onal governments wilh a arge
budgelary slrpus (eg b€cause of oi
revenues) They invest in a range ol
assers (eg stocks, bonds)

Hedge lunds

Sovereign wealth funds



Exercises

31.1 Find a word in the text opposite that matches each
definition below. The words appear in order

I peop p wl_o -a- a bLs ners
2 do  u  nF L  q , \ " r  lo .onao^F wLo Inveg l r  11o_ay i r  

"
government or company, wh ch prom see to pay back the
money wth nterest

3 (fl1lo r.vordi) the reaton in value between one currency
and another (eg €/ $)

4 peope who buy and sell assets (eg shdres, bonde,
curr€fcies, raw mateia t n the hope of mak ng a quick
prorr

5 . .ddAn o're dd gF'oJ .rarget
6 P -"q 

"  ;  ng .nd"r I l_P .Jd".e

Now do the sam€ for the words in 'Who are the players?'
opp05ite.
7 fthr-.e words) actinS as the representatve of; nstead o{

8 peop e who own insurance
9 combine people! money so thal I can be used more

effectvey
10 (two wotds) narcy inuested in a new company to he p 1

11 stuat ions in which a person or grolp garns contro
of a company by buy ng a or mosl of ts shares

12 (twa words) when agove.nment receives more
than t  spendg over a parncular perod of t  nre

31.2 Put the words in ead box into two groups, based
on their  meaning.

b.a! 
.baofr.g. 

br|| dep,es.ed.lattirg Ta..el
neauntl nstng s(onq weal

a goad, high-tisk, profttable, isky, secure,
sau nd, speculatlve, wotrhwh i le

31.3 Make phrases by matching an item from each

31.4 Complet€ the sentences about <urr€n(ies with these
woids: appre.iates, depteciates, floatt, pegs, props up.
1 li a governrnent ts €lrrency to another,

then ii keeps t at the same eve
2 lf a qovernmenl a currency, then t

supports it and prevents it frorn fallng
I lf a currency freely, then ts va ue s

alowed to change against other c!rrencLes
4 l f  l l 'e (  r6es dg" n,L Lhe $. L
\ tf rl-o 4 '. 9 dgo 19t t,re $ L

31.5 Fill in the missing letters in these commodities.

I  En€rgy c.  €oi l ,  na gat
2 Food .nd Ubr€
3 Grains and oilseeds: wh t, soyb
4 M€at: ca €, h gs (8rE pigs)
5 M€t.s co ef, r ore

31.6 Complet€ the t€xt with the words in th€ box.

31 FINANCIAL MARKETS

connodtty .antrads dawnside tisk
hedgtng levetage underlying assel

Two concepls thal are fundamentalto modern finance are
everage and h€dging.
i is using bofiowed money to buy an
nvestment. You invest €100 of your own mon€y and €100
- or €1,000 oI the bank's. This g v€s you enormols proftt
i your nveslrn€nt s a good one, but a so magniiies the
' . o,ot oi everage n a rnarket
increases volatility lf the market moves against yo!, t's
not ilsl your own money yolJ're os ng, but the borrowed
money .s we . So yoLr have to se shares qrJ ck y to
mi.imlze losses, and lhis drves down the market very

3 means try nq to protect younef
against risk. lf you hold , lot of shares, foreiqn currency or
o ,  yoLr ' l lcearly make money f the
price of the asset goes up. But if the prce qoes down, yoLr'll
lose. You c.n hedge th s risk by buy nq a d€rvatv€ that rs
structurcd io make mof€y.s the plce of the

falls. So il the market moves aqd nst
you, at least you have some protecton.

see page 149 for rome discutsiod topics.

1 9o -\
2 s t  \
3 raise \
4 pay back --

5 iund

6 manipLrlate

8 bLry sh.res
9 support

capital by irsuing bondt
short'term debt with commercia papea
sfrares on a stock market
pub c with an IPO

a start up with venture capita

shod ter.n trends n the market
a company, tfren restructure rt

Financia l  markeB 67



sto<ks and shares
The word ttocks' is !sed in ihc US, boih 'stocks' and 'sha.es'

]n the UK, and 'equities' inside thc industn The people $ho
oa'n them nre knos,n as stockholdcrs/shareholders. (Plalers
in the market are shown in unit 31.)

Acompany's shares first appea, on a skrck erchange at the
IPO (initjal prblic ofierlng). lsee units 1 and 31.) Fron this
poirlt, drev begin to be.cin.el! i.adcd on ihc e\change.
People b!y stocks f(r hLo reasons:

Stocks pn! i di\idend. \'o! cin scc hom ihc nrconre
sLrte ent in unit 26 that sonr of thc lrcfit that a .onlpan!
nakes is returned to ihe sharchol(lc,s ere^ yc.r as a
divid.nd pa)Drent.

0,c pri.c oI lh. stock on the markei.in eo up. If lou but
lo{' ird scll high, !o! nrkc . prcfii (ie r .ipiLrl gain)
Obviousl)' r'o! can ilso m.k( a loss.

\ ' { . '  ' i '  
" 1 .  

r . l ' i r l  1 .  ,  . i  . l  r , '  _ - . 1 , ,  , . . . . r -

Investing in stocks

i ndcpc fdcn t .  Thcrc  'n igh t  L i r . r  $c l l

cn .b l i shcd  .onrp .ny  l r  thc  h r . l thc . ro

or  r f t t  N ia i l ing  .e r  tha t  p i !s  i  h lgh ,

.ons is tc r t  ( l i ! i r i .nd  ev . r \ '  ! .a r ,  L r ! t
whosc  s ( ) .k  | r i c .  chrng .s  l c ry  l i l l l . .
litL,.rl\,, thcrc nrighi Lrc.r inillcr
.onrp.rny in thc lcchnol()gy ncl(n
wh"sc  sn)ck  t . i . .  i s  go ing  !p  r .p id l \ ,
bu t  thcy  pnr  no  d iv id . fds  . r l  i l l ,
b { .u { ,  i l l  i l r c i f  f ( i f i i s  i tu  r r in \ .s t fd
l ( )  he l f . xp .nd  ihc  b rs inc !s .

Exchanges and indices
Ncarly clcry country h.s r stock
erchingc,.nd on lhc cx.hangc ccrtrnl
sharcs can bc gnucd togcthcr to
.rakc an ntc\. ln th. US thcrc is
the Dow lon.s, thc S&l'and the
NASDAQ;h !uFp. ihe |TSE, the
DAX and thc CAC, in Asja the \ikkei,
th. Hang Scng and the Sense\. An
nrclcr can bc uscd as a benchmark
f( t  i rd i ! id !a ls io.ks: is  the sto.k
oL'tpertorming or undoperfoning

E!efy siock is quotcd tr'iih hvo prjces:
a bid ln ice (= the buynrg pricc) and an
offer pd.e (= ihe scllng price) The
difference beh{.cn ih.se illo (= the

'bid/offer spread') is the protit ihai toes to the exchange and
other people $ho handle the hansaction.

Funds
Instead ofbuving siocks in an ndivldual .ompiny, you ca.
buv *ocks in a lu1d. ru.1s hold a range of shares and a
di\ersificd portfolio helps to spiead risk. The fund managcr
picks stocks ilith th€ help ol analvsts who hale expertisc in
part'cuLnr areas, for example Chinese banks, or small blotech
comp.nics. or di'idend-paying.ompanies.

I n . , * r , , . . h . ^ - " ' , r . . 1 ' ^ n  r i . " l . r . i - .  f  r h H i - h . ' l . l i n 8 -  r l - c r l
past perfo.mnnc.. thcir m.nagea their risk proliLc an.l thcir

Evaluating a stock
PRrfessnrnal in\esktrs k{k ii. {holc ranSc of fickts when
decid in!  nhi .h s tocks b buv:

SWOT oflh€ companY l ) .5 :  rn r  . r . i l ! .  \ . rnn  l )  . r ,  . .

I  !  s i  | r  ( . r f l !  r  t ( iA  , r . r l  l r , i (  r - \  r . . r i1 r !
. j t l ] i . i ) \ L ] l n j ] l ) . i ] l i ] l l j J n J ] j

A!.  t !  t t  . . , r . r  n f  [ ] ( i rxr i r

r r l . . r i rL  .  , r r i r  rn ' r  r r . f  t
a.i r i .rl

l l  r .er . r i  l r id  r  r . . f I , /ar i
F . . . . r  i : r c j  t r  t .  i o L r e \  r r k c . .  r o . r y  f r o n  r h e
nac.re 5 l lnan€ r l  ard b;  d. . .  s f t . r

Eranrp e\  tP!  (ear f  fq5 p. r  5 l r r rc i ,  P/E tuL !  (pr .e/
. .er  . . l r  r ; r  J l  lOI  l r . r ! r .  o .  . . ] ! i ry l  . t .

Prorpe.r  i . r  dLI  patu i . !  ar  idr r ry

.o. ! r rnrr  !Der . l  r ,9 .1.

! r !d !  fg  .h; . r  pr t te f f  s !ppo, t  and res is tan. . ,  r r ;d  nq

n!d! f9 .re!:or iei: mefr (eq pr..5 are rcwerr rhen
re.r  rer l  sat  rs  mo! :  bearsh)

a! .  e  ana, / r  i r ieascna i ty  ieg ! io .G do bet ter  f tor i

I  r i re  \ .co id ha f . fa  L l5 Prs de. t !  term ln of f .€ l

Fin.n<lal rltu.tlon of

Market conditions

Ie<hnl.al analysis



32 INVESTING IN STOCKS

Exercises

32.1 Find a word in the t€xt opposite that matches each
detinition below' The words appear in order.

1 (h,vo r,vofdJl accountifg . p.ott thdt s mdde Trom the s. e

2 d number thal shows th ol somethifg, so
that  yo!  can measure chdfges

3 an amount  or  nandard that  you c.n t r le  tor  ludg ng how
qood or  bad other  thrngs.re

4 do nq beiter th.n
s tn/o wofdJ) : r.nse of d fferent types ol nocl5

Now do the same for the words in 'Evaluating a stock'

7 d method used to nLrdy .n orqan za1 on by ana yz nq 1!
nrengths afd we.kn€sees.  t i re  oppoduf  t  e5 t  ha5 .nd the

8 prodLrcts be ng p anned or  deve oped thdt  w be . !ar ib le

9 po5s b t ie5 (espec aLly good thrngs thar  m qhl  happ€n)

10 f rhree wo. . / t  lh  ngs lhal  makc 1d l f . ! l t  for .
new company to e i ter  .  markel ,  1or  exfmp e t f rc
need lof  ,  o t  o l  . .p  l i l  o .  5pec.  ,zcd know-how

11 a pn.e eve on .  nock ch.r l lha l  has s lopp€d prevous

12 ltwa woftlt \||a pata el ne5 drawn on a no.l charl
l fa t  con1arn lhe prce noyement !  o!0r  a p€f ior l  o l  t  me

l3 how p ayers in  the r .drket  fee .bout  .n  nd v d la l  no.k or

l4  a se.res o l  evenls thal  happen.qd n and.qa n n th€ 5rrne
order  or  a l  the same t r r .es

32.2 Make phrases by matching an i tem t rom ea(h

:2 I Complete the text about financial ratios with
the words in  th€ box.  Check any unknown words in  a

ase6 blnf lout v/ay .apnalgain eatntngs
.ret.ict areetced ptofnnbtltt/ sha,e pn.e

nvestors n€pd a way to analyze a comp.ny objectivey,
.nd tenior  manaqers Ins de the compdny.  so ne€d
' 

1= perform.nce nd cdtors) to monitor
ts  f  nancla heath Th6 i5 where {  nancld ratoshdved,oe
lhey use f rg! res laken d i r€cty f rom the compdny dccounls
lo gve n lornra l ion abo! t ' ] (= prof rs),
growlh dnd val le  nthemarkel  Thes€ rat  05 a so appear in
new5 reports, and f you want to I

i ndnc€, you should al ean recogn ze the words passivelyl
H€re are some mportant  ones:

I  EPS Ed,n i .gs per  share Th!  ! thenetprof taf ter lar
d vded by the .Lrmber of  rhares that  have been Esued
t  s  d ba5.  measure o i  "
.b  ty  to make moneyr

2 P/E Pr ce to €. r rn ings . . t  o  Ih s  L5 the .omp.nys sh.re
pnc€ dvded by the EPS Foranrnvenor t !probably
ih.  5 nq e mort  mport . rnt  rnd c. tor  t  s l row!  wh. t  t l r - "
m.rket  s  w l l  nq to p.y lor  th .a .ompa.y!  e. rn ng5 t  s
! !ed lo  omp.re comp. i rer  .  t l re  s .nrc m.rket  .  h igh
P/E m€ans thal  rhe m.rket  l r . !  h  9h hopes lor  t l re
.ompany3 iLr tur , " .  bLr i  i t  m. 'y  .  !o  nd .ate th. t  the nock

3 P/5 Prce- to s , : ret  rdt ro Th 5 : :  m ar  to the prevroLrs

I  m a k e a d v d e n d  - - - -
2  q u o t e a b d  . \

I  have.  dNers Jed

5  r s k
5 qrowth

8 investor

lhe .nnu:  sa es por  share t  s  lsetu l  $/he.  e la ld t  i9
young.omp:nres wirh ots o l  eales but  t t le  or  no

4 ROE Retlrn on eq! ty Th s s the net proft afier tax
d vided by the shareholderl equty lt |s a rneasLrre of
how effciently a company use5 ts 7

to prodLrce earn nqs
5 Div;dend Yield Th s s the dnnLrai d vidend per shar€

d v ided by the share prce l t  shows you the ret l rn n
d vidends lhai you qel when yo! buy a stock Yo! need
1o know lh s I you re ookinq for req!lar dLlidends from
an esidblished .ompairy rather than the chance of a
3 trom a h qh risk growth stock

See page 149 for  some dlscussion topi ( r .

per lornrance lo l  a  lund)
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Recruitment

Rccruitnent Fning) is a tev area $ithin human resolr.es.
Thc process inlolves nany decisions:

Should you hire a full-t ime employee on a
permanent contract?
A flli tine cmployee is likely kr hayc a beticr skiLlsei. morc
expeiiencc, nore loyatty, rnd you wiLl hale nore control
orer ihcir iinc. On the other hand, you re taking some risk
with your commltment tu this individual, and you \!ill ha\e
exha costs (.9 paid lacation) to.onsid€r Other options

Fixcll-tcrn.ontra.ts.
PalJ tinrc cnployees (eg students, .ciirccs, nldi! uals

' Te'nporary hclp ('t€mp{, re(ruiicd through an agcncr).
Indepcndcnt contractors and f.cclanccrs h{'ho mighl work
ofr your prcmises).
Rrorganiznrg the depatmcnt b nllocaic work in i

What iob wil l  the new employee do?
Th€re will bc ccrt.in iolr skills thdt thc or6iniration necds. 1I
you rc replr.nlg.u cxistirrg .nrplo!.o, thon.n cxit nltorrk\!
could h.lp n).larify soDa. of ih. isslos. ,Afkr nhlc inalvsis

A job .l.scripti(Jn ihat gi\'cs ihc jt$ till., i {Dm..v of thr
j ( )b ind a l is t  o t  ihc nrn in i .sks or . lur ics.
A pcrRD spocificntnrn thii ljns thr knowlodgc,
exporjon.o, qurlificdtn)ns ind skills thit ro! woul.l lik. a
ci!didiic io hiv.. Thest .rc oft.n di! .d nlto 'csscnti.l'

;,n(l'd.sjrablc sp.cificiin)D{.

How wil l  you attract applicants?
Oncc you hrve.1 lob opeDing, your fini thoughis nre likelv
tu bc inte.nal applicants. li yo!.lon't ofrer opportunities to
cxisting emplovees, ihcy'rc likely to become demoiivated
and start l&rknrg clscdrere. But if vou do need io recruii
cxternal\r ihen vou can lse a !..ietv ofelecironic and print
tnediA such as an onlinc posting on a jobs rlebsiie, or a
classified ad (of a dispLay ad) in a newspapei You can also
usc the se(,ices of a spccialist emplovmeni agenc!, ircluding
headhuntjng fi.ns for scnior managers.

Anothcr source of nes Nruits is referals, ie sugltesnons made
b)' colleagues, eisting enplovccs, etc. Bui belarE, a $'o.kptace
rviih ioo mdy friends resulb jn a group that.esists supen ision,
covcrs up for iLs membes, tria[zes too much, ignores ihose
n J r  i ,  d h F  q r . . p  a r d , " 6 A p . ^ b l F r - , r ( . n t . . a d n +

What kind of interview and selection
process wil l there be?
You $'ilL begin by asking for and lookjng through Cvs (BrE)
or rcsumes (AmE), lnless you havc a spsial templare or
application form designed by ihe compd\: You I'jll rher
draw up a shortlist of candidaies dd ca these people for

At ihe inten-ieh there are a nmber of stages that you will
probablr 80 ttuough:

Be$n br estabLishing rappori with the candidaie. Th€y
tyillbe nenous, and vou $,a.i to put them at their ease
so thai iher cd e$ver qreshons prop.rll You can also
.  he. l  (L r  . rb j  i  \  In  -^ . i i l i /F  and bn l l rpn,r l )
Outline the conpanv backgound and where thejob fits.
Encourag. the candidate to talk about ho$' their skills and
expcricnce are releeani. Ask opcn-ended q!€stions and
keep thc inten ierv movint and on track.
Close thc nrFn ier!, and indicatc to ihe.andldaie the nexi
step and ihe iimeframe.
Rate the candid.te $hil€ thcy're fresh h vour nird. Kccp

Afier the inte^ ior nnd dependinil on thc job, thcrc nr.y
be furiher tests. Thcsc can incllde praciical tcsts (ofNanuil
sk i l ls  or  cotuput ing sk i l ls ) .nd psy.homct f ic  tcsts
(€g prcbleh soh irg, cl€.ision making, urtcrpcrson.lskills).
Som! hrgc compani€s ha\e spcci.rl isscssnl.ni ccntrcs to do

Fnulhr b.f(tr( sclccting thc besi c.ndid;rie ;,nd nl.king i job
ottra, yo! mnI '{.nt k) do somc ba.kg(rncl chL(ks. ,^t.
mnnnun ih ls  in \1nv(s c i l lnrg torm.r .nployors who woro
lincd bv th. c.n.l atc i,s rcf...nc.s.

Tips for a CV (resume)

Plt a Surnmary', n a box at the top one shorl
paragraph wltlr your cur.ent pos tion and objectives.
Put'Work experience before 'Education 

, with the mosl
recentjob n.st. lncllde references at the €nd, of at
least a line saying they're available on demand.
Be speclflc in your descriptions of .espofsibilit es in

Inc ude lots of acl on verbs.

Focus on ach evements (ie importaft tlrings you have
done) rather than skills.
DON T leave gaps in your emp oyment record, and
DON I put down manyjobs ln a shon lme.

Tips lor a cover letter

hclude a cover letter with your CV ]his cou d be the body
ot an emai ifyoure sendingthe CV as an attachment.

Refer to the partcular vacancy (eg where yo! saw it

Show how your skills and experence would be relevant.
Highlight a couple of points from your CV
Say when youte available for interview
Gene.ally sel yourself.

For more help, use an Internet search eng ne. First choose
a word l ike 'CV'or ' resume'  or 'cover  et tea,  then add a
word Jike 'tips' or 'example' or 'advice or 'wrlting guide'.
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Exercises

33.1 Find a word in the text opposite that matdes ea(h
definition below. The words appear in order.

. liurndn ,o\our.ost .ar9e ot + r \
2 b .  ld 19, rL dr .  bJs -e9s -ses
3 decide to use a particLr ar amolnt of money, trme, etc for a

panrcurar purpose
4 e/dr r"r o. rhar yoL fave pds,ed
5 i dir g 01 "bodv who tds l'e flg\r .l s 'o d sen ol

lob and peGuad nq them to ledve th€ir pres€nt lob

6 (two wofdr) people who have recenlly jo ned an
orgaf zat on

7 (phrasalverb) ptalecls someone by hid ng unpleasant fact!
about thern

8 (phrasal yerb.) readinq somethinq to find the i.formation

9 a pre'design€ddocLrment formatled for a pa.trcular
purpose

'0 ret io . l_ o of u_de'slaldr_g f  €rdhress c_d respect

11 decide ihat someone has a partEu ar standard or level

Now do the sam€ torthe words in Tips tor a cover letter'

12 a job that is avai lable

33.2 Make phrases by mat(hing an item trom each

1 be on -- =\ work n a different way
2 recru i 

.- 
a permanent contract

3 work

5 sta(

6 .sk

8 keep
9 d o

10 draw up

33.3 Divide the words in the box into three groups,
based on thek meanings.

look nq esewhere for a job
off the premises a9 a freelancer
temps thfouqh an agency

a short ist of candidates
on ach evemenls r.ther th.n skilk
open-enoeo quesr|ons
some ba.kgroLrnd checks

33 RECFUITMENT

33.4 Find two words in the second column in ex€rcise
13.3 that are used when th€ employee does something
wrong, not when the company needs to save money.

/

33.5 Underlin€ the correct words in italics.
1 A candidate / An appliGnt ha, simply asked for a lob (eg by

sending a CV)t a candiJate /an applrcarf is be ng actv€ly
consider€d for the lob by the company

2 A classified ad I display ad s a short prece of text; a
cbssnied ad / dBplay ad has a box arolnd t and can have

3 lI you outline / highlight a po ni, you make peop € notice
it and th nk about it; t yor autline / highlight a pai , you
descnbe the ma n deas

3f.5 Crosr out the item whi(h has a diff€rent meaning

1 to cornplete, fillin, fil out, submit an application form
2 10 aftend, be called fot, carry out, get, go far an nletvtew
3 lo allacate, assign, delegate, give somebody, set somebody,

4 ro be fa@tl with, catry aut, do, fulfil, peiarn a task
5 ro have a challenging, daunting, difficult, hatd, thankless,

6 to talk about a candidates emp oyment cont€ct, h6torJ,

7 loLdve an erab shed ec'rrrert  rerhod. pol,c)
proce.lurc, prccess

8 to have the required erpetlbe, know-haq nindset, skilket

33.7 Match pairs with a similar meaning, one from €ach
box. Allthe words (an be used with 'experience'.

apprapriate extensive firn hand
handeon lttle prial

33.8 Match pai6 with a similar meaning, on6 from each
box. Allthe words can be used with'job'.

n,ake rcdundanl (qrE) quit
take an temtnate ,AnE)

baring challenqing decent
i.Jeal nanual requlal

hand in your dead-end denandinqdismiss

See page 150Ior some discussjon topi .s.
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Pay and benefits

t'ay is often referred to as'salary'in I'hite.ollar jobs and
'wages jnblue coll.rjobs.  .ompanv offers a compensation
packagc (= pay + benefits) to emplovees, and this is the main
way to attra.t and retdin thenr.

Levels of pay
How do vou decidc nhat levelofpay is appropriatc? You
. J n - . " r  b i  f , , ' d . [ e o ! t  h r  r o , h c r  m l ' o \ e ' - , r . t . , . u 8
The best wav to get ihls infornation is probabh' netlLorkirg:
ask existnlg staft counterparts fronr oihcr.ompanies, pcoplc
.lready doirg thatjob, eic. You could also look at ihc job
adve'lisenents jn loc.l nerlspipe.s and igcncics, or pcrhips
consuli with yo!r ch.mber of comnerce.

Sometimes the salary for a job is fi\ed; ar other ritres it m.\
bc opcn io dis.ussion, for cx.mple ai interlie$ or *hen i job
otlc. is nude. A studcnt lookmg for their iirst job p.obablv
won t hi!e n1u.h lr.f8nnring $Ner ocr p;r\,, but other
pcople might. ln parlicular you ha\e a Fosiiion of strcngth if
you hd!c srrcci.ljzcd skills. ir e\ishlt tob, ind rou cin see
lhii the .onrp.nly n.cds yo!.

ticsidcs ddc nlg how nruch io piy nds' hires, the othcr
miior conce ofcn\rloycrs is hos mlch of a ris! (AmE
txisc) kr Bivc cxisting cmpkrv..s. Thr thre basjc appr(r.h.s,
which nrc of tcn mir .d, . ,c :

(li!e rvcryono tho sinlc Fcrceni.rgc risc.
( ) i l ' { .  . r . r . r l  i n ,  r r _ t .  | , ' . \ l , { ' l . r F t . , ' r \ , r \ i . r
ll.vr .n inc.ntile schrnx, wh.r. p.rt of tho ris. is a bonus
brnal on p.rtortuan(e, rcsults or profits

Pertormance-related pay
Th. pros xnd cons of optnD 3 above (ie pe orm.Dce{elded
piy), ar. \!ell known:

Pros lt providcs r si.ong nriti!ition to work well, collcagu.s
know who isn't pullirg their wcight rnd resent it if thesc

Peoplc ar. p.fi the sanL'.

Cons lt creates tensidr bchlccn colleagues, pe#ornlance turr
be diifi.ult to measure, emplo)'c.s siop focusing on qualit! of
work and jnstead jlrst fonrs on those facnrs d1!i affeci pa\1

It is ofcourse possible b gi\'. a bonls to elervone at the end
of the v.ar ifcertain targeis are n1ct, and this olercomes the
objection about.ompetition undcrmining team$'ork.

Laws that affect pay
Irom the 1r!man r.sour.es point of !ie(', anoiher important
issre is compliancc with the lax,s ihat affNi pay There ma!

The minimum rvage lan hourly rate for lor-pald

" Overtime ('iine-and-a h.U' mav be mandaiorv ior some

Equal Pal' for equal (ork (to combat discnmination based
on gende4 age, race, etc).

Benefits
Ben.fiis, the second area ofcompensation, are covere.l n
ihe table below V.nv of these have a minlmum level ihat
is required br las', but an opnon is for the companv to

AnnLal  leav€ dayr  (paid vardton)
Srck eav€
T me off for pregnancy (mdtern ty
eave). b rth, mov ng hous€, elc

Life nsurance - attractve to people
with la.n ies
Pr ivdte heal th n5!rance
D s.b i i ty  nsuranre ( for  serous,
perrnarenr  In lures rnar  calse ong-
terrn oss of n.ome)

Pension plan The €inployer lsua y sets !p the
(for p an and makes payrnenls nto t,
r€tirement) but the emp oyee can a so rnake

contrbulons

Workers' Protecl on against oss of ncome
(ompensation (and for med cal pdy.nents) due to

a work-reated n jury, .cc d€nt  or
nes5

Frange benefits Car

Laprop. .nob e device, etc
N.4€.nbershp of  a heal th cub

Emp oyee discount on the company!
own products

Re ocation expenses

E\ha benclits ofler great llexibiliiy in how you rcwnrd
emplovecs. Reselch in the UK has shohn th hc mosr
comnron bcnefits offe.ecl by largc conpaDies arc cmploycr
pension pl.ns, life insl,|ance, an.l an increased numbcr
ofannual lcave davs. Other popular bencfiis rrludc

n, . t r - . r  'n .  l  ,1 . !e lo.npnr  . ,pp,  {  Gnrt rF-  -u,  h J-  -  n i - r r .
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Exercises

34.1 tind a word in the text ooDosite that matches each
definition below. The words aooear in order.
1 (twa wotds) ofrice lobs (ather than factory jobs

2 (human resaurce, cant nue to emplof keep

3 : <.r o< ^f 16^"1:r

(three words) advantages and disadvantages

5 (thrce wards; idiam) daing the r share of ihe work

6 fee .ngry because you arent treated fa fy

7 gradus ly m.king something ess effective

8 rhF p'acr(e o'obe)rng a aw
9 odered by l.w

l0 unfair treatment

Now do the same for the words in the box opporite.
11 a conditon in which someone isnl  abe to use a paft  oi

the r body proper y
12 (twa wotdi I|ingsthat yo! g€t in add tion to your basic

3 l n c e n t i v e
4 tfe
5 m nimum
6 matern iy
7 pension
8 end-of'year

cornpensatr0n packa9e

34.2 Make phrases by matching an item lrom ea(h

1 compensation ----\ scheme
2 bargain ng '- packaqe

wage

34.3 Write each item next to the corred definition
belowt life insunn.e, pension, rctitement,
'I the t me after you permanently stop working

money paid to your larn ly when you d e

money that you rece ve regul.rly when you
Decause or your age ...... . .

34 PAY AIID BENEFITS

34.4 Match each word in the box to its closest definition.

bonus commission incone overttne pe*
remuneratian rcyaw salary wage vveiqhtinq

1 a regular amount of money th.t you earn - used for hourly
/ daily /w€ekly payments and b ue-co ar jobs fusualt usec/

a regu ar amount of rnoney that yo! earn
- lsed for monthly payments and wh t€ collarlobs

3 ' l1or  ey pdr .d by a pe6or.  a ' r  orgar  la tor  o aco.nr l

4 (formd, payment th.t you get for yolr work

example the chance to trave

) a sab\ awatd band beneht.... ^*"e. h;--- .. 
pdctdge tdage. teaew x"te

the rnoney that som€one is paid for the extra ho!rs that
they wo.k
an amount of money that is p. d to somebody every t me
th€y sell a product
a payment that someone 5!ch a5 a writer or muscran
9e$ each time their work s lold of pedormed

exlra money that you?e paid in add iion io your usua
salaf' especra y as a r€wdrd 'o good peJo "lalcF

erlra arourr o' pay giver becaLse yoJ $o l in a'r area
where itl expensive to live

l0 something extra that you gei from a lob, v€ry much like
a fringe beneiit, but it can have no monetary va ue for

34.5 Cross out the qle word in itali<s that does !91!
make a word partnership with the key word. Check any
unknown words in a dictionary

aftractive, aveage, basic, campetitive,
1 a / an genercus, grcss, incenttve, monthly, net"

statting, substantial

2 back low, naternity, avettime, peffomance-related,
reward, severan@, si(k, take-hone

p.y

34.5 Fill in the missing lefters of the prepositions below
Her€ are th€ fetters you needt deeffinnnooooonrtuv.
t have a good job. I m a salary .. . €40,000.
2 'm noi pa d enough. lt's not f.ir l'm .. . - . . pa d.
3 He's paid too mLrch. He doesf't deserve jt. Hes pa d
4 They pay my saiary my account at the €nd of the

5 The company paid my aptop.

See page 150 for some discussion topics.
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@ 
,rrrr., in the workptace

The pievious two units covered recruitmeni, salaN and benefits. These are the core areas of human
rcsources (HR). Brt there a.e a whole vadet_v of other norkplace issues, both big and sn.ll, thai HR
mana8ers hare to deal s'ith. Small firrns often sort these thhgs out inJormallv, but in a large organization
a uion rcpreseniafi'e might become inlohed. Most of th€se areas hale legal requnements tliat HR has
to noniior and ihe papenr'ork required for this mav be a ia!8c part ol the irork of the HR department.

W O B X I N G  H O U R S  A N D  O V E B T I M E

TheseareLrs la  yc  ear  npr incpe bu t  what  abou l  a  s  tua l ion
whefe there s too mlch unpad unoilicia overlime? And is t
aways c ear whelher train ng and lrave count as parl oi lhe

iob and whelher working unches colnl as working hours?
HF cou d become very unpopllar wtii oiher managers rf rt
taes to enTorce the rlles in lhese areas loo slrclly

Leove dnd dbsen.e Aga n Lhe P.n(pLes arc cea bLn whnr

hrppc.5 when a s.( ch lrl reels cokrerfterforsevera dav5lwhat

happcns lsorcone s msng wo I be.alse or sc 'ous pe'so'a

p.oblcmslWhat hiPpe.s f everfone wtrnl! 10 1ake lner ho davs m

ihe same nme . the slmme rn.l ihe e rt ro-onc eft n the ofllcel

What lripPe.s 'i t hr! bc.ome the norm lor PcoPe 10 lcile worl

ea-y on Frdal ate noon bui .o$ fie ncw CEQ doesn t !kc t

and wi.ts HR to do somelh ng abod tl

Health and safety

r ' r : l
, \  r ,  1 . ,  !

. r r  : , i r r r ,  l i  !  i : i l r : i  : l : : , i  : :  _ r '

.  r  ' ,  i  I  : , ,_ .  -_ !  : ,  : l r  r i  ! , i i .  :  . . -  -

Dr r4r l  l r :  r  I  . i  r i  r i , i  1  r ,  i  l r  ) :  :  , :  : .

Dealing bith hara.s stwrt
and. bltuging
This can begin jn very subue
wavs - and tead ro a laige
compensaiion award againsi
vou if not deatt wth prcperly

Disci pli nan and tl isntissal ptoccdures

s n r r ' " r ' r r  o l  L ' , ' r r \ " ' '  '  l h r l  q r ' ^ ' m F o n d ' r r

-  ; . .  . . ' ' ' : ' , . " '  ' , ,  
"  

' ' \ ' r c l ' l ' r '  n l P  ' l r " ' r ' r r r i * ' l

*ltt,out noticc rhoe nighr indudc {lghting' f'$d

theli. c(c Bui lfha( hiPPerrs il an cltpl)vce warts t)

, 'nuc : ' l  rga i r r ' r  ' c '  ' l r '  r j '  r '  l r  $  Nr '  I  r r r \  I  r ' l r  -  |  !  Nr

. ' I " , , ,  -  : , , u , "  '  r l "  r l 'P "J l '  r ru ' ' ' l ' r r ' ?  r ' r  ' ' hc l

i . " . " " , ' ' " ' ' , ' "  ' ' ' | l " ' " "  ' r " ' . " '  r "  ' " r i '  I

" . u ' , t , c "  
q " . . '  

"  " "  
r r r ' l r ' r ' '  l r l  i  ' 1  

"  
' l  ̂  ' n

i\{r:. IloN are ilNse rvr rngs gtrcr':

! s ! . i v  rh . / .  t r  t ro t . . t ro r  !nd . r  rhe  rw t .n j  d is . rn r f i lon
on r f l l  g r . ! r id5  or  : . r ,  r ; ( . ,  . l l l r  .  o r i !  .  nn i . f r  r t  d rab t ry '
j c r la  o r . . r< r ron  ic l  . l  . . ,  . rC .  .  r . l  d j , x r r  , i l !5  j l r  \ tn !d

)
t ,

dcc d. . j . . rd  r .or .n f r . t  r ,c . t  v \ !c  r  r t ro wolk lorcc borp j
rh. i . r .cune.r ! i r 'ourc. t  wi  i . r l  rhr . rLe. . . t , i r r t  rhcrcm!f r
D. .ornrncf(5 b.h fd p. . / r .5  b.L l i \  th , l ,1h. ! . r r , . ror  nre lob

Work-life balance

Arc there opportunilles lor workinq flexible hoLr9 or ob

\nd lnq . ln r r  m,gn l  bF r r roo ' ian l  ro  'o tseo-e  ̂ c - r '0

io  *o r  r . -  -o" , "  o '  .  p"ran 'Fru-1ng Lo wo4 ' l re '

a new baby. lf HR cre.tes the precedent that one pe6on

.an wo* lrom home one dav a week' how do vou slop

everyofe wantlnq to do t?

GRIIVANCE PRoCEoIJRtS An empLoyee may
have concerns or comptajnts about thejr
work, emptoymeni terms, workjrq conditions
or r€tationships with coLteagues. If so, they
nray want io discuss them or bdnq thern
fornratty to the atierhon of HR. They witt
expect NR to addrcss and resolve these
gnevances. k tlre prccedurc for dojng this

what happens il an employee sees evidence ol Iraud or bribery? k there a
procedlre ,or them to report this conlidentially? What happens il they do
report il, and then reelthey're beingvictimized alterwards Ior betraying their
colleagues? What happens it th.y ieel il! being cov€red up by the conpany,
that there is no use reporting il internally. dd so they wanr ro nake it public?
Inc.e6ing\r govemnents are putting in place legislation to p.orect whlstle
blow€rs, dd HR will have to enlofce lhis.
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35 I55UES IN THE WORKPLACE

Exercises

35.1 Find a word in the text opposite that match€s each
definition below The words appear in order: Iirst down
the left collmn, then down the right.

1 an organ zaton that r€presents ihe workers n a partic! ar
Inousrry

2  . " l e o e o o e o b F ) "  l F o  d s
3 a period ol tln€ wh€n you re allowed to be away lrom

work
4 (always used with the )what s lsual, averag€ or expeCred

s fixed by dw
6 the practice ol keeping rh nqs around you c e:n

1 (twa watds; idiom) da someth nq quickly and
rareessy,  becalse you wdnl  lo  save 1me or  money

8 b€havour which s de beratey unpleasaf l ,  and wh ch
calrses somebody to te€l upset

9 inghlenrnq som€one or  rhrcalen nq to hul t  them,
espec. ly  r f  they ' re smd ler  or  weaker

10 fhvo words) rnon€y rhat a coLrd decldes Ehou d be
given to someon€ becduse they have luflered harm

I I forma, a .omp a nl that an employee makes to an
employ€r abolt un{ar trealnlent

12 ( forma,  pay at tenton to a p.ob em dnd t ry  to dealwlh I

1 3 lormally ask someone n author ty ro change their decis on

14 the fact that very different peop e ex n w(h,n a group

1 5  a n  a c t o n  i f  t h e  p a n  t h a t  s u t e d a s a n e x a m p €
when someone wanls to do the same th nq aga n

16 repo( nq i egd a.tviies within your own organization to
someone n author ty

35.2 Make phrases by matching an item from ea(h column.

3s.4 Underline the correct words in itali<s.
I  T  a $ o . d .  r e g d . a l d  d r  . o 1  d r c . o q ( 1 r t . .  b . . r o q o l .

rlatuto4/ 15 rnor€ torm. .
2 The words ' aws' and ' €g slat on are very sim ar, blt /awil

/€glJlatlo, is more formd
3 Th€ words rules' and 'regu aUonr' are very s m dr but ruies

/ regulatlons i5 morc formd
4 lf you say yo! dren t s.tist ed, yau nake a claim t complaint

lr you nrake . demdnd for romething that yo! have a right
lo rec€rve, you mak€ a c/a,n / compla/ri

5 Atr in.ident / accident s lun sorneth ng that happ€ns,
wh€re.s an 'ncrdent / acciJert is d s!dd€n ev€nt nwhrch

15.5 Read th€ text about dealing with misconduct, then
answer the quest ions below.

What should you do i an empoyees conduct s becoming
a cause tor concern? Frsl carry out a iul investigalion,

le  . .  J^  srd L e a.o co_sequerces o '  r ' ]e  a l leged
breach ol discip fe
The emp oyees iob engthofseruceanddisc ip nary

The evidence o lw tnesses
Any prevloLrs nc dents
Any mltgaling circumstances. eg heallh or domeslic
problems of provocaton

t{or  re\  e i  r f  s  e, rdence lo dererm ne rhelher  rhe L. 'e
is seriols enolqlr lor dsciplinary measures or whethef
lhere is an a lernat ve eg an nlormal chat or redep oyraenl
Fof certain seroLls oliences you may need lo suspend an
employee while a flr nvestigat on takes p ace

Disciplinary measures begin with a meeling, and fo owng
thal a wrillen warnng Alter givlng a warnlng yoLr must
allow the employee tirne lo improve the r behavour On y
move on ro ' fe  re ' l  s lage o( t 'p  p.o "d 

.F .  9  a
'ur lher  wa.r  n9 or  hodi lg  d lo  r  

"  dF.p. rdryhed , lq

the previous warnng has no etiecl

Find a word in the text ihat means:
|  .hree  ̂ atd,  ad,o1 o {o. .y
2 (fout words; farnal) a \ lLrat on n wh ch its c a med (bLrt

not proved)that someone has behaved against the rules

2 sor t
3 nvolve

5 be cear

6 dpped
7 gve
8 promote
9 dddress

--. a precedent

\  
I n p r n c p , e

something out nforma y
a un on represeniat ve

and reso ve a grevan.e
the fLrles nrictly
warn ngs to an €mployee

35.3 Make phrases by matding an item from €ach column.

3 (twa wordst famai) fa.Is that he p to expla I a.n stake and
make t seem less bad

4 mov ng tomeon-a to a different p ace or a d lferent tob

5 oJfcia y stop sorn€one from working becalse ihey have
broken the rLr es

6 nreet nq of d committee or off ca organ zat on to i nd out
rhp tr.r< ih.L'i (^maihinn

see page 150 for rom€ discussion topics.
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Your background and career

, . ;a I mjoyed high s.hool - my grades
were good ad I got i$'oh'ed jn

a loi of extracuricular activihes.
At the age of ei8hteen I went
io uiversity (AmE college/
miv€lsiiy).I got a place at ihe

lniversity in ml' home town, allhough some ofny hends
moved away to oih€r miversities ed lived on campus. At
first I haicd ii, and I nearly dropped out after a few months.
But aftcr a while I made fliends and got used to wriiing all
ihe essays (AmE papers). Money was a problem - I had no
grani or other financial aid - and I wolked my rvay throuilh
college by donrg a little parftime work whencyef I could.

My dcg.cc was in econofrics, an.1
my main subject (AnE majo, was
intcrnational tlide. The lecturers
(AnE professors) werc sood
and I eDjoyed ihc cou.se (AnE
program)ver), much.l spcnt the

nliddle year of thc cou.sc worknrs as an inicfn in a bank -

ihat was really uscful. It was thc only piri rvhcre I got some
rcal vocational banrnlg. At ihc cnd of the course I thouBhi
about stayin8 on b do a Masic.s, but I dccided that the life
of d postgra.trate didn't.call]' jntcrcst mc.It was time io
cni.r thc world of work.

Aftcr graduaiing, it took m.
scvgal months to find a job. I
was shorilisicd for a fow jobs,

bui thev never callcd mo back for
a sccond inte^,icw. EventuaUy
I was offercd a junior position
in ihe intcmational deparhnent

Verb fons for talking about your career
Past simple: completed act ions and si tuat ions in the past
Single actions: igot a p/ace at unive6in/.
A sequence ol single .ctions: I ioined the canpany in February finished my training after four weeks,
and started the jab prcpely in March
SitLratons that asted for some nme: / rived on Gnpu'

Past cont inuous: adions and si tuat ion5 in progress in the past ( ie ba(kground events)
1 was living the life af a typical young person in the hnance se.tar.
1 was worting as a waitress in a cacktail bar.

Past perfect:  making i t  c lear that one a(t ion or event in the past happened before another
t had saved up maney from the jab in the bank, and so . .
t had aheady quit ny job when they . . .

Combinat ion: background si tuat ion + act ions during this t ime
My salary wat incrcasing year by year and sa I bought an apartnent.
While I was wo*ing as a sales assistant, anather company invited ne ta join them

Combinat ion: one act ion before another
I had saved up naney and so I was able to 90 travelling.
I had aheady quit my job when they announ.ed the jab cuts

ota bant .  Becauce o m) In le- .hrp {hu ' l  p ldceme_.) l
knerv more or less what to expect in terms of the woiking
enliroment. I spent five years there,learning the business
ed was promoted to SeniorAnalysi in my late iwenties.

That time in my ljfe was really
hectic I was iiving ihe life of a
qpical young, single person in the
financial services secior I worked
haid and partied hard. I ofien
stayed at the office rnfil eighi in

the evening, and was exhalsted at the weekends. By the age
of thiltl' I was bumi out. I needed some personal space io
decide where my life was going, and I decided to iakc a year
off.I gaye in my notice and quii myjob.

I had saved up quitc a lot of
money from ihe job in thc bank,
and so I was able to go ilavcllinS.
I backp:cked my r!.y around
India and South-E.stAsia nnd
had some cr.zy timcs. Bui I knew

that I had io settle down one da)., and I wanted to start a
family. So I cnmc home and staried to look fof work a8ah.

I .eSistercd lvith somc onlinc
employmcnt agcncies, and
thcy found a vacancy almost
inmcdiaiely. It was in a
similar tield as before, but
less high'pressure
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I qet a p a(e-------\ through colleqe
2 drop oui --at 

un versity
3 work your way

5 be short- lsted

7 reg ster
8 l ind

36.3 The third paragraph opposite uses the word
'eventually'. This is a lalse friend in many languages.
Ti(k (/) the E!9 correct meaning of 'eventua lly' lrom the

4 6fter a lonq time

36.4 ComDlete the sentences with the words in the box.
Allthe words are used with'career'.

36 YOUR BACKGROUND AND CARE€R

Exercises

36.1 Find a word in th€ text opposite that match€s each
definition below. The words appear in order.

1 etters or numbeE th.t show the quality of a nud€nr3

2 fhro r1'ords) things that a nudenr do€s at school or colleg€
chasen concentrcte on

oppanunntes ptonEtnq

that ar€ not part of the course
3 (phrcsaiveh) eft lniversty beloreth€ (ourte had fnirhed

money q ven by someone, especi. ly the qovernment, for
a par tcLrar  p l rpose G m ar  to scholaEhip,  wh ch only
ref€u to money for study)
a course oi nudy at a university, or the qualifcaton that
you ger

6 a student who works in a job in order to get exper ence

wnen you gel marrred

36.2 Make phrase! by matching an item from each

1 You can a qood career for yourself as a
l.wyer But you' I hav€ to work a ot. For the next few years

yo!r career, not your
soc al life.
li you have ch dr€n, you ll need to take a career

. But don t worry - yolr sk s are
and 'm sur€ that yo!r career w

wh€n you re n yolr forties.
3 Chang ng f rom f indncalconsu tani  to  yoga teach€f  is  a

2

7 reating to th€ !k ls you need for a padicu ar job

8 fphrasal verb) continlrng to do a job or a cou|s€ after the
expected time of leav ng

9 completing your studres at universty and getting a degre€

10 busy; lu l  ol  actvny
1 1 (two wordsJ very tired and with no energy because of

work ng too hard lor too lonq
12 (fau wotds) lo d my eril ployer that I would be eaving my

job soon; res gned
'J ra\e ed lor opd,.ra. $ rho-l  r-cf  _no-e).  carO'ng

everyth ng needed for fe in one bag
14 (phtasalverb) sla ving a qulet life n one place, especially

I t  means that  your
career n finance wil

4 PF! .  b , ig ! ' l  yo .n9  Tdr  ! ^ i l '  
"  

very

career rn front ot h m. I m sure he'll rnove up the career
very qu cK y

5 She achleved a ol in her
took advantage ol the rnany career
avalabe in lT prolect management and went right to the
top of h€r profession.

36.5 Complete th€se memories by putting the verbs into
the corrcct {orm: past simple, past contin{rous or past
perlect.
,)it remember that occasion very we - t was wh e I
, l*o,k) at Omn te t was n the

{ " s  l o r  .  f e a o h u - u r g  c g e l o j .  n / r r r g _ l e r o  d l  r ' "  r

( iust/  f i i  sh) unch -
(write) a report al rny desk

(get) an SMS on my mobile phone - it

(be) very surprised bec.use I
(not/  contaci)any agences l ike thai
. (wa t) unt I no-one

( ls ien)  and then '

a vacancy almon immedidtely

wth an on ne agency

(cai) them l'm sure ihey ro (wait) for
my.. because ihey were imm€diat€ly very friendly. They

2 alternatively f

(a ready / find out) a or aboui
me by doing a Gooqle search on my name, and that they _' '  ( * a n t ) t o h d v e d m e e t n g w i h m € . . ' . "

see page 150 for  5ome discussion topics.
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Your company

n'Len you descdbe you compmt you may choose to give
a briet infornal introduction or a full, fomal p.eFniation,
depending on the contexi. the five headings below cover the
importani areas to include nr a tull presentation.

1 History, size and structure
Start with ihe name and mainbrsiness actility of your
company, and the se.tor in which you operate (eg the
consumer goods sector/ the business klbusiness sector).
Say where ihe head office is located. Bnefly menhon the
company's origins, then coler key milestones (including my
major restructuling) and its size and structrre today.
'Size'might includc the number of employees, or things like
rhc, 'urberof  . ton-  Ate.hnicJ l  inJ i ,dr i .n  of  ,omp.u)  s , /e
is yo!r market capitalizaiion (market cap). 'Structurc' might
include rcfclcncc to a business group that owns seleral
cJmPrr ics.  or  to  \ubrdrJr ie .  or  ro -Fprrdre dr \  F ion"
(eg organized by ploduct caiegories).

At this poini you may want to briefly describe ihe
organization cha.t (o.ganigram) ofyour company. Bc carcfrll:
this can bc vcry boringl

7 Main products / services
Give an overview ofyour product.angc, inchdinS an),
compeiitive advantages. Noto thai nowadavs there is Iittle
diffcrenc€ bctwcen thc words 'produci' and 'se'r!ice' (cg ),ou
caD have' f inanci . l  products ' ) .

:l Market
Talk aboui the comtries jn which you opeiate. Also ialk
about your tlTical customers {for a siddard prcduct) or
clients (when the produci is specialty tallored). This may
include a reference to the market segmcnt in which yo!

r.l Key numbers
Key ntnbers include your amual turnover (= rcvenue), your
netprofit after tar (- netincome), and yourmarket share. For
an intemational compant breik down thc revenue according
io regions or countries. It's also inte.estint kr know which
Lines coniriblte most to your revenue.

li Trends and plans
This is likely to be ihe pari ofthe presentation ihat s'ill

Scnerr tc  the mnst  in tere i .  l -  lhe o\ . ru11 mrr ler  growing or
shrinkinS? Why? What new technolo8jes or so.ial trends arc
shaping your market? hrhat dru yoficompanyh plans for

Fjnall, you mny want io talk about your ownjob. See unit 38.

SWOT analysis
A differeni way to prcfile a company is by mcans ofa SWOT
an.lysis. An cxamplc is givcn bclow, but it willbc different

STRENGTHS of the company

products: quatjty, vaLue, retiabitity
promising product pipel ine
modern equipment and eff ic ient manufaclur ing process
eflicient distribution neiwork
strong cash fLow

morat€, commitment,  teadership

0PP0RTUNITIES in the market

major new contracts
growth in the o(isting market

devetopments in technotogy
competi to19'mistakes
partnerships, agencies, distr ibut ion

WEAKNESSTS of the company

snalt  rnarket share
weak brand image
gaps rn product range
poor managemeni information systems
insuff ic ient sates people
low spending on innoval ion and R&D

THREATS in the market

. hF :nF r  ( " h<Hr  ' t F  n r ^ . 1 , ' . f <

cnan$ng consumer tastes
slovrdown in the economy
<  ' . . p (<  . f  4 . i ( t i nn  . ^mnc r  ^ r (

entry of n€w comp€tjtors
potjticat / teqislaiiv€ etrects
a shotage of key rdw mat€nak / pats / conrponents
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Exercises

37.1 Find a word in the text oDDosite that matd€s ea<h
definition below The words aDDear in order.
1 events that mark an moortant staoe n a orocess

2 organiz nq . company n a differ€nt way to make t more
effcient

3 (two r./otds; finance) Ihe totalva ue of a company's sharcs
(= nLrrnber of shdr€s x their marker prc€)

4 cor.panies owned or controlled by other larg€r compan es

5 a short descriptioi that gives the main deas witlrout
exp a in ng a the dela s

6 fawo nords) th nqs th.t help a cornpany be more succesttul
tfran ts compentoE
made lor a partcu ar purpose or person

cons dering sor.eth ng as a whole; lncluding every,thing

9 becom ng smaller

Now do the same for words in the SWOT table.
10 (two words) products that are planned and will be

11 the levelof conf dence and positve feel ings that
people have, especia y people who work together

12 the hard work afd loyalty that someo.e gives to an
or9anrzatron

13 (two words) a siuation when lew new buye6 can be

14 not h.ving enough of someth ng; ack

37.2 Make phrases by matding an item lrom ea(h

produCl

D

ranqe

advant6ges

2 product
3 a siandard

5 R &

6 SWOT
7 d str  buton
8 cosl
9 s!bsttute

10 annual

37.3 Complete the company presentation about zara
with the words and phrases in the box. Check any
unknown words in a dictionary

affotdable businss nodel ,.rtt-"r r"tt"t 1
cantinued expansion fountlet n.ome intlustry standard

pinelacatians state-af-the-art tunovs

37 YOUR COMPANY

Zara, part of the Inditex Grcup, is one of the worldS fastest
growing .FiailFtr, wfh .i nrovatNe I

that allows it to compete with qu. ity brands but at rnuch
prices.

The r .. of Zara, Amanco Ortega, opened
the first Zara store n A Coruna, Spain, n 1975. lt was
a great success, and Ortega started opening more Zara
slores n Spain. Work ng with computer expert los6lvarla
Castellano th€y created'instant fash onj - the company
reduced th€ tim€ irom d€sgn to distr bution to lusi 10 to
15 days. (The a

1.200 store5 i. 7 in majof cities

at that trme was severa
pfoducton

and w.rehousing proced!res, and instaled computerized
inventory systems to ink the stores to the factories. All of
this m€ant that they were able to respond very qLrickly to
changes in 5

D!ring the 1990s ndrtex entered a steady stream of new
markets, and by 2000 had covered most of ELrrope. Today,
Zara : present 1n over 70 countres, with a network of

For the whole lnditex Group (which nc udes Masrmo
Dutti, Pulland Bear, Eershka and other chain, annua
3 is around 10,000 m lion eufos, with a
net e of about 1,000 m llion. The iotal
relarl area of the GroJp rs app'oa(h 19 2.000.000 rqJ. e
metres. As a measure ol the company! success, market
capitali2ation has inc.eased by 200% since it was lid
quoted. Pldns'or the'utJrc incluop o

in the Asia'Pacific Region, and the opening of more 'Zara

Home' stores, selling bedrcom, baihroom .nd liv ng room
products.

see page 150 for some dis.us.ion topics.
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55 I woik for a medim-sized, fmlly-owned business. We offer
spe.ialized seri.es to the coslruction industry. I Personaly
spsialize in lighling istallaiiom irEide buiidings my
backSloud is in ele.trical enginedng. l'Dl responsible
for the initial contact with the client - I visit them at their
offices and discuss then needs. My role is to talk to ihe
ai:hitects and the developers, to try to persuade rhem of the
impo ance of modem lighting design inside a building.
I show them how it cm create a good working atmosphere
and add to a compmy's image. I explain our track record
in tlus treld dnd .hoa them d portrolio or olher liShtirS
installations that we've done.

Once the initial contact has be€n made and the.lient is
rcady for a detailed proposal,I take a back seat fora while.
Somebody else look at the detailed spec'ficatios for the
installation and then another colleague researches the cost
of the labour and materials. Those two people work under
me, and I supervise thei work quite closely. Finally our
legal departm€nt draws up the proposal. I oversee the whole
process and sign off the proposal before it's sent to ihe client.

There are a number ofolher people that I liais€ with on a
day+o-day basis. We have an Office Manager who handles
incoming calls, orSanizes my schedule and kccps on top of
the filinS a.d administration. And ihen outside the company
I have close contact with the alchiteciE and with the projeci
management team responsible for the whole conskuction.

I report to ihe Head of Business DevelopmenL and she
reports directly to the CEO, so there are not many layers in
ihe company and it's not at all bureaucratic.

My work is challenging, ofcourse, because it involves both
a sales function and a technical function - and every project
is different. But the atmosphere m the office is great. It's very
informal and I'm on first-name terms with everyone, even
the CEO.

So that's me. Now about my wife. We[, she work for a
large, multinational banl with its head office in Switzerland.
It's a back-office tuaction she work in the lotu
department. Her job involves checking the.redit history or
compdies who want to boff)w money, dd then assessing
the risk of the tom. She deals with both smatl and medim
enterprises. She's doing we - she w6 promoted last y€d.
Now she's in charge of a sma tem of fou people,
so there \ a matuBemcnr dnrpEion to herjob ds
well, it's nol simply nmber-crhctilnC. 

tt

Describing your job

Adiedives to des<ribe iobs
fascinating, rewatding, satisring, sxnulating
boing, dull, repetitive, rcutine, unintercsting
challenging, demanding, had, hectic, tiring, tough

Contacts at work
boss, CEa, colleague, aavwrker, caunterpan, customea
line managet; opposite nunbet, projed leader, suppliel

Col locat ions with ' task'
approach I get down to / tackle a rask
carry out I do / get an with / penom a lask
complete / fulfil / suKeed in (daing) a rask
ds,ign sanpbody / qrye ,onebody / set somebadt a'a,r
be tasked with doing sanething

col lo<at ions with 'work'
Iwo*tot.. (a conpany)
t'm wo*ing on . . . (a Uoject)
I work with / alongside ... (co eaguet

to be in wo* / out of work
to be olt work (because yau rc ill)
I leave for wo* at 7 3Aam. t go to work bt vair.
I gct to wo* at about 8.45an, I'm at woft until 6pn.
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Exercises

34.1 Find a word in the text opposite that matches each
definition below. The words appear in order.
1 (fwo words) ihe things that a pe6on or organization has

done in the oan which show how well thev have done

2 (phrasal vek) p'eparcs a ff tten document (e9 a lin, plan,

3 be in charge of a grolp of workeG and check that their
wo l i. donF saikractor y {- supetube'

4 (phrasal verb) off (i.ly agree to something

5 exchange nformation so that everyone knows what is
nappenrng

a complete it successfu ly.
b start doing it sef ously or with effort.
c cont nue after stoppinq for a short iime.

38.4 Make phrases by matding an item from each

6 ftwo rvords) the process of work nq with . lot ot numbeE
and calculating resu ts

38.2 Underline the correct words in italics.
1 A job that s chal/enging / demardlrg s difficult, bur also

nterest ng becaLrse you have to use a lot of sklll; a job that
s challenging / demanding needs. lot of your time and
attention, but isn't necessarily ether difiicult of lnteresting.

2 fhe pftase 'my line manager'l 'my bosr'could be a little
1{o'ral. p..Tic-la' y f rhal pe.sor 5 pre,ell (eg be,!
ntroduced by yo!), so inneadwe can 9ay'my line managet'

3 The word col/eague / coworker is morc common in Europe;
the \\atd calleague / cowotker is more common in the lJs

4 I6e watd caunteeaft / opposife number refers to someone
with the same job as you in anothe. ocanization; the word
carnLerpan I appatite r,Jrber .rlay have Lhe sane meanrng,
but is a so common y used for sorneone in your own
organization who has the same job but in a different place
(eg a dliferent country).

38.3 Complete 1-3 with endings a-<.
1 lf you gef down to a iask, yo! ... ll
2 lf you gef on lvdh a task, you ... r l
3 lf you lufll a task, you .. . ]

I .:r"--\
I taKE 

\
J OVerSee \
4  h .nd le  \

5 keep

on top of the filing
a back seat for a while
nitial contact with a client

incoming calls

3A YOUR jOB

38.5 Cover the opposite page with a piece of paper.
Underline the correct wods in italics.

1 lwotk fot / on I to a family-owned bus ness.
2 | spe.ialze in / on / to lighting nstallaiions.
3 My backgrcund is forl,, / w,th enqineerlng.
4 l'm rcsponsible about / for / of the nit al contact wlth the

My rcle i! forlln /to talk to the drchitects.
Somebody else looks atl on / to the detailed specif cations.
There arc a number of other people that I lia se from / fo /
wth on a day-to-day basis.
lreport for / to / under the Head oi Business Deveopmenl.
My wiie works n /o]1 / to the loans depalrrnent.
she deals oflo/r / wtfi both small and med !m

5
6
7

8
9

t 0

l1 Sheb in charce lrom /of l  to a smal l tearn.
12 1'm wotklng for / an / to an interesting project.
l3 l 'm a journal ist  -  lspend a lot  of  t ime worklng at l  for lo,

my o{un. frcm hame / from the hane.
14 My brother s off wa* / out of wa* - he's beer

unemployed ior iwo months. My sister is o# lrork /out of
!.r/o/k today - she! got a bad cold.

l5 tvery morning I leave iot wotk / the wa* .11 .30am.
I arive to /9€l to work at about 8.45am.'m at / n work
unt i l6pm.

16 Herjob involves checklng / io check the cred t history of

38.5 write a ti<k (/) ifthe sentence is grammatically
correct. Write a (ross (f) if it is not.
I I'm responsible for this. l
2 I'm the responsible for this. f .]
3 l'm the pe6on responsible for th s. i I
4 This is my responsible. L l
5 This is my responsibility. L I

See page 'l50 for 5ome dis(ussion topics.
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Telephoning - making and taking calls

In the dialog1re belor{ Ccline Perez (CP)calls Maunce
Cassidy (Mc)on his direct line.

N,4C: Mauf ce C:ssidy
c P  P e  o  M d u r . "  t t . .  r . c p r r F D " , " /  p " " . r ,
N,4C: Ce ne - how n ce to h€ar irom youl How are thinqs

CP F ne, fine. Malrice s th s a good l,nre to 1: k? Are
you in the nr dd e of something?

N4C No, now is good lun et me c ose down ih s
doclment  l 've been work ing on OK what  can I  do

CP: The r€ason I m ca ng rs bec.uie of the f rst qlad€r
sa es i  gures Have yo!  seen them?

N4C: Yes, I hdve 5a es n Frdnce were beow target, right?
CP Ex.cty  The sa es repor t  doesn t  g  ve any explanat  on

for that thouqht you m ght have some deas
\ .4C:  do have some rdeas,  but  id  ike 1 l r  speak io  Anna n

vlarkel n9 abolt t can get back to you tomoffow

CP: S!re.
MC OK, leave rl w th me I cdll you tornorrow afternoon
CP: Great I d appreciate that Thanks for your tlme. By€.

Nol i .c  how Mnur i .o  s l . r r ts  lh .  cony.rs i tnn in  n h iendl !
w . r y . r t  l i n . 3 .
Notic. how Crlinc chc.ks thni ih. olher pdson h.s Irm

Noticc nt lin. l'1 how Celnlc lses n irc.l t.nguigc
(ic pisl f().nrs: rrrr,!l,rlrl.!rr) n) encouragt NIC k) gire
in lannr tnr l  she docsn t  h .nt  h inr  n)  ie . l  under an!

Ii the sccond di.logue bekN Vonila phoncs r compinl n)
isk aboul lhojr Nr.ket kseirch sc^ ic.s. Sh. speiks fin n)

Recepton n Good mornnq,  ICT CommLrncaton5 Tere! .
speak ng.  How can help you?

N/on ka:  Oh,  qood morn ng Id ke ro spe.k ro lomeone
n yoLrr market resear.h departmenr.

Re.eption6t: Can have youf name, p edse?
Mon ka: Yes, t\ l\4onlka Weber
Rerept ioni r t :  OK, Mof  ka,  pease hod wh € t r ry  to

Glanfranco Mdrket Relear.h Granfranco speaking
Monikar  Oh,  he o My name s Mon ka Weberf rom

sprinqer Vled a and 'm ca ling to ask a f€w quesrions
aDolrl yo!r market research servces.

G anfranco: Of colrse, Monika. How €an help you?
\.4on ka: d like to know .

Noiice at tine I horL the reccpiionist gnes a lery turll

Noiice at llne t hos,Gianfran.o answers his inrena,

fhe phrases you need tg

Answer the phone
(rerept on si) Good morrrng, ICT lercsa tpeakinq Haw

I  L " 1 a  o \ o . o  h . a  . d . -  D a p t  ^ . 1 t  \  t

C o n n e c t  l h e . a l l e r
Ptease hald while I try to.annect you

l'!t try het nunbe. tar you

5ev r j 'ho '5 cal l ing + . ,vhy
rhts I speaking / My nane is

Can t speak ta . pleasa?
td ttke ta tpeak to sarrean. about
Ihe rcason t m Glhng is
t n .alling ta ask a few qu€srionr abour
I m .alhnq tn (anne(tian wnh

r:  reet ings
He at Haw ate youl
How nt.e ta heat lrcn yout How arc things )n PatisT
Ah! tdt.Jn't rccagnize your vote!
fhanks fat caling - dtd you get ny en l?

Che. l i  i t 's  a good t imc
ls ths a gaad tme ta talk?
Arc you tn the niddle of sa.nethinq?
Da yau have a tecond?

En€1 th€ cal l
ls Iherc anythtng eke I can help lau wnh taday)
Thanks tar Glltng / lt's been nice talktnq ta you Bye
fhanks tar yout tine
AK. leave it vlith ne. l ll .all yao tonorravr' aft-.rnoan

E2



have been given.)
1 He o Maurce, s s Celn€ Perez g
2 Ce ne how e to r from youl
3 l s t h s a  d  e  t o  i a  k ?  A r e  y o u  i n  t h e

Exercises

39.1 Coverthe opposite page with a piece ot paper.
Now try to remembef the words below (The lan letteE

39 TELEPHONING - MAKING AND TAKING CALL5

39.7 F 1 Speaking practi@: listen and repeat. R€p€at
each phrase you hear and then listen to check.

39.4 cover the opposite page with a piece of pap€r.
Underline the alternative in itali6 below that is more

I Good morninq, lcI Teresa speakiry. Can I help you? / How
can I help yau?

2 I want to speak / I d like to speak to someone n your
market res€arch d€partment.

3 Please Gn I have yov nane? / Can I please have yaur
nane? / Can I have your name, please?

4 /m / / t3 Monik. Weber
5 OK, peate hold I wait in rne whie try to connect you.
6 Gianfran@ speaking / l'n cianf?nca
7 I m ca ing Ia knaw / ask a few quenions of / about yolr

market r€searcn serv c€s.
8 Oi co'r6e, Monika. How can / wauld help yau?

39.5 took at phrases a-e then mark the statements
below True (T) or Fals€ (F).
a Id rke to speak to . .
b Can lspeak to . .?
c Could speak 10 . .  ?
d I  mlsl9peak to . . .
e I need to speak to . .

1 In practce, phrases a-c are rnore or less ihe sarne
rhe istener probably wont even notice T / F

2 Phrase d s direct and lrgent, bLrt s OK n bus ness. T / F
3 Phrase e s direct and Lrrgenl, but s OK n bus ness T / F

39.6 look at phras€s a-d then answer the questions

a fhe reason l 'm cal l ing i r  . . .
b Perhaps yo! cou d help me. I d ike to speak lo 5or.eone

something?
4 lust et rn€ se wn this document l've been working

5 The on I 'm ca ng s se of the frrsl quarter

6 The sales repo.t doesn't give any €xplanaton for that.
ghl you ght have some id€ar.

7 Can t ck o you (= contact you again) tomorow

8 OK, ve i t  th m€.
9 Gr€at - l'd are rhat

Remove the paper and <hed your answers.

39.2 At line 5 Celine checks that ifs a good time to talk.
Put the words below into order to make similar phraies.
t have you a second Do?
2 rne Do want ater you to back ca ?
3 now rght you Are busy?

39.3 We often use a past tense to make our language
polite or indired (to make the other peEon feelthey are
under no pressure).
I wanted ta speak to sameone abaut my order

I wAS just gdil4g about the sales flgures.
(= 'm ca lins)
tthought yau mlgbl have sone ideas. about
(= Do you have afy deas?) c l'm calling Ln conneciion with ...

d don't know I l'm throuqh io the right department, but I m
Rewrite each sentence using one ol the structurcs above. calljnq to ask a lew quenions abolt ..
1 'm calllng to see if everythinq3 oK fof Fridav r whch two phrases mmedatey give rhe reason ior

2 'd like to ask yo! a quenton about s mon 
your call?

2 Which two phrases ask tor he p or general

: irno*yo,r l" 
",",l,ilJ 

n,ii'. nrorm'tion?

Read the diaoques on page 82 a oud. Do t by yo!6elf or wiih
a colleagle (chang nq roes at the end). Pract se severa t mes
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c :

c :

c :

Telephoning - messages

In the dialoguebelou the callcr (C) i{dts to speak to
someone who isn't available. Thc recepiionist (R) iakcs ihe

R: CT' T€resa speak ng. How cdn I he p you?
C: 'd lk€ to speak to Stefan t  pska, pease
R: ' l l t ry his nlmber for you., \_\ . \  l leo?
C :  H e  o .
R: 'm not qetting any reply. lun bear with me for a

moment wh e l t ry dnother number

Noiice ai line t0 how the call€. sa1.s thc names beture
sp.liing them. Henring the whole wo.d fi.st helps the

Noiicc at lhe 1{ horv the se.ietary checks by repe.ting the

Nohce hos the receptionist and the secretary finish the
dirl.rgucs b) promising n.iion (I'll ..).

The phrases you need E8
. , r i t  : :nr  ; . l l : -  i .  . r . , : ; ' i

-tust bear with ne fot a r.roment
Can I put you an haid?
Right. sony ta keep yau v|aiting.

: : : : . r . :  -  : . r ,_ : ! .n .  i5  , . r r . , r . i l ; i r !a

He nust be in a rneeting
sany. shes ot)t af the offi.e /on anathet call.

. r . i r  i . :  i . i s r r n a t ; o n
What\ t tn canne(tian wnh?
Can yoU qrve ne yo1r name?
aan I take yout number)

]  e . \Je.  $.  ! . :n  r . je

Do yau know havr' lanq he l be?
C.r / /€rv€ampssaqer
This ts / lt\ | Lly nar/,e B Frank Hayden
Can yau ask hm to Gll me back?

r . i i " .  : re : : ia ! r€
waul.l you lke ta leave a netsage)
Let ne lust get a pen

Can yau spel that (far ne)?
ls that wnh an t or an e ?
tt that t as in ttaly, ar'e as tn Egtpta
Let ne read that ba.k tn you

a 1 1 r n i s . . . 1 ) . r 1
t 11 te| htm as saan as he.anes aut af the neetlng
1 11 nake sure he gets the nessage

O K
'm sorry, 'nr nol h.vin! dny uck he must be n a
meetrnq. WoLr d you like his vo cem. ?
No, i need to talk to h m p€6on. ly.
I  can ask hrnr  to .a you bdrk
Yes, please do th.t ts Frdnk Hayden her€ He knows

OK, l  l ln  mdke.  note o l  your  name. Frank Hayden.
l s  l h a t  w t h  a n ' r  o r . n ' €  a t  t h e  e n d ?
l l 5  a n  e , ' e  a s  n E q y p l . H A Y D E N .
OK, Mr Hayden,  ' l l  te  h r .  as soon as he comes out
or ine m€et n9

C Thank you. coodbye

Noli.f hor{ tlrc ..r11(r' .l,rfifles lhe spclliig b\ !snrg i pl.c.

lf thc nc\t dirli)gue lh. c.rll.f (C) ilcts thnNgh k

C:  He o ,  can  lspeak  to  s le f :n  L rpska,  p leaseT

S: 'm sorry, Stelan t pska s o!1 of rhe otfice this
alternoon. Th s s his secretary speakinq Wo! d yo!
ke to eave a rnessage?

C: Yes pledse. Can you ask hiftr to ca nre bacl )

5:  OK. Lei  me lust  g€i  a pen R qht  Can you q ve me
your name and number?

C: Yes,  tsE a Voqe aar
Sr Caf  you spel l that?
C: l t 's  Eld,  E doub e L 'A,  Voqe.ar  V-O-G-E-L-do!b le A-R
S And the n lmber?
c l t3  00:1,  that 's  rhe code for  rhe N€ther land! ,  20 512

6149
OK, so t l rat 's El la Vogeaar on 0031 20 512 6149.
That!  r  qht.
Anythrng e se?
No, thdtS a .  lun ask h m to.al l  me:s soon as
poss ble lt's an urgent matter.
I understand. I mdke sure he gets the message.
Thank you Goodbye
Goodbye Thank you for callifq.

c

5
, C

5
f

5:
r . c

5:



Exercises

4O.1 Cover the opposite page with a pie<e o{ paper.
Now complete each sentence below with a verb,
a preposition, or both. The longer lines are for verbs
and the shoner ones are for pr€positions. (out of is
one item.)

bear call leave let nake
nust need put read speak

(f i tst d ialogue opposite)
r c: 'd like ro . .... ........fpqq-t lo srefan

2
3

please.
' l l t ry hE number you.

Just me for a
I'm not having any luck - he

.. . .  a meeting
to tall to him peEonally

l'lljust a note your

I t ! 'e as .  Egypt.

Lipska.

5
6
7

(secand d i alague apposite)
9 Sr Stefan Lipsk. i5 the oifice this afternoon.

l0 S WouldyoLl.ero a rressage)
1 1  S :  . . . . . . .  m e  j l s t  g e t  a  p e n .
12 C: That! ihe code the Nethe ands.
13 5: OK, sothat l  El la Vogeaar 0031 205126149.
14 CrJun . . . . . . . . . . . . .  . . . . .  h im to cal l  me as soon as

15 5l l' sure he gets the message.

(fhe phrases you need)
16 Can ...................... you hold?
17 Sorry sheb ...................... another call.
18 Let me ................... -.-. that to you

40.2 Underline the correct words;n italics.
I  ' l l te I  him as /5o soon as lsee h m.
2 Can you spe itl that?
3 s \herc anything / sonething else
4 rhankyau fot your calling / calling.

40 'ELEPHOI\IING - MEssAGES

40.3 Put the wod5 in the right order. Write the answers
under the corred heading below.
a Can me to ask you back him call?
b Do you be he'll kfow how onq?
c Hold check. just on a moment l  .
d l'll sure the mesrage make she gets.
e l'm sorry sh€'s maiern 1y leave blt on.
I Right, you wa tinq to keep sorry
g She's ai desk her at the moment not.
h Whats conneclion with it in?

Atk the caller to wait
1
After waiting
2 .........
Explain someone is unavailable
3  . .

Ask for information
5 (caller)

7  r . a  ]

40.4 Putthe dialogue between 5e<retary and caller into

(Sedetary's phtases)
a Sorry shes out of the otf ce right now
b Ot couue Can you give me your nameT
c Good morning, Log stica
d Right. l've got that. lts J.mes Matthews about the

containers in Hamburg.
e ls therc any,thing eke?
f And what's it ln connection with?

g No, that! all. Thank yo! for your he p. Goodbye.
h Hello. l'd like to speak io Lena, pl€as€.
i lt3 about the containers in Hamburg.
j Could you ask her to call me back?
k Yes, tha!3 right.
I Yes, it's James Matthews. Lena knowr me

1 (s)E 2 (c)i.. 3 6)[: 4 (c)L] s (s)n 6 (c) []
7 is) l_  8(c)a e(s) f  10(c) f - t  i1(s) t r  12(c) [ :

Read th€ dialogues on page 84 a oud. Do it by youEef or w th
a colleaque (chanqinq roles at the end). Practse severa trmes

40.5 S 2 Speaking practi(e: listen and repeat. Repeat
each phrase you hear and then listen to de(k.
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M :
E :

M :
E

QI
(fl Telenhoning - checking, clarifying, active listening

Erik (E) is on a business trip. In the dialogue belorv he calls
his colleagle Maria (M) from the local office.

E: Maria? I m on a train from th€ aifporr. My flght adved

Erik? t's 6 re.lly bad line. You keep breaking up.
W€le going through tunnels.  lwas $y ing that  my
f ght affived late. I' have to .hange plans
Rghl .
Innead ot qoing to the hotel io chang€, I go straighi
to the conlerence venue.
Sorry, ldidn't catch that Do you want to change the

E: No, no. wa, ,aying don't have t me to change
my coth€s at the hote .eed to go straight to the
conlerence venle Bl t  . .  He lo?

Mr He o?
E: We goi .ut oll don't know what happened Yes, I

need to 90 nra tht to the venu€ I see you at rhe
regrstral on derk at two

|\l: understand. 'll meet you at two o clock at the
registrat on desk.

Ei Exactly.
M: Thanks for ett ng me know
E OK, I hav€ to go now I have another cal to make. see

you at two. 8ye.

, Noticc dt liDe 6 how Miria uscs acin'e listening.
. Notice at lire t how M.ria asks fo. .epetition and then

s.ys i'hat she ihnrks shc hc.rd.
/', Noiice at line l8 ho$' Maria rcpc.ts ihe ifrpo.tani

li ihe ncxt dialogue Erik has some good news for M.ria.

E: He o? Maria? lt's Erik here
Nl: Hi Er k Nice to hear from you. lt sounds ke you're

hav ng . partyl Can you speak up a bt?
E: 'm calling frorn a renauraft li's very noisy in here - I

tLrst go outside. (. ) can you hear me now?

Good I was lust calling to te I you the news about the
contract. We got tl We qot the conrracrl
Fantastlcl Th.t3 wonderfu
Th€y're go ng io pay two hundred and f lteen

D d you say two hundred and Jifty - fve, zero?
In your dreanrsl No, two hundrcd and fifteen - one,
live lt 5t gives us a very good marg n
And did th€y .gree to the t me schedule we proposed?
We , had to move a litte on that in the discussions.
What exact y do you nrean by'move a little'?

E: lsaid that we coLrld staar work in eary N,4arch and
Jinish the lnstallaton by the midd e of Apr .

: tU: Now. wa t a minute Let me lun check rhar I
understand. Ar€ you say ng that we have just six
w€eks to do the who e lob?

E: That3 riqht
M: I se€ That's going to be d fficult, you know

' E: Well, thee is a wdy we can do t Look, my battery
is very low I th nk we'r€ qo ng to get cut off. l'll
g v€ you a car romorrow.

M: OK Great news anylvdy. Thanks for calllng. Bye.

Notice at line l2 how Maria chccks the igure by saying
ih. indiyidual nrmbers (it is vcrv casy to get confus.d by
t h i rt.. | /t I t t t y, f. h tt r/Jt)r I tt, at ).

'I Notice at line 17 how Ma.ia clarifies a very spe.ific point.
; Notice at line 20 ho*, Maria checks by rephrasing ihe klea

in a different *'ay.

fhe phrases you need t8

Comprehension problems
I n softy. l don t understan.l
Can yau speak nare slawly, please.

Ask for repet i t ion
Can you tepeat that?
Sany, l didn t catch that.
Would yau mind sayng that again?
Did you say fifty, five-zero)

clar i fy
What exa.tly do yau nean by ?
let 4e tu. t  ,  h", l  that I  u.de's@.d 4'a ta\ t  s4ng

Can I just ga avet that again)

Act ive l istening
Rtght /  lsee. / lundeBtand. /AK
Really? / That s intercsting
'cor ' rn rg'  t  a rb '4\ .  'ndrs ' .gt1t l  Ca' t- ,  t
(pleasure) Greatl /Fantartrc| / That s wondeiul!

Technical  problems
Can you speak up a bit?
Its a tea y bad line. You keep bteaking up
My battery is very |ov,r'. lthink \,,/e rc going ta get cut off.
ltsvery noisy in here Illjustga autslde. Can yau heal

Returning after problems
We gat cut aff.ldon't know what happened.
Sotry about that Where were we?

M :

M :
E

M :
E

VI
E:

M :
E :
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Exercises

4't.1 Cover the opposite page with a piece of paper.
Now make phrases by mat<hing an item from each

(f irst d i alogue appas ite)
1  t s a r e a l y

3 dLdnl
4 We got
5 Thanks for
6 lrave to

(se.and dialague opposite)
7 Can you speak
8 ' l l just go
9 Can you

10 What exactly
11 Let me trn

12 Are you saying
13 tvy battery
14 We'r€ go ng to
15 l  give you
16 Thanks

bre.krng up.

go now

bad ine

ch€ck that I underst.nd

gei cut oif

t h a t . . . ?
tor  ca ing.

4I.2 Fill in the letter5 to make phrasalverbs. The
definitions are given to help you.
1 We got .  don l  Inow what  happen€d

/= 1te'rLpred n r fe rrddle o' the cal l  because rhe
ielephone I ne stopped work n9)
Can yo! a  b t ?

3 i's a really bad line You keep
(= your voce is d vid ng inlo short separate noises)

4 Can just  lha i  again?
(= repeat a series oi ih ngs n order to ufde6tand them)

5 Please while I gei a pen
(= wait a moment)

6  l / e  b e F , l  r r i  n g  l o  ( d l ' E . l  b L  , d n l
(= succeed in talk nS to him by phone)

Ques: ]f yau didn t know any af the phrasal verbs above herc
ate the nissing letters ta help you: 1 cffatu 2 aekppsu
3 abegiknptu 4 egaotv 5 dhlnao 6 egghhorltu

41.3 'Adive listeninq'is very important in a telephone
call. Put the phrases in the box under the most
appropriate heading in the table at the top ofthe next

And My was that? Did you? Exactly
Great! Half a millian eurcs! Has she?

Right / 1 see / Sure. Sa what clid you do? That\ ight.
That's wandenul! vietnam! Yuh / Mnm / Uh-huh.

41 TELEPHONING - CHEC(ING. CLARIFYIN6. ACIIVE LISTENING

nlirming

Little wordi and noises
I  . .  . .  . . .  . . . .  .
2
Co
3

7
8

Key words (as an echo)
9

t 0

12

iliary + pronoun

5
6

1 l

41.4 Use a word or phrase frorn exercise 41.3 to
complete there lelephone responses. Find a solution
that uses one example from each category ex(ept 'Little

Showing pleasure Asking for d€tai15

Guess \,!hat! We got the
conlract

Gfeiil

wd , 've leara ilat iley're
moving all their production to

Belore we fin sh, dld yo! know
that bura has been promoted
to Market ng D rector?

so wrrit vou'ri siv ng s that
saLes are prcbably going to be
below target th s quaner

5 Anyway. oof.€d everylrhere
but lcouldnl f ind th€
USB stck wlh rny presentaiion
on (.

41.5 Erik ends th€ first dialogue opposite by saying 'OK, I
haveto go now.l have another callto make'. Put th€ words
below into orderto make other phrasesto end a call.

1 l'll nop lo have there. I have ro se€ me w.ling someone
2 li'r ta king io you nice been And 'll lend the email you

wanied by deiails. Bye.
3 Anyway, you I won'i any keep onger 'm busy you re sLrre.
4 ls ihere help you w th l can any,thinq else today?

Read the dialogles on page 85 aLoud
a colleague (changing roles atthe end)

Do n by youBet  or  wth
. Practise several Umes

41.5 € 3 Speaking practice: listen and repeat. Repeat
each Dhrase vou hear and then listen to check
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@ 
,.r"ononing - arranging a meeting

In the dialogu€ belos'Monila (M) calk Ln'lu (L) to arrange

Hello. l'd like to speak to Liv u Ba anescu, please
5p€akinq.
Oh, qood morning My name's Mon ka Dannemann
ard lsent you an email l.st week aboul the
constructon project n Blcharest
O". .er.  o o.r ,p.  \ i .p ro hedr ' ror 

)oL. \ ,4o1r1"
Your ema sounded very nterest nq And I d ke very
mlrch to meet you to discLrss t further
That's great. Whal day wou d su t youT 'll be n
Bucharen lrom the e ghteenrh io rhe lwentyj rst
Let me lust check What about ]uesday the n n,"teenth?
That solrnds f ne Whdt t me wolld be qood lor you?
Sha we ray two prn?
Idpfeferabt dter f  you don t  mrnd Co! d we make

L Pe ect We can meet her€ in rny offce on Tuesday the
n neteenth at three o clock

Vl And where exacty is your offce?
L: lts n ihe centre - t's very €asy to get to. l l se.d

an ema I to conf rm the meeting and with a I nk to
olr website. You f nd a map and a lot oi other
nformatton on there.

N/l: Very good I look foMard ro meet ng you on the

L: Bye, and thanks for cal lng.

Noticc ai linc 4 ho{, Monika bcgins by r.lliring to lh. I.st

Not icc ni  l inc 16 how Lniu coff inDs t l t 'dctai ls.

In thc next diak)guc Lniu's sec.eidry (S) calls Monika (M) to
cnange f 'le drrangcm.nts.

Good mornifg. ls that Mon ka Ddnnemann?

Oh, he o Monika Th s s Mr BalanescLrs se(retary l-le
asked me io ca I you. Unfo(!nately Mr Ba anescu cant
make the meeting wth yoLr on Tuesday th€ nineteenth
Oh, I see
Yes. He apooglze! he has to be olt of the office
. I day He suggens that yo! meet the following day

M: The day after? OK, that's no problem What time are
you th nk n9 of?

5: Any t me in th€ afternoon whenever is convenrent tor

M: How about three o clock aga n?
5: Thdt sounds f n€. Thr€e o clock on the twentreth

iust give your name at reception and 'llcome down
to meet you. And 'm sorry aga n about the change.

M: No probl€rn at al . Goodbye

Notice at line 17 how the secreiary apologizes agiln it the

Ihe pftrases you need !9

Refer  to la5t  contact
I sent yau an enail last week
We met at the canfercnce and you gave tne yaur Grd

Open suggest ion5

What time v|auld be gaod far you?
What tine arc you thinkng af?

Concrete suggest ions
What abaut next TuestlayT
How abaut 9 Feb.ua.y?

Could we make n (instead)?
Wauld eleven thjtty suit l= be (onvenient for)you?

Yes. that's line I That sounds fine.
t d prcfet a bi latet if yau dan t nind
Na, soffy, \Btt tn attaid) lcan t make )tthen.
My schedule ts qune full that day

Conf ' rm

Perfect We.an meet herc on (day)at . (t me)
I send an enallto.anfim the d-atatls.

Change arrangemente

Unfartunately l .an t nake ne\t Tuesday t'm out at' the
ot ce all day. Haw about ...?

We have an appalntment lot truo, but I can t make I at

Sanething urgent has rcne up. Can \,,/e rctchedule?
I n softy again about the change. I hope it s nat a

M :

M

L:
N,4:
L
M :

M :

s:
M]

5:

M :

5 :
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42 TELEPHONING -  ARRANGING A MEETING

Exercises

42.1 ln the telephone callbelow, Andy (A) cal15 Bulent (B)
to afrange a meeting. Complete the dialogue with the

42.2 In the next call, Bulent calls Andy to change the
arrangements. complete th€ dialogue with the words in

A Good morn ng,  s  that  Buent  Gul?
I Y€s.
A Oh he o, I Andy CLrtt n9 here We met

at the conference n lstanbul lan week. We were ntroduced
by [,']r Arl

B Of course, remember very we , we exrhanged busifest
cards How dre you Andy?

A Fine F ne.  Look,  'm going to be n ndnbu agd n at
the end o l  nexi  month Can we'?
somet me? We can la k  about  your  pans for  the iu ture

a little rno.e depth be ny guen by the way
n you don't mind nttpatl meet up shal we say

sounds tine suit you thinklng of this is
ttvo Dta.Ks away

,  .nd I  cdn show yoLr how our
comp.ny can add va Lre to your d€as.

8: Yes, it wou d be a good oppo(lnity to ta k som€ mofe
What d.y dre you a ?

A:  ' lbe over  there f rom the lwenly-e ghlh io  ihe rhh€th of

A Thats very k nd of you. wou d rea y like that Thank you

B oK .  oh ,  r r do yo!  f  now how to fnd

.an t make it come up ftts ny plans fot the time af yeal
'11 laak aver therc rcKhedule sary agaln
nill open (hese thrngs happen waull be gaod

,  Andy, l ' rn cal  ng about

have an appo ninrenl

abo! t  the c l range hop€

lhe Monday Actua y i t

B:  Hel lo  Andy. Ih is  is  Bl lent  GLr h€re f rom ls tanbul .
A: Oh, he lo Bllent How n c€ to hea. {rom you How are

rnrngs n rur f  ey
B  | . / p l  o  r r ' h  o e  r .  u . u "  7

What.bour  the UK?
A We'r€ having a ovey aLrtLrmn lcan s€e the trces frorn my

our meetifg at the end of the rnonth. Unfortrnately I
'  on the twenty n inth.  Someth ng
urgent  has 5

A Don'1worry aboLrt  that  6

8: Can we r ? Are yoLr fr€e the prev ous
day - ihe Monday?

A: Lei nre lun check Yes, thats f ne.
but  lhe t im n9 s 3
-  ror  youl

B The s.me t  me? Eleven?

B Good l 'm io

13 not a probem for yoLr
A No,  no prob em, I  can m.ke , t  on

oclober
B: Wh ch of those days would i

A: '  Tuesday the lwenty n nth?
B lhat  7 What  abo!1 the t  me7 s n ine

o'c lock OK?
A I  d prefer  a b t  . ter ,  3  Couowemake

i t  eeven e ?
B Perfect l see you here at my offrce at eleven o'clock on

T!esday the twenty n nth And altetuards I hope thar you
B O K

B: Yes, they w Is rn

A: OK, find t Goodbye

the bus nees d (r . i  -  jun
frorn the Marr ott

Read the dra loqles on page 88 aoud
a co eague (chanqing roles al the end)

see yo! on the twenty-eghth

Do t  by yol rsef  or  wth

a.d l'l send an ema I to conf rnr.
a See you then 8ye

42.3 Can you f i l l  in the missing word?
an arrangernent to see sorneone

at a pad(u ar t ime. especaly for a blsiness rn€et ng or a

42.4 ir} a Speaking practice: listen and repeat. Repeat
each phras€ you hear and then listen to (hed.
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@ 
r.,.ononing - <omplaints

Read the djaloguc below A customer (C)calls a supplie! (S)
to make. complant.

C: l'm calling in connecton wiih my order. rcfercnc€
number 1N0064.

S Thanl you oedse wd . onp ro11p r wl. " I br. q yoJl
details up on th€ scre€n. . . OK. For securry purposes,
can you cont rrn your name and the company name

C: Yes, itb Mr Chen from Z€d ]echnika.
S: That's f lre How can I he p you today?
r  .  ra ,e a Con o l . .n l  We p,a\Fo 1o o opr  "  \  ao,  19

but yolr only sh pped 80 piec€s. Ihe order wds for 100

S m sorry to hear that Can you eave l with me? 'll

ook nto it and get b.ck to you th s afternoon
C: No, I m sorry that sn t good enough. We need those

1€ms Lrrgenty wdnt you lo authorz€ the shipping of
the m s5 nq 20 piec€s and then send them today

S undeuland how you feel .  Bul  ldo fe€d to check
at  th  s  end.nd see whatg going on.  ' l lca l  you back
^r  n d.  roL. .  .^d of  cours€ se can se ' ]d l l -e  preceg
aga n i nec€ssary

C What do you mean 'f necessary'? Can t have your

C:  OK.
S: l'm sorry again for any inconvenience th s has caused.
C: OK, it's torted out now Thank you for your help.
5: ls therc dnj,,th ng ese?
C: No, thai! all. Goodby€

At line l0 Sandra promises action wiih'I'11'.
At linc 13 Sddra apologiz€s again in a full an.l lormal

At line 14 thc.ustomer remembers to thank Sand.a, cven
though hc is probablv not \{.y happy. tsIe N.ds to keep a
good reliiionship rvith Sandra for futu.. occnsions.

S
c

Yes, oi coLrue, t's Sandra Lewis.
OK, Sandra, I expect your call by twelve o'clock at the
laten. Goodbye.

fhe phrases yos need llg

Make a complaint
l'm calling tn connectian with my arde, relerence

we received the arder this norning but yau only shqped

We still haven t rcceived the
Theres a fault vr'lth the
Thete seens ta be a prcblen wlth the )nvd.e
t n sary, that isn't goad enaugh

Show understanding
t n sary to heat that

t undetstand haw yau feel.
t m sure we can saft ]t out

Get the facts
Whdt exactly is the ptablen?
Do you have a rcterence numbe.?
I need ta ask yau a few qurck questions

No act ion
It's not aut palcy ta
I undetstand exactly how you feel, but it's not aur

responsibtlity ta

Promise act ion
Can yau leave it with me? I ll laok into I and qet back to

you this attenoan.
I need ta check at this end and see what's qoinq on
I call yau back within an hoLr ls that OK?
l' send a replacement innediateiy by special deiivery

It shauld be with yoL tonaffaw
I make surc that ...

End the cal l
t n sorry again far any incanvenience this has caused.
lf yau have any more prablens, please let me knaw

i Notice how ih. customcr w.ih until the suppli.r his
all the ordcr dctails on th. screcn befffc bcginning thc

,, Notice at line t how ihc customer statcs ihe complaint
very simply and clearly

rr At line 14 ile customcr insists on action. Th. mppiicr
shows undersianding atline 17 but resisis ihe presntrc.

r, Ai line l8 ihe supplier promises aciion with 'l'll'.

/, Ai line 2l ihe customer shows signs ofmger This is noi
good. Hor{evcr gctting the name of each employee vou
deal wiih is a very powerful tool.

ln the next dialogue Sandra reiunrs thc cusioner's call.

S: Oh helo, is that Mr ChenT
C: Speakinq.
S: Th s is S.ndra Lewis here, from Sh ro S€m condlciofi.

ca ling you back about the miss ng pieces
C: Oh yes.
S: ldo apoogize once rnore, wr Chef, but I have good

newsforyo! 've had a word wth the warehouse
and t seems they sent a partalorder ihey only had
80 peces n stock. However they do now have more
pieces.'ll make sure that the miss ng iterns are sentto
yo! th s afternoon by specia delivery



43 TEIEPHONING - COMPLAINIS

Exercises

43.1 Make phrases by matching th€ beginning ol each
sentence 1-12 with its.orrect ending a-|. Not allthe
phrases appear opposite.
Makinq a eorlphill
1  I m c a  n g  n  . . L b
2 We rete v€d th€ order blt yo! only
3 Th€ mach ne arrived blt ther-o3
4  W e  n i l  . . i  l
5 ne pr nrer sn r  woft  Lnq
6 One of the ter.s was darnaqed
7 lheres an ntermit tent {au t
I  lhe qualty isn t  as qood as .  .
9 You s€nt me a new part .

I1 ke€p emai l ing you but .
12 'm lorry, that sn t good ..

43.3 Mak€ phrases by matching an item from each

Dealinq !vi!h a <ooElaht

word wth th€ wdrehouse
sur€ the tems are sent to yolr.

replac€rnent mmedaley.
lor any nconv€n ence th s has

a on th€ rontro panel
b connect ion wth my order number 1N0064.
c to be a problem with the invoce
d  y o u r o r g i n a l s a m p e .
e l lust get automatc rep es.
J sh pped 80 pieces.
g in Vans t
h haven't receved the goods we ordered.

enough.
j  bl t  t  doesnl f t
k propery ts been { ne up to now

no nslTuclron manua.

43-2 Match each complaint abov€ to a response b€low.
Writ€ the answer as 'number + letter'. (see #1.)

/1) Thank yoLr P eaee walt one moment whi e
bring your details up on th€ screen.

I see ls it nill Lrnder warranty?
I'm torry about that. 'll pui you throlgh ro

the accoLrnts departm€ft and I m eure they can son it out
R€a y? Thats very nrange. ' lselrd you a pdt

by €mai rqht fow and pui a paper copy n the post as wel
underrtand how you feel. Bui do ne€d to

check at this end and see whalS go ng on l'l call you back
within an hour

2
3

I  need lo speak io my €vel iwo supervsor  abou11h6.
(lust / have a quick word wih)

It wou d be easler lor you
(wouldf't?)

it we simply issued a new nvoice

OK. feed to atk you a few qu ck questions
to try to diagnose the problem. Do you see any fashinq
ghts on the d splay while the fa! t occurs?

43.5 This senten(e relers to promiling action: l7
investigate it, tind an answeti and.all you again
tomorow. Fill in lhe missing letters to write a sentence
with the same meaning using phrasalverbs.

I  i  i t , s  i t o  , a n d g  b  t  y o u

Read the dialogues on page 90 aoLrd Do it by youfse f or w th
a coLeague (changinq roles al the end). Praclise severaltrmes
unt youle i !ent.

43.6 F s Speaking practice: list€n and repeat. Repeat
each Dhrase vou hear and th€n listen to ch€ck

1 Can you €av€-\ to you th s aft€rnoon.
2 l look \ apoloqize onc€ more
3 I q€t ba.k 

..-it 
wth m€?

5 | ne€d
6 l d o

8 What exactly
9 Sorry dga n

10 s€nd a
1 1  '  I  m . k €
12 've had a

43.4 In the second dialogue Sandra tries to minimize
lhe problem by uting'se€ms': /t s€€ms they sent a
partial order. Rewrite the sentences below so that they
minimize a problem. Use lhe words in brackets.
1 There's.  prob em wih olr  suppl iers ( l think/maybe/

ESUe)

2  l l \  go ,  9  ro  bF dd ' i ,  h  _o  .Fno a  rA  l_1r .d r  rodcr

3 Therc w I be a deLay whie we process the n€w order
(rnighi / short)

4 There is a problem wih ihe nvo ce. (ihere / seems / be /



@ ,a.ohoning - review
44.1 Fill in the gaps with the wordr in the box.

ba(k back fot frcn in in
on on aut or avet wfi

I  'm cal l ing connect ion yourjob

2 How nic€ to hear you
3 Thanks cal lnq.
4 Can put you hod?
5 Sorry shes the offce
6 Sorry shes another call
7 Caf you ask h m io ca I me I
8 s that ' i 'as l taly?
9 L€t rne read that to yoLr.

10 Can just go that aqa n?

back by far fat inta af
oP o .  up  Lp  ^ i th  ^ . 'h

I  i rst  bear
12 Can you speak a bi t?
13 t3 a bad l ine. You keep breaklng
14 We got cut Wherewerewe?
15 What time would be good you?
16 What time are you th nk ng ?
17 Can you leave t me?
18 ' l  ook i t  and get to you.
'o -eed ro cfecl  a_d see whd ,  goi .g
20 ' lsend a repacement speca delvery

44.2 Match each phrase 1-8 with a phrase a-h with a
simi lar meaning.
1 Yes, ih s s torrrame) here.
2 Please wait a momeni.
3 'll ask her io get back to you.
4 Wou d you like to speak to ..? I l
5 Can take a message?
6 Can just rep€at everyth nq to check?
7 Can you repeat th.t?
8 Yes, thats rght.

44.3 Complete the conversation below using phrases a-h
from th€ previous exercise. The conversation is betlveen
a receptionist (R), secretary (s) and .aller (c).

Write the phrases in full (rath€r than just the letters) - it
will help you to rememb€r th€m.
R: Good aft€rnoon, Pharma Int€rnat onal How ca n I he p yoLr ?
C: Can speak to Robe.ra Jarvlk, please?
R: l'll try h€r numb€r for you. .. Sorry there3 no answer

j for a moment
wh € l t ry anoth€r extension . . .  No, st  I  no answer
'z her secretary?

5: Good arr€rnoon, R&D depairment.
C: Oh. hello, rs thdt Ms. larv ks secr€tary?
5: 3

C: I was hop n9 to speak to Ms larvik today Do you know
when she wi be ava lab€?

5: 'm a{rald she! out of the oiiice a day
4 )

C: Yes, please. Can you te I her that Y Sang called, from seou
Hospital  l ts abolt  your new head drug.

' can you g ve
me your nar.e aga n please?
Yes, tsY 5an9 That3 Y-,  new word, S-A-N-G.
OK, qot that And the mess.ge?
ld like to l. k to her about your new hea.t drug. The one
ihat has just passed phase three clinLca tria s. we m ghi be
interened in getting involved in phase iour tria s. I need io
speak to her personaly aboLil th s
Right 6 .Y Sang
called from Seoul Hosp tal about the new heart drug. Li's
about the phase four cl nica tri. s.

Does she have your number?

Fine.3 tomorow
Th.nk you very mlch for yo!r heip. Goodbye.

c
5 :
c

When you finish, read the conversation aloud. Do it by
yours€lf, or with a colleague (changing rotes at the end).
Pradise several times until you're{luent.

5:

c:
5 :
c:
5 :
c:

a Let me jun read that back to you.
b sha I L put you through to .. ?
c Just bear with me.
d sorry I d dnl catch ihai.
e Wou d you Like to leave a message?
f Speak ng.
q ' l lask her to ca you ba.k.
h Exactly.



44.4 Complete the conversation using the words in
brackets. Nikos (N) calls Mr slavicek (S). The re.eptionin
(R) answers.
R: Good morning, Nt]t Fruits. lvana speaking.

Haw can I hetp vauT lhaw thel?l

.r\.h.1

N :

Sr 6

( / llk€ / speak)to Mr slavicek, please.
(while /tryl connect)

Nikos Karcuzos from Seven Seas

(how / nice / hear from)l

(this /

(ust /  give /  moment)whi le l f in ish

5:  Mian S avicek.
N:  He o Mr Slavcek.  Th s s

Shlpp ng.
5: Nikosl r

(how / thinqs / Athen!)?
Ni Fine, tine. And in Zagreb?
S: Good. We?e very busy at the moment - lots ot new

business. lt seems that everyone wants fruit from Croatia

N: That's good to hear Look, 5
good time /ta k)? Do you have a second?

something. OK. 7 (ahead)
Nr 3 .....................-.,-.- keason /ca ling) because of your next

shlpment that we?e handling. ltl for fo!r containeE, at the
end of November,

S: Yes, that's r ght.
N: Wel, e. .. .....-.......-..........- - (thoL4ht / might) interested in a

way to save a bt of money,
S: ro ............ .... (course), Nikos, l'm alwats interested

rn savrng money.
N: We have a sma ship leav ng Dubrovnlk one week earlier

We have sone space or that shrp for yoJr corrarners
S: ' . . - . (let / jlst check / unde6tand). Are

yo! say ng that if we can send the containers one week
ear ier, therc wil b€ a different price?

N: Exactly For every conta ner that yori send on the earlier ship,
we'll give yo- a 2vo ditcourt on tl^e prce we quoted.

5: r '? ... .. .... ... . ... - (ust / go over / again)? You mean
ihat f we send all fouf containers rn mid November, we will
get a iotal discount of 8%?

N: Thail r ght.
S: OK, ihrtl very intercst ng, but I can't give you an answer

r ighi  now ' l

N: That's f ne.

( l /  get back /you) in a

5:  ra - .

N:  No,  I  don' t  th i
l ine?
nk so. That3 all.

(islelse) we need to discuss while

i

I

S: OK, Nikos, ls ( thanls/  ca l l inq) .  Nice
talk ng to you.

N i , 6 (lts / n ce / 1. ling / too). Bye

When you finish, read the conversation aloud. Do it by
yourself, or with . colleague (changing roles atthe end).
Practise several times until you're fluent.

II4 TELEPHONING - BEVIEW

44.5 Read the dialogue about arranging a meeting. Choose
the ben word/s to Iill each gap from A, B, c or D below.
Ann: Hi l im - '  Ann.
l im: Hi.
Ann: Jim we need to meet up som€tim-c to discuss the

Frankiuft Trade Fair
iim: OK. What time 2 -..------- be good for you?
Ann: What about r.--.---- ft,londay?
lim: Let me see. No, sorry I can t a then. Could we

meet on Tuesday 5 - ?
Ann: t!,4y schedule is quite 6 on Tuesday, but l'm

free later in the afternoon.
lim: OK. What time wou d 7 you best?
Ann: 3.........-- we say 6pm? Or s that too late?
iim: Well. it is really. l'd prefer a bt ear er if you don't

ls tve OK?
Yes, that lo fine. That's much better.

send an emai to confirm.
oK. r, cal ng.

2 A should
3 A the next

5 A alternative
6 A lul l

8 A will
9 A mind

10 A could be
1 1  A l
12 A Thanks for

I This is
B could
B at nex
B make rt
B in place
I occupied
I suit
I shall
B care
B 5eems me
8 f d
I Thanks for your

C Here is

C on next
C b e
C instead
C cornp ete
C prefer
C how
C worry
C feels
c l
C l thank your

D Spe:king
D can
D riext
D arrange
D instead ol
D engaged
D advantage
D what
D troub e
D sounds
D  I ' m
D N c e
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Mdija Novak is looking for a job tluough an online
Kruitmeni agency. She sends an email with her CV md a

I
l -  wl19r"  r "g"ro ro.ob va-aEy ?t  ro lONOO9627 on ]

/oi I a4os[e. ̂s req Fsreo arrlr aycv 
1zl leel conlidenl thal my skils and achlevements are a very good -

fit ror this iob prclie.
'Pease ieelifee lo contact me il you have anyqueslions
al look lorward lo hear ng from yo!.
Maria Novak- : . .  . . : . :  :

sreven -
rHil lhope youte wer Ei
This is iusl aquick note to ask lor some help ve been L-T
applying lor jobs n Londoi usng onine age,rcies but l've had lt
no luck ar all. lney iusr send back rhese sra.dard emals its l
reallydep@ssing ]3Anrvay, l was wondeing ii yo! colld hep me? ltholghtyou
might know of some London recru lme asercies lhal have jobs l
in lhe iinance a€a Can you send me some fames? d realLy l
appreciale il l
aThanks io. your he p. ]
5Besl wishes ro T,Assa ]r
Ma{a 

__]
A rccruitment consultant replies:

Dear Mariia
rThankyou very much 1or sendlng your Cv wewl looklhrough
I caretuly afd conlacl you aga n lnecessary
'?P ease be awarelhallhejob markel s extremely compelitive
and lhalwe rcceive manyappicalons ior ou vacanl pos llons.
3lllcan ofier any lurther advice of assslance, please don r

rHiMar ja.greal tohe r rcmyo!agan.  m I  ne -  jLrs l  gol  back
lrom vacation in Morccco Amazng!
2Anyway, hanks lor your email Imhappytohep- askalew
people and try ro hink ol sorne agencies you coud ny
3shalllalsosend you a copy ollhe London Ye low Pages f lh€
ral, Sotrerimes irs b€rt€.lfa. o.r.le - [s ve'y compr€serive
and ists oads ol agenc€s and olher informalon al i. one

lcood luck wilh lhe iob huntng

l
l

The €mails above use polit€, formal language. Compare them
with the emails between Marija and a friend on the right.

The phrases you need B
More formal

Thes€ last two emails are friendly and informal, but note
how Mariia starts paraSraph 3 of her email to Steren - she
uses polite, formal languaSe with her friend because she's

More informal

First line

Friendly open

Dear Sir ot Madan / Deat lname)

It was a great pleasure to meet you tn

Hl . / (jrrt the name)/Jnoth ng at"lD

How's it going? / I hope you?e well
Great to hear fran yau again!

Ihanks for your email.
folbwingyou<all,...

fhis is just a quick note to say / ask for ...
Re you enail below ...

Thank you very nuch for sending
Futther to aur earlier convetsatton,

Reason for writing I'n writinq with regard to
rn witinq to find out nore infornation about .-.

Request I was wandering if you could . . .
lwauld be gratetul if you could ...

Offer help

Friendly close

lf I .an offet any fufther assistance, please don't
hesttate to contad me.

Please feel free to contact ne if tou have any

would you like me to . . .?
lf you wish, I would be happy to . . .

I look foMard ta heaing from you.
Give my regards to.--

Do Wu want me to.. .?

lf you need any norc infornation, just let ne

Just give me a ca if you have any questions.

see you soon. / Thank for your help.
Goad luck with . - / Best wishes to . . -

94
Last line You6 sincerely / Kind rcganls I Best wishes Best wishes I All the best | (ust the nam€)



Exercises

45.1 Cover the opporite page with a piece of paper.
Now make phrases by mat(hing an item tmm each

1l 'mwri t ing-\  !o hearing from you.
2 Please feel free \ furthef assistance, please ...
I lool forwdrd \ to contact me rl ...
a Th.1l  you vey mL(h -wrthrcqardto.

6 I hope yoir're
7 This is just a
8 | was wonder ng if
9 I'd rca ly

10 Geat to
1 1  s h a

for sending your CV

you could heip me.
hear frcm you again.

send you a copy of ...?

app€da€ |l.

45.2 Look at the numbered paragraphs In the four
emails opposite, Write one of the paragreph types in the
box on each line b6low The paragraph types can be used

Bady af enail FinalconnenE Friendly close
Friendly apen affet help Prevbus cohtact

Reamn for witihg Request

)",1 ",,' Badv of email

Fi6t emall
lst para

3rd para
arh n,r: Fflendlv clase

Second email

Third email
ist para ---&9!4L spcl

1st par.
2nd pafa
3rd para

2nd para
3rd para
4th para
5th para

---Fientllv close

Founh email
I st para
2nd para
:ra para ---!{€|j e/P

Notce how the body of the email (includinq .€questinq and
offering he p etc) s lramed on either side bytheopenins and
.loslng paEgraphs. li is rare to have onlythe bodyofthe email
wth no framing.

4th para

See page 151 for some writing tasks.
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45 EMAILS - BASICs

an altachment a5 request€d don't h€sltate
do you want futther assistance qet bac* gntelul fol

grcat pleature heanng fron please re
relation to useful dis.ussion very imprcssed

wondering if with regatd

45,3 ComDlete the thre€ emails below with words from
the box.

l l w a s a r
Olbailast monh. You hospilally

lo meet you and yoLrr tearn n
was very generous and was

lo you plans lo set Lrp an
inv€stmed fund lor Ind a. Atter ouf very a .--..-...-.....-.......-
on ihis Esue I now need a litl e.0," Ou"lg,ornO nlorruiioi.

you could sond me acopy0i
lhe consolidaled accounts for yow qrclp oi compan es? Also I
would bo5 ----------- any iniomarlon rhat yo! havs
abour regulaton ol rh€ DubaiStock Exchange.

llook lotuad lo 7 ... you soon
Sanjay Gulali

I r- i ; i;... ; i&.!.|r-tiil--..-..-...1.. 1
i;; -, suo;e"r !-'Wlmqr rund ioi|;a6 --J

--- 
.' i r".,. j gqr,er eqrl

!--E!Ll sobi.ct a.D!_BffiE_,_._,--.---.:--.:-,.:-l

Many lhanks lor your enai and lor you.knd wods. twas a
Dleasure lor !s lo welcome vo! her6 i DLrbal.

, Im sendln! you a copyoiour

'o - the Exchange, lhen webs te is
wW ditx.ao and lhis has al lhs nlomation yo! need.

locontacl me ii I can be olany

?
5end

l.....l

your emal, contacted llr I
Abdullah and he sent me Iheir accounts.llreyte allached here.

to me il lh€re are any issues.l'fi1
leaving lhiq lo yoL I havF m . L" rrN ro read accoL.ls

me lo cala meer ing wirh Bhslar  in  a
wek or so to disclss alllhis?
G@d lLck wth he accountsL



Emails - internal communication

Emails u*d iside a compmy are often short ed direct.
ll)ok at the following example:

The level of fomality of iniemal emails depends on the
:ud,er ,edd Fd.on for  hr i ruS.  t  "udlJ  rhesry le. .  L- l
neuhal, but here is d exuple of a formal and an infornal

Serrd I subjectj

Hi Bfell
subjorr linanciaresults

Justa q! ck nole 1o remind you Ihar lts the end ol lhe qlarler

P ease send me the sales lgures broken down by reg on. as

Can lask you to aso show saes accordin! 10 producl ine? I
woud rea y hep when complemyrepor l
Tha.ks ior your co-operal on

Herc is the rEply io thc above emajl:

m p eased to te I you that our tfanc a resu ls lhis year have
bee. very poslve woud lke to thankyou al lor yourvauable

lwould aso ike 1o lake lhe opporlunly lo le yo! about an
imporlanr srali change Parca Nascmento has beer appofled
as Maftelng Drectortor grazl to reprace Fita Costa. She wl
work lo slrenglhen olr prese.ce n Laln Amer ca

This s an exclng lme 'or ourcompany. and m sure lhal can
counl on yolr conl nu ng commitmenlover lullre monlhs

Go a  <a-o  a
( .  b ; ,  r "  v  d , o  / o a i  -  i e . ! 1 . d ,  _

Goran - ooks ike ie lI nelwork s gorng lo be dow. nexr
F day Folr.e mainrenance lhey say What a hasse
Weve 9ol a video con'erence a(anged lor Fr pm Sha ca
everyo.e and lfy 1o reschedu e lor Monday? Gel back lo rne I
you lh nk rs a qood dea

Give news
l'n pleased to tell you that / In sure yau will be pieased

The bad news is that I Unfattunately, ...
Wauld all staff please nate that
I t\/ould like ta take the appattunity ta tell yau about ..
The reasons fot the.hanges arc as fallows:

Friendly close
Please get back to ne if you need any nare infomatnn
Let ne know if there s dnyhing else I can da
fhdn|s ag"in lat aI lau holD I rca r apDrc"ara :t

Thanks for your ca-apetatian.

setrd slbjec! Ber Ouanery sa es I gures

Susan heres lhe iirsl sel oiiiglres yo! wa.ted allachedasa
spreadsheel The second sel - saes by producl me willakea

e onger l0 colecl I send lhem by the end ol lhe week
Now lor some bad.ews Unlonu.arey. he saes slall are leling
us thal nexl quarler s ikely lo be sgnlcanlyweaker Do you
wanl me lo gel logelher a rev sed {orecasl lor Juy-Sept
L€lme kfow lheres anylh ng e se lcan do ro he p wirh rhe

&ett

fhe phrases you need B
Remind
Just a quick nate ta rcmind yau that
|'d like ta rcmind evetyone that ..
Request
Please .. / I need you to ... / Id be gtateful if yau could .
I wonder if you could give ne same inforration?
Ca n I ask yau to .. ? / l woLld ap pteci ate yau help with th t s.

Be helpJul
Hetesthe.. yau wanted. / I ve aftached ..
l'll .. / l'll get anta it right away.
Shal L. .? /  Do you want ne ta . .  ?

Thank
I would like to thank you very nuch for ..
We done! Yau've dane a great jab.
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Exercises

46.1 Complete the very short emails below using these
wotd' advance, co-operation, know, Iet, 'll, qui* note,
please, rcmind, say.

that I got your email and
speak to Fernanda aboLrt t when I see her

2 JList d lo you that
tie ledn nPplrng s roTo"ow at 9dr
bring copies of my repo.t with you.

3 Just to you ...................... . lnar
there will be a frrc dr I at some point next week. Thank you

tor yor.rr

The emai s above, ike the fid one opposile, begin with 'jun' 1o
lshow a shorr message.

46.2 Cover the opposite page with a piece of paper.
Now try to remember the wods below. (some l€n€rs
have been given.)
I Sus.n - 5 the fl6t set of figures you wanted,

a ed as a spreadsheet
2 Now for some bad news. LJ

ly weafer

ly. the
sales staff are tellino us that next ouarter is likelv to be

3 Do you tme qet togethera rev sed forecast lo.
Ju y-Sep?

4 t me w f there3 an!,lh ng e I can do to he p
wth the rcpon.

5 cal everyone and try to reschedu e for lvonday?
6 t k to me f yo! think t's a good dea.

46.3 Put the words below into the corre<t order. Write
allthe answerc under the correct heading below.
'm to tellyoLi that pleased ..
wou d also like the oppoarunity to take to tell .boui you ...
wou d like to thank for you allyour v. uable contrrbuton.

Thanks fof all your again help. appreci.te it realy.
I m pleased you wi1 b€ sure to heaf th.t ..
I be ntercsted you'd thought to know thai ...
wouid all staff note please that ..
'm €verything you have done very gr.tefulfor

s 9 n

Announcing good news
t h n p1:.?:,:!...!P .le!Lv-ul!i!,

Announcing general news

4
5

3 .- . . . . .  .

Thanking

Can you find three phrases from the table in H€nri
Devereaux3 email oooosit€?

46 EMAILS - INTERNAL COMMUNICATION

45.4 Complete each

I l'm sur€ you wii be

3 l'd like to remind . .|
a can I  dsk you . . . i -
5 l w o u l d a p p r c c a t e . . . : l

sentence 1-8 with the best ending

. . . F

a to let Paula ln HR know your hollday pans for the summ€r
asap?

b everyone that redecoration oi stalf ofiices w beg n on
Monday.

c pleased to hear that I have negotiated a d scount for a
empoyees at the localiitness centre.

d a meeting oi the senior manag€rnent tearn a5t rnonth, it
has been decided to reorganize the depanme.t.

e that anyone w shing 10 benefii from this discount should
regisle' ar rl'e cenre befor€ tt e end o' ALgusr.

{ move all tables and desks away from the walk to a low
.ccess to areas that need 1o be painied.

9 for the changes and the proposed new structure are in the
attached doc!ment, lwould be gratefulfor any comments

h your he p w th th s as we need to make surc that €veryone
doesn't go away on vacation at the sam€ iirn€

45.5 Make lour short, <omplete emails using the
answeE to the previous exer<ise.
Email 1: iaj + 8-J

Emall2:  :c/ l+ l

, r " , 0 ,  
t  

*  
t ' t  -

see page 151 for some writing tasks.
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Emails - commencial

ln ihe exchmge of emails below a custome. makes an
enquiry md the supplier replies:

Email 1
'.;, To... nio@pot;iaacaaom

!rrr .  subrd: qpq i '  , :o:19,p9t: ,pq' l
lvsted your sland al lhe Energy Trade Fair n Hanover and was 

^

mpressed by your ranqeol power packs based on luelcel
r"c5 olo9,
lp cked up a brochure al lhe lair and woud now lke some more
delaled techfical spec I calions ioryour range ol fue ce s ro.
sma I lrandlreld devices
In padicuar lwou d ike 10 knowabout power packs suilable ior
a ponabb DVD player

Pease send dela s ol size energy outplt elc
I ook iorwa.d lo heaf ng lrom you

Email 2
-  lo .  .  Dan Ba e\

send slbjecrr r.io re power packs

|  _ r ' .ar  -q a doc--e l  - .  9  \es
lu dela s ol our range oi power packs

Can ldrawyour allenlon ro modes FC68 and FC72? These
wo! d be dea Jor a srnalhandheld devce
I wourd welcome ie opporlunry ro drsclss your needs m more
dela May suggesl lhal lcal you n a day or !wo?
In lhemea. lme peasedonthesi la le loconlac lmepersonaly
l you have any queslons My dnecl .e s gven beow

,t/, The person writing email2 willbe a sales consultant,
and they use the enquiry as a chance io enter inio a sales
dialogue.ln the follow'up conversaiions this person \!ill
use sales language from units l8-2'1.

Aficr further telephone conlersaiions and emails the
customer now praces an order:

Email 3

!  lo . . .  Saes  deoar lment

sond subjert order lor modelFcT2

tt ln email 3 ihe customer confims details that have been
covered in pievious discussions.

o See mii 3 for the lmgrage of intemational lrade (CIF /
leiier of credit etc).

The phrases you need E€

Enqu i r y
t ti\tcd ,ar s?.d at dnd ̂ dt np,e.s-d b)
lwauld like sane detailed specifications far
ln particulat lwauld like ta knaw
Please send details of yout product Gnge and ptices /

discaunts / delivery times / terms af payment, etc.

Reply to enquiry
fhdFt tar tar )ou! emdtt ot t/' tcbtuat p.quning

1 n aftaching a document that glves full details of
Can I draw your aftentian ta .?
Our stanclaftj terms arc paynent within 28 days, but we

affet discounts fot prompt payment We also offer
quantity discaunts fot large purchases.

We can ship within one week of a ftrm arder
1 would welcane the oppaftunity to dtscuss yaur needs

We hape that yau find au quotatian satlslactoty and
laok farMard ta rccetving your arder

Please dan t hesitate ta contact me persanally if you
have any questions

Placing an order
Follawing our rcaent canvesations, please flnd attached

our onet na. ... rcl
ll lou doa I navp h. trcms teqtresred ,n srccl. please

advise us innediately.
The gaods nust be deliveted by

canfim yau delivety date.

Folow ng olr rece.r conversalons please iind albched our
o.der no JX034 tor 25000 ile ce s mode FC72
We agreed thal the goodswi be senl by sea (ClF B!san).
seclrey packed in 25 cases 01l 000 lems each
The goods musl be delvered lo Busan porl by 24 Apl lal lhe

ll any ot these cofd tons are nol met. p ease reief lo lhe
delaied terms In our conlracl toraclons that we are enl I ed to

Wewl pay by nrevocab e eller ol credl Pease sefd copies oi
the sh pp n9 documenrs a.d lnvoice d rectly ro me as pdlllles

Please acknowledqe rece pt otths order
Thank yo! and we ook fotuard lo do ng more business wilh you

lf any of these conditions are nat net, please rcfer ta the
dc!"iled r.tm, n au ca. act rat aanns that ̂ . ae

Please a.knawledge rcceipt of t s odel

Shipping an order
The gaods will be sent by sea / an / road / rail and wil be

secureiy packed in baxes / cases / .rates.
We look forwatd to doing morc business with you in the
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47 EMAILS - COMMERCIAL

Exercises

47.1 Cov€r th€ opposite page with a piece o{ paper.
Now try to remember the words below (Some letters
have been giv€n.)
l lvsited your n at the Enerqy Trdde Fdir
2 | p cked up a bro e at the fair, and would now I ke

some more d€ta led t€chnicalspe s for
your ra ot fuel ce s

3 In p r, I would ke to know about power
packs su le for a portabe DVD p dyer.

4 Can I  d w your a ion 1o modeh FC68 .nd FC72?
5 In the m€a me, please don t hes e to contact me

persona y ii you hav€ any quenions. My d 1
I e s qlven below.

6 Fo nq olr recent conversatons, please I nd
a ed our ord€r no. JX034.

7 The goods rnust b€ d ed to Busan port by 24
April at the I t.

I lf any of these con ns .re not met. ple.se refer ro
the detailed t s n our contract {or actioris thai we are

47.3 Make phrases by matching .n item trom each

1 if you have any
2 l'm coniident
3 | ako notice that you

5 we do offer qldntty
6 | hav€ been looking
7 l (an t rnd no menton

47.4 Use the phrases from 47.3 to complet€ the
exchange of emails below.
write the phrases in full - it will help you to rememb€r
!hem.

. 10... Sal€s

s l fd  sob j .d :  Or rce  s lppres  o .der

and am nleresled n orderng so.ne

9 Please send cop es of the sh
nv o rccIy to me.

10 Please ack edge rcce pt oi this order

47.2 Write one oI the setr ol initials in the box n€xt to
each phrase below.

PR (product tange) DT (dehvery tnel
PD (prices & discaunts) P (paynent)

n par lcuaf , Ineed paper and car tdges lor  Canon
pholocopers and variols ma .g and packaging supp es
'  desk and wa ca€.dars wlh a
company ogo bur would need sorne assurance abodr lhe

Your flces are shown on lhe site bul r
and exlended payhenr rerms lor arge purchases Pease send

l look loNard ro an eary repy

1
2
3

5
6
7

8
I

t 0
1 1
1Z
1 3

c F Eusan l'j )

the goods must arrve by . at the latest
av. abe in sx colours
by b.1l  rans'er to ou dL(o nr 'JrbF'
trr" 'F  ̂r l  be an add,to.al  upple-1e1t 'o.

10. .  [ / ' cheLe Younc

sublert Re Office slpples order

the executive model features
we w ll make a promoiional

we offer €verything from to ..
late payments wi ncur a per'ralty of
wa ^ .h o ^r l t .n  t0 $o. t r .g  ddy(  o l  .
o r ir -io J<F des,gn edr hds d"valoped
letter of cred t (l/c)
you.an t r .de in  your  ex is t  nq modeland receve up to
€1,000 c.sh back

14 payment s 60 d:ys after invoice
15 a deposit of 25% s requ red for ..

Thank yo! lor your emar enqln ng aboul oll ce supp es
' alyou prodlcl needs and ook
lotuard rowecoming yo! as a reguar clsrorner

a owance if you ma ntain an lor arge orders These are on a s d,rg
scale beg.nng al2% lor orders over€500 and golng Lrp lo 8"/.

Trade cuslomers sdch as yourseves are give.30 days 1o pay
our invoices but6 tnsr We aso ol1er
alt.actNe early payme.t dscounts o. these acco!.ts For llrlher
lnlormalon on lrade accounrs pease clck on he nk beow
n relal on to olr persona zed cae.dars

produc! lor you lo ook at Please send
me some arlwo w th your ogo as a g I fle and spec ly whelher
You wanl a desk orwal caenda[
Thankyo! once again lor your enq!ry 3

Pease leeltree lo conlacl ne

see page 151 for  some wr i t ing tasks.

Emai le 99



5!rd

Emails - customer issues

In the email beloa'a supplier is forced to giee some bad
news to a Poienhal customer:

at The tone of Chdstinet complaint is dnect, shong fld
tactual - but noi angry

-{ Pieiro's reply is short and simple, avoiding co lict.
4 Nohce ihe first paragraph of Pietio's reply. After

apoloSizing he immediai€ly piomises action.
4r Notice how Pietro ends by apologizing again.

fhe phrases you need E€

Customer complains
|'n writing wth rcferen? to .
|'n wnting to canplain abaut the poar servi.e we've

.eceived fton
There seens ta be an enot / nistake / nisundestanding.
There's a setious fauh with the
ThB has caused us considerable inconvemence.
ThE has hurt aur sales and our rcputation
I nade it.leat that . .

Customer demands act ion
I nust insist that you give thts mattet yout urgent

Please take uryent actian to
Let ne renind you that this ptoduct is stjll undel

watranty. So, the best solution wouid be ta ..

Suppl ier 9;ves bad news
l'n satry to tell you that .. / Uhfattunately, ...
fhe rcasan is that . / This is due to

Suppl ier apologizes
t m vety satry ta hear that ...
t wauld like ta apolagize far .
t was vety concetned to leatn abaut ..
Suppl ier reassures and promise5 act ion
Im canfident that
I can assurc you that
lw nake sure that .

suppl ier ends
Sarry again fot the inconvenien.e.
Once again, please accept my sincerc apalagies fot any

tncanventence caused.
Thank yau vety tuch far bringing this nattet ta ny

Td... !11!!rg!?kq
subje.1: V6l lo osak"

lm so.rylo lel you llral have 1o postpone myvsi oyour
olTces nexl week The reason s thal my ine manager wtt be
away and wi be lakng respons biityior lhe depanme.l in his

However 'm 
sl very keen on comng to Osaka to meet you. and

m conldenl that we caf eslab sh a good reral onship between

lhope lhal we can reschedue the meel.9 . the.ear rullre
colrd make l any lme in eany June Pease lel me knowwhch

Sory aga.lor lhe fconven e.ce

?, Notice how Claudia apoloSizes and cxplai,rs at ihe
bcginning, and then apologizes again.t the end.

a Notice how Claudia rcassures Mr. Tanaka eith posiii\'.
language:  / i ,  s l i / /  i , f ,  V t . .  

"  
on . .  /h"col t f id .  t t ln t . . . .

ln thc ncxt €mail a cusiomer mak.s a compliinr. In rcply, ihc
s{pplicr npologizcs ind promiscs action.

"  
b. . .  Pef io  Cas.

lcnd subj?. t :  Compa,nl

lm Mring ro compia. aboll the poor seN ce lhal we ve
rece ved llo.n yolr company
You ins la led a.ew ar  co.dtoning sys lem at  our  o l1ces ast  =
monlrr Aller a week I slarled eakng waler through lhe ceiino
oJ ou receplon area Your lechncian a(ved and removeo al
lhe ce r .g panels n order  to ca(yout  a servce.  bul  d l r .g  rhs
wo/k lhe panels and supporls were bad y damaged
Tlr s has caused us considerabe nconvene.ce a.d the
damaged pan€rs creale a poor mage in olr receptio. area
lmade i l  c  ear  to the lechnicran thar  we hod you responsbe lor
repac ng he damaqed panes However ths has slitnor oeer

P ease take lrgenl acl on 1o reso ve lrr s marer
Yolrs Chrslne Lagarde

Chrsl'ne Laoarde

send subjdl R€, Coirdlrfr

m very sory lo hear lhat yoLr !e had prob ems wth your a I
conditiof ng syslem. We I be at you office tomorow 1o J I new

lndersland complele y lhar yoLr re.epto. area needs lo be or
the rr grresl slandard a.d can assure yo! lhatwewil eave lhe

Once aqan, pease accept my s.cere apoloqieslor any
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Exercises

meeting.

48,1 Rewrite the sentences b€low with the cor€ct word
oder, beginning as shown.
1 l'm to tell you sorry that I have to postpone nextweek our

t 'm

2 Once again, p ease apologies for accept my sincere any
inconvenience caused.
Once again,

48 EMAILS - CUSTOMER ISSUES

i18.3 Study the stsong complaint below. Try to 9ue5s
the single missing word in ea(h gap, Wite your answers
lightly at the side. S€veral answers may be possible,

frol Fnd,ew wrkinGi 
--*--' 

l
su6ect lDetavto oroa 

-- -------.l

I phoned yo{ lasl w€€k about this and you

This delay is causing us considerable 6
as wele unable lo coniinue ow ooeratLons withod the oans

lhat ylu 9 v€ this malter your

l'll be phoning you again later his atlgnoon and I hop€ that
by then you h6ve some good neo€ lor me, lf I donl r€celv€ a

Bspons€ from you, l'l b6

l{ow fill in the gaps above wlth the suggestod words in
ihe box below.

atrentlon assuIed delivery furced
inconvenience irsist bng-Em rcference

tales satisfactory shipped nill

48.4 The tEply below has t€n extra words. Thet"rc elther
grammad(elly wrong ordon'i make sense. Crcs5 them
ouL

See page 151 for some writing tasks.

Elnails

t Tol lGrola-sarfias-l
suqcct lne oatav tmoor 

---- 
l

r l ll contact wid,l lhem personally and nrake sure that they eso ve

I wEs very concened lo l6arn about lhe so late del very ol the
Parts what you odered irom us.
l!€ bo€n spoken to our stafl in he packing doparh€nt and
lm loo conlid€nl lhat lhe g@ds lefi he@ last w€ek. I can only
asure it hat lhere is an issue w h rhe courier,

once again, pleas accept ff'al my sincsr€ apologies lor any
inconvenience caused you.

Should yo have any some queslions, please don t hes tate to ,i.:1.

3 l'm ordered to tell you that the items are now in stock you
pleased. We'llyour order be shipping today.

4 l can dorng everything possible assure you thatwe areto
resolve this issue as possible as quickly.
l can

5 You'll be
hear for
You'l lbe

extending our online sale that we are pleas€d to
another week,

6 l've talked to the involved staft and l'm confident that our
proceduret are robust and prcpe y working.
l've talked

inform you that we regret to cannot process your order
to on your account a large outstanding balance.

I Thank very much you to my attention for b nging this
maIIet
Thank

48.2 Write sentence numbers 1 to 8 from the pr€vlous
exercise in the boxes b€low.
a Good news n I
b Bad news [] n
c Reassurance ! !
d  E n d  n n

due
7
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Emails - arranging a visit

Much of the lmguage used for rnaking auangements by
email is similar to ihal used for naking anangernentsby
telephone in unit 42.

Below is a typical exchanSe of emails fo. ananging a
business trip. Only shori extracts are shown.

Host makes an invitatioh

| ^ " . a o o ; o p o .  T t "  " , t  l e , o L .  
_

n China wed be very pleased ifyou coLrd vsl our compa.y
ll wou d be a greal oppotunty lor yo! lo look arolnd our new

Guest accepts

Than( you iorlhe knd nvlalon 1o visl your cofrpany d be
very nterested in seen9 your lacrory a.d seeng lhe poduclion

n lacl l lbe . Chna torn lo Pease er me k.ow ir any ol
these dales are conven€nl lor you

Host suggests an it inerary

was very pleased 1o hear lhal yo! l be here n China m
January Ol coLise wed be de ghred rowercome yo! on one ol

ve pul logelher a provsio.al trnerary - pease see lhe details

How does lhs soLr.d? Please er rne know whar yo! rh.k
A so. wed be happy to arange a ocal hole lor yo! il yo! w sh

Guest replies

Thank you so mlch iorthe carel! tholghl you pot rnto pla.ning
an lferary lor ne ll looksiine lheres i!$ one srnarchange
thar rwo!d suggesl
n relaton to the ho{e. fnake my own amngemenls
ook toNafd very mLrch lo seeng yo! if ..

Guest contacts a hotel

rn maiing you oii yourwebsle Oo you have a room ava tabte
lor one person on the n ghr oiWednesday 22 January? Prease
lel me krow the p.ce otths ncluding breaklasl
d a lso lke to know l l  you.

Guest tells host the details

Yes, every,lhing s lina zed.ow
l'n travelng on il ght Ll1788 irom Fra.kllrtlo Guangzho! lls
due n at  l130am I  be arv ing atTerminat2
Im slayng at the Marlon When lgetlhere I need iust hall an
houror so lo freshen up.llren I can come slraghl to yolr oiiices

Host confirms ever]4hing

Jusl lo co.rnh your v sit to us on . al A drver wil be
waitng ior yo! at the arport. hodng a sgn with yolr name on t. =
- o o r . 6  

4  r d - 6 , o , o ) o - . 0 .  o d F  b r q r o ,  6 p

Shoud you have a.y problems my mob e phone funrber s _

fhe phrases you need E8

Host to guest
We'd be very pleased if you cauld visit au canpany.
Ive put tagether a pravisianal itlnerary.
A drivet wi pick you up fron / drop you aff at the

Do yau know when you re planning to arive?
Go straight ta the rcception desk and ask lar me
Shauld you have any prcblens, my nobile phane

l'n afta.hing a nap

Guest to host
Thank you fot yau kind inviznon. l'd be very happy to

visit your offices.
1 n I'a,elng on f|'ght nrmber 1H-88. ore . al

I need iust half an hour at the hotel to frcshen up

Guest to hotel
I n nailing you ofl your website Do yau have a rcom

available fot the night of Wednesday 22 Januaty?
Id also like to know if you have a swinning paol and

gymnasiun / 24 hour reception / a.autesy shuttle bus
nom tne atpon

I need a view of the . / wieless lnternet a(ess / an ian
tn my rcam wnen t arnve.

other vocabulary

a wndow seat / an aisle seat
a tngle / return ttip \BtE): a one way / round trip lAmE)
a booking / to boak lBtE); a reservation / ta reseNe

{AmE)
Leave the motorway \AmE frceway) at exit 12.
Keep going for three blocks, then turn left.
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49 EMAILS - ARRANGING A VISIT

Exercises

49.1 Complete each sentence 1-8 with the best ending
a-h.
1 lt was a gre.t pleasure to ... E
2 We'd b€ very pleased if I
3 I'd be very interested . -

4 I've pur together 
_

s A driver w I pick yo! il
6 A dr iver w ldrop you .  .  !

8 l'l need to freshen up i I

49.4 Marcus is telling a story about his business trip. Fill
in the missing letters.

Th€ taxi diver dro ed me o at the wrong terrnina ,
and t took me some t me to find the rlght ch
ior my ai ne. Then i had to pay an exc baggage
cha bec.Lrse my su tcase wds so hea\ry Anyway, went
thr passport control and then wa ted for ages at security

there was 3 lonq qu (AmE ,ne). Wh € | was wa ting
for my 9 e to be ca ed, d€cded to do some shopp ng.
I d dnI notice ihe t me qo by .nd I had to th to b d the
f ight. Dur ng the flght we h.d d ot of really bad
turb ce - when we tou d d I was shdking ike
a leal. I pi €d up my baggaqe and w€nt to the cab r k
outsd€ the t€rminal. On the way to th€ hote we got st in
traffic, and then at the end the diver tried to I me o

a a provis onal iiiner. ry
b at th€ hote f rsr.
c n seeing your faciory
d meet you in Germany.

i to the recepton desk and .sk for me.
9 up irom the airport.
h you cou d vist  our comp.ny

49.2 Fill in the gaps with the prepositions in the box.

al at at ar far for frcm in
ln in ot'l on on to whh

t and he wasn t very pleased I checked
into the hoteland was look ng forward to an e ly ni
blt the d sco n the hote ba5ement rnade that mposs ble

49.5 Th€ email below gives directions. Fill in the gaps
with the wods in the box.

blacks exit follow maln miss frc-.way past
signpasted turn down fat far

Leave lhe at,

I was very p eased to hear that you will be here
China l .nu.ry
l'm ma ing you (or from) your website. Do you
have a room avaiab e one person on the nighl of
Wednesday 22 ianuary?
'n travelllng f qht 1H788, Frankfun

G!angzhor.

! abour four mles unri yoLr come
lo a arge Shelgas slalon on yolr right You cant

r  ghl  iust  3

12 Fo row rhe han road,3

The J ight leaves 11. l5am
21 J:nuary

lhe gas srd0n and keep gong srraghr  o l rof lcesarea
shorl d sla.ce'

yolr ngnr
When you a(ve ar the " gare. Seclrty
willgive you avislors pass '3 the roao
rou.d to lhe main recept on where here is a vis lofs parkng ol
When yoo qetio receplio. iusl ask ,
ne - fteyllbe expecl ng yo!

5 is dLre . ai 9 30 on Wednesday 22 lanuary
6 lt arr ves Terminal 2.
7 I 'm stay ng . . .  the Marrott
8 A driver w ll be wait n9 you the

a rpod, hold ng a sign yolr name on t

49.3 Cross out the 9!C word in each group that is !9=t
(o ect. Check any unknown words in a dictionary.
1 Yau.an get / catch / take / miss / lose / be baoked on /

board / boak / resetue a flight.
2 A tlqht can be averbooked / be delayed / be held up / be

divefte.j / be bound far somewhere / leave / depatt / take
aff / anive / land / be full / be ha(-enpn/ / be an time I be
cancelled / be annulled

lr you have any probems. gve me a cal
't rny cet pnone

L@knq ioeard to meeling you nextweek.

see page 151 for rome writing tasks.
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appreciate .antact do
atter pastpane renind

teel hesitate know
shal take wonder

Emails - review

50.1 Fill in the gaps with verbs from rhe box. 50.2 Write the numbeE of sentenc€s 1-10 from exercise
50.1 in the boxes below.
a Thrce phrases us€d to give nformdtion (a facr or some

**t I
b Two phr.ses used as pad of a request II. l
c Two phrases used for makinq affangements L i I
d Thre€ final, frend y comrrents - li

Now do the sam€ for sentences 11-20.
e One phrase used in d customer3 in tia enquiry I
i Thr€e phrases used in the supp erS reply to this nital

enquiry i i
g Two phras€s used by the cunomer after they have decided

t o b u y _  i
h Two phrares used by a customer as p.rt of a compla nt

i Iwo ;hrases used by a supp er as part of a reply to a

50.3 Complete this internal emailand the reply with the

1 Please .. . free to
me T yo! lrave dny questons.

accept acknowledge assue clck dkcuss inttt
nattce affer tesolve sentl rale welcome

11 Can call you n a day or two? | wou d
ihe oppoltunity io
yoLrr needs in more deiar.

t 2

t l

Pease copies of the shipping
documeft and rnvoice d recty to rne
Please urqent action io

we reschedule th€ me€ting Jor

| .. if yo! could glv€ me some
inform.tion?
lf I c.n .. any further advice or
assrstancei please don't to cont.ct

lust a qLrck note to yo(] that itl the
end of the quarter and the sa es figur€s are dup.
Let me it th€res anlrhing €lre can

the
opportunity to tellyou about an imporrant staff change

8 | would your he p with rh|5.
9 Please that I will be away ircm the

office lof the whole oi nexr week.
10 'm sorry to tellyou thai I have to

vsit to your offices next week.

Continue ar before.

attached aftend cnculate ca-opetation done
evenl tnalized get back nuke sue nate

put rc rcnlnd te|

sub jp . ( :

you lhal lhe a(angedenls lor
lhe O. ne Maderng sem.ar have now been

rl wl lake plac. on 28 Apr

. .. this matter
14 1.. . .  on your website that you c.n

personalize desk and wallc. endals.
15 lcan you we are do ng everrrhing we

16 We do ... quaniity discounts lor targe

17 must .. that you give ihis matt€r your
urgent attention.

18 For luirher nfoffnaiion please onthe
link below.

19 Please . ..... receipt of this orde.
20 Please . ..... my sincere apologies for any

nconven ence caused.

Thrs I s part ot olr o.gong sratt
p ease encouraqe peopre lo

rneed lo k.ow approxmat€ numbers asap
lo me on lrr s by the end ot nexr week

Thank yo! lor your 3

M'q  , "  - a  l s  o f  "
Youv€r!  . .  a lo lofwork nroorqanizng
lh is  Weldo.e
| ' 

the pdlto everyo.e co.cerned and
lhal everyone knows abolt it

Can you I ... me ilthere is any imt
on numbers? m slre lhere wiibe a otoi .leresl in our

r04

Thanks agan.  Youver!  . . .  agreat lob



50.4 Match each tormal phrase 1-14 with an intormal

1 l'm wdting with regard to your last email. I
2 Furtherto our earlier conversation, ..- n
3 | would like to apologize for ... U
4 lwould be glateful if you could send me ..- fl
5 ls next F day convenient for you ? [
6 P ease don't hesitate to contact me if - . , I
7 Thank you for the kind invitation. n
8 | was wonde ng if you could ...? n
9 | wouid be very pleased to come. n

10 | wouid like to Emind evertlne that ... n
11 |willcont ct you again in the near ltitrre. I
1 2 We wish you every success in the future, n
13 Please find attached ... fl
14 | would like to thank you very much for ... . I realt

appreciate it. []

a Thanks for asking me.
b Good luck with everythingl
c can you , , ,  ?
d Please contact me if ...
e Re your last email, ,..
f l'l get back to you very 5oon.
9 Sorry about ...
h Following up your ea ier call, ...

Let me know f you can make it next F day.
j l'd love to come.
k Thanks again for all your help. Much appeciated.
I Just a quick note to remind you that ...
m l've attached ...
n Please send me ,.,

50,5 Fill in the gaps with wods frcm the box.

about at at back W fot fot fot for
fron in in in in in of on
an aver te to to widl with

I l'm writing --@ Egard to job vacdng/
ref. no. TH729.

3

I'm writing - relation - job vacanq
ref. no. TH729.
Nlany thanks - all your help.
I wou d be grateful - any information you have
on mts,
Have a good look at the report and get-
- me if you have any questions.

6 l'm sure that lcan count-your continuing
commitment - (= during)futurc months.

7 We willcontact you again -the near future.
I lhave been tooking - your website and am

interested - ordering some office supplies.
9 - part,culat I need paper and cart dges suitable

1 0 l'm writing to complain - the poor service we've
receNed - your company.

11 the meantime, please don't hesitate to contact
me if you have any questions.

12 We are stillwaiting -- delivery - these
pad5.

I 3 The goods must be delivered to Busan pon -- 24
April- the laten.

14 Pfea5e calf me - my direct lin€, 123 4567890.
15 Good luck - everything.

5O.5 Compleie lhe $nten<es by putting a verb in the
box into either the -ilng or th6 .ed torm.

afta<h buy aause conceh do fallow forward
get 9e heat make request use wondel

I You can find lurther delails bv__gqlg_-* ro oJr

50 EMAILS - REVIEW

if you @uld help me?
l'm sending you a copy of our

us considerable

our recent conveEltion, olease flnd

mote bustness

it clear when I spoke to you last

2 l w a s
3 A s

accounts,
4 This has

you in the future,

w€ek that we hold vou resoonsible,

DHL, IJPS or FedEx as

to learn about the late

attach

1 0

12 We are interested in
organizations such as youlselves.
I have

8
9

1 4

delivery oI the pans you ordercd from us.
11 Thank you lor

from Fairtrade

a copy of our brochurc.

back to me so quickly.

to us.
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Presentations - opening

There ai€ a great variety of presentaiion coniexts:
Col  p. . ,  pr . 'pnrJ miur  prodL.  rs .
harkets, plans for the f!ture).

. Prod uci prescniation (features and bencfiis of a nei! p.oduct).
rL Internal presentation reporting financial or sales figu.es.
a Internal presenlaiion analyzing a problem and sugteshng

1r Welcoming visitols.
'  A - \ , ' ( r . . o r h  e r F \ n - - p F a l  c l  l . n t t h  h  . r  m ,  . r u r 8  o r  .

1I additioll, dre.c ar. a \,arieiy of presentaiion shles:
/:' formal, sfructuled, rehearsed, iaking qucstions at thc end.
/r Info.mal, partly improvised, interal:tint {'ith the nudrence.
4, Somewhere bchrccn ihe h!o: using a basic structurc, but

alownrg occasional opportlnities for quesiions ind inte.action.

Which style yot usc dcpcnds not onlv on your audience an.t its
cxpecLrtrons, tui.lso on vo! ard lour per$nali\r

Itcad ihe opennl8 to i t'clcomnrg \isikrJ presentihon in the
n.\t.olunrr. (Th( miin body and ck)se of a prese.tation are
.ov.r.d ln lrits 52 53 )

Noii.c ho$ thc prcs.ntcr begnrs by giynrg ans\Lers to a11 the
ph.ii.ii qresti(ins that nright be nr ih. aldience's mind
lct  \ \  hat  js  thL ' . im of  ih is  t . lk? I low lorg r ! i l i  i t  Iast? l { i l l
th.r bc a IrrLIk? Who is ihc pcrn)n spe.king? Who is ihat man

The pr.s.ni.r thcn gives an outlinc of lh. siructurL'or th.

Finally, befd. bogitulnlg, the presoter makes ii cl..r $hcih.r
au.jience nxrnb.rs can iitcrrupt rliih questioDs, or kcep them

fhe phrases you need gg

OK, lets get nafted Goad nornlng everyane and wel@ne ta
Can everybady see)
Betare I begln, 1d like ta thank (nane) for )nvitlng ne here today
On behalf af BCC lnterhatianal I d like to v/e\(one you herc to

tt's gaod to see so nahy people here taday.
l'm very happy ta be here.

Personal !ntroduct io|1s
Let ne staft by introducinq nyseif l\,ly name is
lust a few wards abaut nyself,
Perhaps I should just intrcduce one ar tuvo people in the raam

Ll!?iert;re

The title af ny presentatian )s .
This matning I m going ta talk about . .
The aln af this shoft talk is to . .

well, good noming, eyeryone. On behau of BCC
lnternational I'd like to welcome you here to our offlces.

Cd elervone see at the back? OK.
Thp J n o l  lhF.huf l  ld l l  r .  to  Bive yo,  in  ovedie$

ol our company and its products. l'11speak for abolt
thiriv mimtes, and then rvc'll iake a break for coffee and
biscuiis. After that, ni aroud ten thiitt we'li take you on
a tour of the fnctorv

Before $,e begin,just a few words aboutmyself. My
name is Anna Edelmam and l'm in charge of public
lciations here at BCC.I'i.c b.en with ihe company for
h{che vears, and I sokcd in ihe sales area before

l should also iniroduce my colleague MiAndersen
over thcre in the comer Mr An.lc.sen is our plant
manaSe! and he willbe lcading the fa.tory tour.

l'v. dn'ided this presentition into four sections.
First l'd like to show you a timclnre of our company
so you can see how we'vc g.orvn an.l developed over
thc vcars. fien I'll talk a littlc about our markel and
how it's chanlling. After th;rt l'll move on io disclss
customization, and ho$,we fecus on tailoring our
products to our customcrs' noods.

Final l ,  I ' l lg ive you a l i t t lc  tochnical  background io
help you understand the n.w technologv thit you'lltrc
seeing on the factory kNr

Ii you have any qu.sircns, pleasc fcclfrec k) intcrrupL.
OK,lefs begin with ihis first slidc, which show5 ...

Cet attent ion anC inler,651
Let me ask you a questian (+ rhetorca quenon)
Take a loak at this picturc What da-.s n rcll yau about . ?
5omebo./y orc€ raicl 1+ qlotation)
Did yau know that ..? (+ slersing ndtrttl:)

Audience l t renei i ' t
I hape this presentation will enable yau to ..
8y the end of ny talk yolt will

i t ru. ture
I ll speak fot about thiny minutes.
, .".litd"d nt GlL ." a fou! n"t pdfi. s.c\ar.

Then l ll talk a liftle about ...
After that l ll move an ta ..

It you have any queslons, please feel frce to tnteffupt.
Ot ].t b.oi ^ah the ltt , pa.t Lde ^n.cr 4
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1 On behalf - ---\ see at the b.ck?
2 cdn €veryone \ of public relarions
: lust a few -\of Bcc rd tike ro
4 'm n charge
5  ' , d t k €

6 l' lalk
7 l ll move
8 We iocls
9 L'l g ve you

10 Let! begin

1-8 with phfases a-h.
1 rhetorca quenion I 5
2 thank th€ organ zers I 6
3 surpr is ng statst ic I  7
4 audience invovement I  8

51.2 Th€re are many ways to deate an impact in the
first {€w minutes ol a presentation. Match techniquet

with ihis filst nide
on tailo ng our products ...
on io d scuss (unomizaiion

aboui o(]f market and how ..
a ttle technical background

use oi visuals
quotation l

51.3 Make presentation phrases by using a verb 1-'12
with the words a-I.

51 PRESENTATIONS - OPENING

s  g v e .  I  9  n d d . . : l
6 introduce..  -  tO tute l  l
I  t a y . .  :  1 1  r h : n k  . .
8 speak . .  i  12 wecome t ]

Exercises

51.'l Cover the page opposite with a piece of paper.
Make phrases from the presentation by matching an item

l b e  r
2 take a break ..
I dlvide 

-

a a few wods about myself
b .ny qLrestons at the end

d for about th rty m nut€s
e for cotfee and biscuits
t (nane)fot nvit ng me here today

my talk into four parls
I one or two peope n the roorn
k by inircduc ng mysel

51.4 Create different ways to op€n a pr€sentation, using
the verbs in the box.

a Take a look at this picture. What does it le you abor.rt
teena9e lashion?

b Everybody who thinks ihe nternet w killtraditonal
adve(sing -  put your hands up.

I

deal dl5€a55 fill give laak
autline repaft show take talk

Wo! dnt you I ke to double yourua €, if just twelve
month5?
Charles Datuin once wrote, 'li is not the strongest of
the speces that survive, blt the on€s mort responlrve io
change. '
I'd like to thank Olga for all the hard work she has done to
make this event possib e
lwant to share something with you.
I hope this presentaton wrllenable yo! to choose the most
con'€ffeciive T so ution
70% ol al Amerc.ns say that they're carrying so much debt
that its making the r home lives unhappy

Gaod moning evetyane and thanks fot.aning. This moning

I  , r i , i i , . i  the issu€ of  fsk,  and what  you can do

2

3

4 about investmeni funds: how to
choose them. \,1/hen to buy them and when to sel them.

5 back to you on our progress with the

6 at a varety of green technologies that
d " 

'"lp no ro corrbal lhe t! edt o' qlob. \ad,rrrrg

you an overv ew ol the company and

yo! how to sel more elf€ctvey io

you n on the background to our

sorne deta led recommendat ons

involvement n the Braz ian rnarket.
a ook at how we got into the problem

wth our ocalaqenrs ln the UK and how we can

i h " t , , . ( , , e s L t .

lrom our consumer survey
1 0

1 l
1 2

about how to reorqan ze the department
o!r new marketrng strategy.
wth the tem ouistdnd ng from olr

ast m€eiing: fundinq our R&D activties.

51.5 6 6 Speaking practicer listen and repeat. Repeat
each phrate you hear and then listen to check.



@ 
,r"r",rr.aions - main body

'Th€ phrases you ned'below shows some ptuases
that can make you presentation easier to follow You
will have to supply the content youself of coursel
4/ Signposts: these ale phrases ihat say (here you'ie

8oh8 in rpm\ of  lh .  mr in rup(  -  o l  \  our  r . rL
,? DcvploD i .op( tn, -e D"ri.e. d'e rrui-srCnpo-r-

within a topic. By cxplicitly saying what l.ou re
gohg io talk abouinext, the audience can follow

(, Focus: these plrases are also mini-signposts.
Youle saying io the audience: 'pl.ase pay extra
alieniion for thc next few fromcnts'.

't Question answc. asking a qu€siion and rhen
i r F h p r i . r  i ' , o u r , l I i . d . a n d d r d  r c . h n i . l u p . n
publi. .pp.'\in8 Th. tuej ,'n , -clc, interer r
ihc tnind of the listcn€rs, ihe answc. provides the
satisfactim of closure.

I ttcfer to visralsr bc careful not to rclv too much on
your slides .s thcy can send pcoplc into a trance of
bor€dom. Di.cct aiiention back to vourselfofien.
Ask fd contributions:stop at scvcralpoi'rts
during the frain presentation kr takc questiors - it
(rcai.s rnter.st and makes the p.csentation more

R..Lt thc presrntation extrnct in thL'ncrt columr,,
q hich shows somc of thcsc techniques and phrascs
nr contc\t. The contc'nt in ihis cas. is rechnic.l
- about wind en{rgy rcchnohgy.

It Lookingjust at dlc first half of ihis cxtrad, norice
how thc p,€seDtor guidcs the aud icn.cr signposting
t l r '  n . ' in  l^p i .  r . ' r 'ng lh . r l  ! ,m.  bdc(Br^und , :
. u m i n g  n c \ r .  d i n  c r i n g  r r l e - n , { r  t u d ,  i d o  r . ,  - , n g . l
qlrestion to create intcrest, focusing on iwo issues.
Allof this makes thc preseniatior easi& io follow.

The phrases you need B

'' 
... Or, ters mou" o. to rhe nexr poini, which is wmo enelgy

ieclnology. The mdkei for wind tubines. is shifiing toom otrhore
to oifslble. It might be Getu1 to give a liiile background hde. As
you cd s@ on this ncxl sLide, onshore wind fams have several
draivback: tust you ned a ieLiably windy iftatioo se€ond the
ldtu L d. . ' " rp \  - -c l  pouud.r .  and t lud tnpre are.ome ser iob
enginc.ring questions.

What are these engineering questioro? Basically rhere are two
issues. Firstlv, the stabiljty of the struciuie as you make ir bigger md
sccondLy the problem of hai ing the blades always facing the wind.

So the trend is towards offshore wind fams, ano n€ic are some
cnginee.ing .haUenSes here. Have a look ar this slide it shows thc
design for an offshorc turbine that sits on the surface of the sca.

It's three times more
efficient than an onsho.e
tu.binc oi equivalent size.
What is the reason lor ihisT
Thc reason is that it uses a
completely dif fereni design
that isn't dependent on the
wind clirection. There is a
Ia.gc V'shaped st ucture with
rigjd'sails'mounted along
its length. As the wind passes
over these they act like ahfoils" and rhis gcnerates lift and htrns tho
structure as a whole.

I would like to stress that this design is not yer in commcfcial
production, but a prototype is currently being resred off rhc coasr of
Scodand.

OK. Are ther€ any questions so far? Does anyone havc any

r \rinJ rurbinr: lallsrn'.trtr wrh pirrs rlrrato iumcd by lhewind, uscd tor

" atlojl:.ud&l pid on af air.rnfi s wing rhir helps ir kl.i* in thc air

Signposts
AK Let s nave an to Iturnaur

attenttan to .. / take a loak at . .
This leads ne to ny next point, whid

Earlier I nentianed ..
l'llsay norc abaut this later / t'ltcome

back ta this in a monent
Just to digrcss for a nonent, . .

Easically, . / To put it sinply,
5a, tat me, the nain issue herc is ...
Ithink the,e are three questions to

I would like to stress / enphasi2e that

Quest ion-answer
What b the rcason far this? The rcason

Haw nuch is this going to.ast? Well,
the figues shaw . .

50 what can we do about allthis? t'11
tellyou We plan ta

Reter to visuals
As yau can see an thb next Jide .
l'd like to highlight tuvo things on this

table / chan /diagtan ...
What ]s lnteresting an thls slide ls . .
I d hke ta clraw your aftentbn ta . . .

Ask for contr ibut ions
Are thete any questions sa far?
Does anyone have any comments?
Hov\/ does this relate to yau ownDevelop a topi (

It might be useful ta give a liftle

Lets examine this in n,are detail.
Let me explain with a.ancrete

lt4y awn view an this is . .

r0E



Exercises

52,1 Cover th€ opposite page with a piece oI paper.
Now try to remember th€ words below. Some tetters

I Th s I s me to my next point, which is ...
2 Ear ier I rnen . ...ned ...
3 'll c b ... to th s point in a moment.
4 just to di s! (= s detrack) for a mom€nt, .
5 Let's examine this m de L
6 Let me expain with d con .le ex
7 | th nk there Ere three quenions to f
8 lwould ke to st (= emph.size) that . ..
9 you c s on this next s de, ...

10 'd llke to high t two rh ngs on this chart.
11 W inieresting in this slide is ..
12 How does th s re te to your own particular cont t?

52.2 complete the presentation extract with the words
in th€ box. lt is an alternative veEion of the presentation
opposite.

The ext.act you just looked at shows several po nts about
relerring to visua s:

52 PRESENTATIONs - MAIN BODY

. The speaker intfoducesthe s de ctearly. A tong pause at
lhe end oi the filst paragraph wou d be good giving the
audience a chance lo study the s de sitentiy.

. The speaker uses firstly and secondy to tsl points.
Again pauses after each separale point would allow the
listeners time to absorb lhe information.

a The speaker makes a personal comment fhis creates
Interest and is one way to avoid lhe danger of lust
reading the text on the s de

. The speaker gives a chance ior questions aboul ths

li.u'"o"tii
gs so an

enphaslze have a laok
nyavn view notice

55 or, tet ' ar tns nexl
s ide. t shows the desigi ior an offshore tubine thar sits on
the surface of the sea.
I'd ke to z . on this diagr.m.
Firnly, 3 .... ... the V*napeo
struct!re wrth 'sa ls' mounied along its length. Secondly,

this whole struct!re can
turn on its base, powered by the action of the wind on the

52.3 Read aloud these two versionr ot the same
sentence. In the se@nd, put a strong pause wher€
you see the // symbol and a strong emphasis on the
underlined syllable5.
Ve$ion A The market fot wind turbines is shifting from

Ve|sion B The market fot wind turbines is shifting // from
glshote ll to qffshare.

Can you hear a diff€re.ce7 The second version h;s more clarty

Mark with a // symbol lltCg places in this sentence
where you can pause for clarity.
1 As the wind passes over these they act lik€ ai.foik and this

generates lift and turns the siructure as a wholp

Underline t!49 syllables in this sentence that you (an
emphari:e to c.eate impa<t.
2 lt's more efficient in term5 of eneGy producton, and it! also

more nabb wth its solid base.

52.4 'l'd now like to discuss ...'The words below can all
replace 'discusi'. Fill in th€ missing vowels.

.-....... . on this is that the design
is.  bg improver.ent on earl ier versons - l t 's moe eff icent |n
terms ol energy producton, and itk also more stabe with it9
so d b.se.
By the way, must jult b ...... that
ihis desgn is not if cornmercial pfoduction.

sails. This is how electricty is generated.

oK, afe there afy questions 7 .....
No? Then 3...... .... to the next slide,
wh ch is a graph show nq the prciected demand for ofishore
wind energy over the next twenty years. !t

1  m v  n  t
2 t l k  b  t
3  d  I  w t h
4 t r n  m y  t l n t  n t
5 t k  a l k  t

6 xpl n
1  c \  |
8  c . n s  d  r
9  m n t  n

l0 t . .c s n

52.5 S 7 Speaking practic6: listen and repeat. Repeat
each phrase you hear and then listen to (heck.



Presentations - closing and questions

The following sequence provides a guide for how to end a

Preseniation eflectively.
i Signal ihe end: lhis means using a tignposi' ptuase to tell

the audicnce explicitly thai you're Soing 1o finsh. (See
unit52 for ihe meaning of'signpost phrasc'.)

:' Slmmarizc: summarize the main points, md .dd a fcN
obsen,ations or details for inte.est. fcrhaps hale bullci
points on a final slide, and then girc a ]ilely commenl
aboui whai reallv matiers f.r. cach one (a'i.ke-hone

Concludcryou can conclude wiih. fliendlv commeni,
a fnlalslidc (wiih a shong inag. or mcssagc), b!
mentioning lh. benefits lorr talk h.s Encn thc audicncc,
or by l@king Iomad to the futu.c - Mith a call io action
or an nispnaiional message. linall)t a strcng 'Th.nk lou
all fo. coming' $ill hopefully p.oducc somc ipplausci
Invite queslions: 'Do 

)ou hire inv qucstions? is usunlly

Dc.l s'ith qu.siions: tho b.sic ran8. oftechn\ues.rc:
1 ltcsFond positivei\,', thrn ins$'cr
2 Cli,ify / Ask for repctition.
:l ltc.lircci io thc qrcstioncr
+ Itodircci i() lhc g(ntP.
5 Dolav an i,nsx'cr
6 Contro l  thc l in inS.

Itead ih. prosentitiul cxhaci in iho ncxt colunu, $r1,.n
sho$,s sonr. of thcsc tcchrrques ind phriscs in contcrt. li is
theclos ing p. r tof  . 'welcoming v is i i r t r t '  prcscntat (  .

Right, that brings me io the end of my presentation.
Just io summarize ihe main poinls again: Ibeganby

telling vo! a littie about the hisiory of our compant
and you saq' our growth from a smail family firm to the
intemational operation thai we are ioday.

f \ ,  r  I  r . ' . lpd aDo- l  uur  mJr ler , .  o  how npr .
technologies are opening up cxciting possibilities for the

Alter ihai I erplained horv customization is at the heart
oi our business model our dienis all gei tailormade
solutions based on their individual needs.

Finally I gale vou somc informaiion about our
manulacturing ptucess, .nd volr sarv how we achleve our
erceptional levels of qualit_v and pcrfornan.e.

OK, l'd like to finish by savint thai it's . great pleasurc
ror us to welcome vou here tuday, and I hope thai you
enjoy the factory tolr which ac'vc planned for ),ou. Wc'lL
siart on the toui after n sho.t brcak for refreshments.
Thank you all for.ominS. (nptln!s.)

l've 8ot some handolrts herc - l'll pass them round.
Thcy show all the slides I uscd in my talk and my conrrct
ctctails arc at the back.

Do you have any quick qucstions bcforc wc brcak?
Yes, the gentleman at ihe back with thc rcd iic.

Comparu lhoop.n ing in  uni t5 l  wi th th. . los ingcxtra. l  k)
thcsanre prus.ntntion .bovc. Th. pr.{ntcr ktd thc.udifn.a
sllat shr s.! going to siy nt theopcning,.nd now herc it
thecl(){ sho rupoits thc main points agaitr. lhis rcnrforfts
the kev casnnd m.kcs thcn easier io rcmembc'.

fhe phrases you need t€

Sign: l l  ih ,o enr l
Right, that brings ne nea y ta the end of my prcsentatian

5umnr: r ize
Just to sunnaize the rr,ain pointl aqaln,
So, ta sumrnatize, we laoked at fout main points lbegan by

tellitg yau a lttle abaut . Then I talked about Ahel
that I explained how ... finally I

td hke ta finish by taying
Sa, tn canclusian, I hape that thls talk has given you ...
Naw we have to . / t'n asking a af you ta ... / our joh is

Thank yau all for caning I hape it's been useful

Pr.! ' i iczl  inrt lerr
t ve got same handouts herc.
Heres my emailin case yau want ta get in tauch
j n v i t e  g u e s t i o n s
Da yau have any questians? Yes, the qentienan / lady ovel

the,e ̂lnh the rccltte / the blackjacket.
Ilow if yau have any questians, l'11 do ny best to answel

D e a l  w i t h  q u e s l i o n s
That s a very goad point / l'n qlad you asked ne that
satry can you explain that again?
5a, I I understand WU caftectly, you're asking ...
Thats an interesting question Whats yaur awn apinlonT
Has anyane ehe expeienced the same thing?
I think that outside the scope ol this presentatlan, but I m

happy to discuss it with you afteruvards.
OK, lthtnkthete's tine fot ane lart questian.

1 1 0



Exercises

53 PRESENTATTONS - CLOS|NG AND QUESr|ONS

53.2 Study the phrases for dealing with questions
below. Try to 9ue5s the sinole missing word in each gap.
Write your answers lightly at the side. Severatanswers
may be possibie.
I Thdt's a very qood .........--

(Think of sonething else besides question'.)
2 Sorry can you that againT
3 Has anyone ese . ..... the same thing?
4 OK, l th nk there's trme . . . . . . . .on€last

53.1 Complete this extract Irom the dose of a
presentation with the words in the box. tt is an internal
presentation about departmental reorganization.

genetated a lot af dis.ussrcn give the flool
taak at sane aptions nay be forced au job is ta cansider

that covers evertthing there is the option to
the next steps some difficult de.isi.ns w)uld lead ta

66  Rqhr ,  t r h ink ' I have to
say. Beforc l fin sh l' lust brief y summaiz€ rhe key points, and
tiren we can try to come to a d€csion and focus on

Thank you 6 ior your att€ntion Now t'll
.. to you ior your

So, right at the beginning I said th.t the a m of my
presentaton was to r . for
reorganizrng ouf sa es and marketing operatons. And l
expained the reasons why.

We explored three alternatves. Filrty, we looked at keeptng
both a sales department and a ma*eting depa(mem in every
country as now, blt rcdLrcing all budgets and looking for cost
savings wherever poss ble. Spend ng on advertEing will be
clt back consd€rably, and when people leave the company
they w I not automatically be replaced. We can expect that
everyoneS workload will increase

Secondly, a brcak up the
natonal marketing teamr, while keeping the sales teams. Al
market ng carnpalgns wo!ld be run centfally from head olfice,
eav ng jlst a skeleiof naff in other counrer. This option

. , and I sense that many of
you fee it'r too drasuc. However itt the oprion that olfe6 the
gr€cles'cost sar 19s, dnd we o

The fina opton is the poss biity of merging sales and
marketing nto one large depanmenr n every ma*el This

greater coordinaron, some
cost savrngs, but . so a loss of foc|]s. I would like io hear more
d scusson aboLrt  whether th s opton is viabe.

5o, in conc uson, now rs the t me to take
. . . . . . . . . .  .  l 'm asking al l

of vou lo eo'e deoarr.leltd oy" ies ro ore sroe
........... ihe future sutuiva and

proftability of the comp.ny as a whote.

5 That's an interestingquenion. WhatS your own

' 6 sorry ldidf ' r  . . . .  rhat.
(hink of something else besides undestand' )
I think thar 's outside the :  of  this
p€sentation, but i m happy to discuss t wth you

8 Im . . .  .  you asked methat.
9 | promised to f ni5h t me, and I see

thal it3 nearly ten o'clock.
10 You.. . .  .  have thought qu te a lot  about

th6. What conclusion have you to?
1l Could you be a l t t le more 1
12 Anyone ike to on that?
l3 |  don t  have that informaton to

Can | get s ihat  a l l ight?
14 So, if I undeGtand you

askrng ,  .

Now fill in the gaps above wirh rhe suggested wofds

aheMatds back .atch
conedty erpeiehced explain

nust an apinian palnt

53.3 Malch phrases l-14 from the previous exercise to
the te.hniques b€low.
a Respond positvely [- ,-]
b clar i fy /Ask for repett ion l i - l i - t .
c Redirect to the quenioner f 

- 
i .

d Redirect to the group I : l
e Delay an answer rl rl
f  Contrcl the t im ng: i  l

53.4 S 8 Speaking practi(e: listen and repeat. Repeat
each phrase you h€ar and then listen to (heck.

quenions a|1d comm€nts. tQ



The languag€ of trends is important not iust fo. pres€ntatids, but ako for business leporls. You may
want to des.ribe movemats in financial indicators (eg I,rofits, co6ts), sales md f,a*eting indicators
(e8 sales, mark€t shaie), or @nomic indi@toE (eg inbr€st rat€s, unemploytlmt). Often this lan$age
wiil be used to explain a graph or chart

Many verbs descdbe the dtu€ction of movemerll

Movement up and down

90 doM / decrease I kll

. / \

st bility and Insrability

+t\y' \+

tatgEr movemer{ up and

double I take ofl I b@n / J f
Indlvidual polnts on a

the speed and amount of dange:

co|Eidenbly I significantly
n&Btely I to sone adent -r-

)

Some verbs describe a change in size, and othe$ say whether things ar€ good or bad:

Altemativel, you may want to rctur to tulnhg points or individual points:

Hrh r"*. "". "- 

-l-
poln$ |

Ctrange in siz€

To make your description mor€ a€curate you can then talk about

Try also to get the pieposition right:

o - O * o
Good / bad I sales I'm#,Tx!,r*'t^y h,

I i;0,."".

Sales stood at €1.2n Sales hercased W il.2i, | 15%
Sales rose lfttn €1.2 to A.4n Thqe was atinq?tse in s,'les ol €0.2n

And finaly think about the verb forE|-

'#is"""""- 
lf V

Time pedod complete (past simpl€)
sates mse W 2% last quttet.

Action / situ.tion in pmgr€ss in th€ pasl (prst coniinuo8)
Things wrc ersiet in the con wry a lew yarc ago, while profts wee tui'tg.

Time perioil noi complete (pEsent peifect)
Pnfts haoe n6efl EignifranttV this vear.

Showirg that one pat €v€nt happened before dother (past pe ect)
B4oft tte cEo ftsignd ptufts had tbeady lo enby20% h'awr.

ker€nt reEult of a pdt action (pr€6€nt perfect)
Pnces h@e nsen because of highs naterhk risLs.

'will'tulur€ for geneial b€liel6, pr€dictioB dd lads
On dt lpditors ui lace ttu *nE Wbbig as us.

Action / situation in prcgBs now (present

Infatiofl is tising at the ,noment.

'going to'frt|E when there is stroag F€seni evidene for a
pEdiction

E eryW tu?s o1E new plodu.t line - 1'1n sffi it's goins to be o succ5s.

All the language above Efers ro describing tl€nds. In lmit 55 you'tl s€€ some language for analrzing trends.
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Exercises

54.1 Match a verb on the left with a verb on the righl
so that they have the sanoe meaning. Not all the words
appear opposite.
1 g
2 fall
3 mprove

5 mov€ h gher
6 eveloff
7 shr nk
8 edge down

rise

be stable

stabilze

lf there are any verbs above oropposite that you arent sure
about, .heck their meaning ca€fully ln a dictionary For example,
the word'dec ne'- not mentoned in this unit - means both
'decrease' and 'get worse'. Also check to see if the verb can be
used with an object -for example you cannot say We.ore our

1 boom__=\ shr nk
2 double 

-----cr.sh

4 grow
5 improve
6 peak
7 stay the same
8  f se

54.3 Complete the table with the correci fo/m ofthe
words, You may need to use a didionary

1 go up
2 grow
3 rise
4  t a l

5 grow
6 expand

8 improve

10 vary
1 1  t u v e
12 deteriorate

54.2 Match a verb on the left with a verb on the rioht so
that they have the oppolite meaning.

vary
drp
detenorate

fall
ht a low

Past simple Past panidple
!eILUp............. ...9p!e..c?...._

-qe]1.4l

54 PRESENTATIONS - TREI\IDs I

54.4 Write the adj€ctives in the box in the corred space
below. Not allthe words appear opposite. Che<k any
unknown words in a dictionarv.

disappointing utouraging enormaus
yadual nadeate Epid slight

..

8tG
I

FAST
l

2
3

4
5

1
8
9

SLOW
.t

SMALL BAD NEWS

54.5 Rewrite the verb + adverb senten<es as noun +
adjective sentenes.
1 Sales grew slowly.

There was la^ 9t94!! .. --,. , ,r sales
2 Costs rose signiiicantly.

3 Prcfits dete orated rapidly
We saw a .-.-..--.--.......,.-- - , in profits.

4 Market share improved siightly.
We had a - .- . - .  -  in mafketsharc.

5 Our 5ales forecasts varied considerably.
There was a - .. in olr sa es

54.6 ;ill in the miising prepositions In the presentation

55 After the marketing campaign at the start of lvarch
sales rose I .. ...... ... ... an initia figure'? €4.5m
r es.u m by lune. That means they went up
a 15olo, tle bigge$ inc.ease 5 sales o'ary
rccent campaign. They currently stand 6 €a3n.9)

Note. the pteposilion in $4 6 often mrsted oL/| n rpeech.

S.7 Underline the correct forms in italics. Each verb
form is used once.
ff so far tnis year we 'saw / have seen a ot of volatility
in the financial markets. The curcnt sitlation in the world
ecooomy 2is.ausing I had caused a great dea of uncertainiy
in the minds of investors. No-one knows what the future
twill bring / is binging. Last year things werc very different:
everyone ahar been / was optlmistic and ihe markets 5were

rising I haw risen. Of <outse we know now thai our current
prcblens6have aheady begun / had aheatly begun well belorc
last year.

Se€ page 15J for some w.iting tasks.

in costs.

99



Presentations - trends ll

Unit 54 gave some language for desc.ibing trends. But in a

Presentation or report vou will probablv also haye to gire
some analysis. Yo!, nray irali b gn,e reasons for the hends,
to show iheir results, o. to Bive additional information.

Rcid l l ' r -  p \ r - . r  l ror  in  . - r r1r , lprp.ent . r r i .  .  1r l \ / .  .B

rSalcs for ihe fn'sthalf of the ve.r $'ere disappointing,
mainly because of the lack ofnew prodrct lines.
':How.ver, r!€ launched hro new lines in ]une and
pron or .d l l 'en s, rh r  . l ro lg mJr l  er i rL .  inprrAn o ler
ihe surmer. rAs a res!lt of lhis cimpaign, snles began to
imp.ovc. {Ev the end ofAugusi th.\'r'ere 10.r higher on
:  )  c J t r o r F y c . r r  t , F i - .  / l l l ' o u E h  l h .  f e L l l " . r ^ r B . r i n . \ p r
Septenrbc! and Ociober

Scntcncc t h.sthestrrctl,rc'.csult' (lis.ppoirting s.lcs)
'rcison (Lr.k of ncu |.oducl lnrcs) S€nience 3 has thc

sltr,clurc 'r.ison' (ihis c.nrpiign) 'res!lt (sales b.gan
l(' i'npu'c). Thd worls /',rr,!s. (t. ns d ̂ r/r o/ nnd dr. r,,
. . f  a l l  Lrc ln i  i f  Rr i ( fcc I  ind s.n i .n . .3 in .  s i tn i lar

S.ntcr(L 2 lr.gins with ,onti).,,.rn!l ihis $or!l adds aa
.  r .  r rL '  n  'u-J r  r ' \  ,  r  , rn( .1 (  L l  . , i l r  rh  t . ( \  r { r .
Riton.u. fhf ilo'l1s ,.rfa drdl,d,ris anli.r(, !, c<1n
.r l l  bo uso. l  in . r  s inr i l . r  wi r  lhc\ . ' re  i l l f (n l ( \ !cd t r ! .1

Sontcn.c rt hasdl/l,drr/, ii thc middlc of th. scnirncc This
wdd t()l'luces an idta th.t is su$risnrg afier n pre\ bus
idL'n in thc snm. s.nicrc.. Comp.rc Mith /],)nr'..r (hich
rcius back toil differcDl sonllrrcc.
,4lir.rsr..n nlso b. nscd al thl' bcginning of n senien..,
blri ih. N\o cont|nstnrg id.as .rL'still ii thL's.mc scnt.n..:
Altharsh srlcs roft ltish.t ttt th. aitl of Arlrit, th.tt l.ll lr[k
,Srn' t, -st/.rlb The sards r//ror.!/, .nd d., rrdr.!1, cin
be uscd nr a snnih. sav

Now read ihis ne\t e\tract from ihc sam. prcs.ntation.

5This drop h srles over Scptcmber an.] October led
to a series ofmeetings s'here wc cxamined our whole
shategv in d.pth. !'Chrishnas was approaching, an.t the
Chr;tmas scason produces a largc p.rt of our amual
sales. TMoreovcr, we h,ere losing narkei share to our main
.omPetiior 3As a result, we in.reased our advertjsing
budget for Novcmber and Decenber and chalgcd ou
use of different medja.'yOutdoor adloiising on biilboards,
b$es and bus stops inc.eased, while our a.1lertising iI
magazines and newspapers decrcasert.

Sentcnce 5 has the sblcturc 'reason (drop in sales)
'result 

Geries of treeiings). The sentence uses Lhe lerb
'lead io' io expiess this. The lerbs /.ad lo dd,"rr/1tr ce
be used ina similar Far.

Senience 7 uses Mdfurc/ to giv. additional information
that supporis the previous sentence. Th€ words Molcoret
Furthuinrc anll Lll adtliti can all be used in a similar
sa\: Thevle all folloved by a coma.
Sentencc 6 uses As d rerrll b give ihe r€suli of the

Pre\ious sentence. The wotds As n rc.uU, Bccnuse oltltir
and T/,.relof. can allbe used in a simihr rvay. They'rc all
foll$led bv. comma.
Sentence t has r'/ril. in the middle of ihe senience. This
n " r , \ . .  - i r . l p , . - r i .  l F l * . c n  t w , ,  . !  \ . . ( . n p . r r .
with dllllorl.q/l $,here there is a scns. ofsurprise ) The
rro.ds nt!/. and a'llRrr c.n bc uscd h i similar way.

The table bcloi! pr€sents all this languagc togcthcf. Noic
tha t some $ ords lik. A.drrs. d/ and tr sfilr, (,f a rc foLlorvcd
immediatelv bv n noun phrase, whilc othcnvords likc
8.n s. and 1,, sril!..,tir. /ir.r rrri are rdlowcd by a subject +

B(rt! t)f the nrketu'g.rhpnip n lrn(,!rt\,., n\$ttt.
8&?r! r,c tdd d ,!rt.rtr{ tdkl i! h llrt, srtt! r\.nns.d.
,t:tit. offhe poor tu.nth.t i't ltu, t$ ...
ht :pit. ol tht tit(t tllat th.t. ens pot t\\ttl1( r1 lrl1t,sdl$ ..

fhe phrases you need t€

Reason result  { ie (ause consequen(e)
Because af / Due ta / As a .esult of + noln phrase,
8 F  Q u , a  D u a  - o  - h p . a . t  r r a  + , . b a  r , , a . o
reIetr n9 to the prevo!s sentenc€
Eecause of ths. / As a result, / Thercforc,

lea.l to / rcsult in

Resul t  reason ( ie  consequence cause)
because of / as a rcsuh of / due to

Making a s imple (ontrast

. whtle / whereas

Adding a surpr is ing or  unexpected idea
Hawevet, / Neveftheless, / Even sa,
]n spne at / Despne + rcun pftase,
]n splte af th-. fact that / Despir€ the lact thai + sublecl

. , although / even though
Althaugh / Even thaugh ,

Giving addit ional information
Morcover, / Fufthemate, / ln additian, .

See unit 69 for other e ords like As r r.srl, Horrdoel and
&l.r?dfdr that begin a senten e by making a link to the

1i . {



Exercises

55.1 Find and correct the e!9 mistake in each sentene
below. lt could be a missing word, an extra woro, or a

I BecaLrse our considerable cost-cuttLng m€asures ast
quarter, prot ts rose s ightly.

2 Becalse of we cut cons consderably an qua(er, profits
rose slighty.

3 Earn ngs f€llby 8% ast year dLre our ncrcdsed mai€rdls

4 Earn ngs fell by 8% last year as a rcsult frcm olr ncreased

5 Diffcuit mark€t cond tion5 reslr led a siqnificant declne in

6 The sgn ficant declin€ in marker sharc resu ted of diffcult
narK€r cono ronS

7 This chaft shows that brand awareness increased in South-
East Asia, where t f€l in tatin Ameica

8 Our competitoB are gaining mafk€t share. More, they have
a whoe new prcduct ne com ng out next monlh

9 In spile the f.ct that we delay€d the l.unch ol our new
o o d L ' 1 ' d  g e  ^ e s l  L d d  o d o . a b 4 r . i , r i l . < r y e a l

l0 Desp te we del.ying the laun.h of oLrr new p.oduct range.
we nill had reasonable results ast year

55.2 Complete the presentation extract with th€se
words: ar a fesurt due to, even though, howevet, in spite
ofand morcover. Use a capital letter where n€cessary

Be carefull Read the whole text before you begin, and
wfite your answers lightly at rhe side untilyou're sure.

W e . ' F  o p e  a t  l g  i  
" r " r / d ' 1 c - r b - s r n e s s e - v r o - r e 1 l

and ihis s argely ' the hiqh price of
o i l  E e g,  .ost (  a e o1e or  lhe bggFsl  co.rs  r .  oJr  b rsr-e(<.
' we ve introduced a ot of enerqy-
efficent machines n o!r factories over recent yea6.

this investmeni in technology,
energy st I accounts for :8% of oLrr dired cons - and
1 its v€ry d fiicLrli io ncre.se profir
marg ns. 5 

, i's noi a bad news Market
shar€ is grow nq dowy and we've signed some mpo(ant new
cont.ads. 6 

, our recent acquistion of a
compdny n Braz lgives us dccess io the Lat n Amercan
markei fo. the fid time.

Notce how a phrase l ike 'as a resLr l t 'does nol  aways h.ve to
come al lhe beq nning of a senten.e followed by a comma. l. #4
_.orp\  !  r le .  oolF. . ' -  d  o Vd\  '  o  "  

I  e^ 'e  ' re  Le d!
wo! d mean that tlre presentation does not low so well.

55 PRESENTATIONS - TRENDs II

55.3 In unit 54 you saw two simple forms for the future:
wi and going to. However the future is not certain, and
to make forecasts for trends you need other language
that shows diff€rent degr€es of probability.
Match a sentence 1-5 with a sentence a-e with a similar
meaning,
I  13hghy ikeythatwe lmeet our targets.
2 Wete I ke y to meet oLrr targ€ts. -
3 1 might be that we meet our targ€ts. 

.'

4 Wete unlikely to m€et our tdrgeh
5 ltb highly unlikely that we'll rneet our rarqers

a ]heres a good chance we l meet our larg€ts.
b Ther€s almost no way we meet our targets.
c Ther€s not much chan(e w€ meet ou. targets
d we re almost certa n to m€et oLrr iarqets.
e There's. 50/50 chance we m-oet our targets.

55.4 Complete the presentation extract with the words
in the box. This exercise indudes som€ new language as
w€ll as language lrom units 54 and 5s.

axit a slight tnctease akhough have been ttat
hiqhtght highly likely lnpli.ations in line with lead ta

notie nate tapidly rcached a peak roughly while

OK. have a ook at this next graph There are
two hnes The gre€n l in€, wth va ues on th€ eft  v€rtca

shows sa €s The red ne,
wrth v.lues on th€ right vertic. aris, shows prolirs.

l 'd ke to:  rwo
th ngs here lhe Irst s ihe sale! graph As you can
see, sdles rose steadily lor many years. but they

round two years aqo
Since then, sales i  w1h
lust 5 in rhis lan qu.r ler

Now ook at profts. '
_o^  p  o r , l s  1  'pd  Pd 

-

sales tor severalyears, but then ihey narred to deteriorate,
(ow.y  d t  r r r  r  d rd  ' ro_  3

li, the last year this drop in profits has been s gn f icani -

5 % .

not dorng enough to contro costs.
the sa es fgures taken

d ore do _ oor Loo bdd p.o'ir. rell (l-e edt .tol.

It is a diffic!lt nrarket env ronment and we rnust acr |ow
or t t  rr  that we w l l
lose our competiiveness In th€ long rerm th s wil

a sirlai on wherc th€
future of th€ company, and our jobs, are ar risk.

See page 152 for some wri t jng task5.



Presentations - review

s5.1 Match the beginning of each
phrase 1-10 with its correct €nding a-j.
1 oK, et 's. .  t -
2 l {  you have.ny quenions, i
3 I ' c o m e b a c k . .
4 I v€ d vided my talk . .
5 Jlst to digress for
6 LetS exam ne this .

8 My own view .. i
9 OK, that 's a want. .

10 Right,  ets beg n . . .

b gel n:rted. Can everybody see?

d rnto three ma n pans.

f on to the second point
g please fee free to interrupt.
h to this in a rnoment.
i  w1h the l i6t  5 ide.
j to eay about the frrst po nt

Continu€ as before.
I I As you can s€e
l2 began by tel l lng yoLr .
l3 'd l ike us to
14 J!st  to summarize
15 Let me exp ain . .
16 Now do you h.ve . .
17 Rghi,  ihai  br ngs me to..
l8 Thank yo! al l  . .
19 This leads me . .
20 What s the reason . .

k a ttle about . Then explained how

First

ff+,:-'
m  i l '

) t

f n
{WJ
e At(

After rh.t talked aboui

focus our attention on

for cominq and hope
for th s? The reason is .

two th ngs on 'w
p

t

the €nd of my presentation.
the ma n po nte aq. n before I fin sh.
to my th rd po nt, which is . .
wth a concrete exar.ple.

Just to summaize the matn paints

ai*>
* (Righa that brings me to the end

5 6.2 Complete the diagram below so that it indudes all the twenty ph rases
from 56.1. You will see that €ight phras€s have already b€en used. Find and
write the other twelve phras€s by matching them with a picture clue.

4t

frrR
Openir |g

AK, bts get statTed Can everybady see?
l

2

Opo;nr /(D1
tet s begin $/ih the fist slide I V4

<l-\ ,\

5e.ond point

6

l'11came back ta thts in a moment
8
Id like us to focus ou aftention an
two things on this chart

Third point

This leads neto ny thid point, which

.AE; -
q  I |  f
0 ( -
du

2\^,nru

) , ,
Now, da yau have any questions?

wh€n you finish, look back at the whole sequence and read the phrases
aloud. Can you see how th€se 'signpost phrases' help the audience to
lollow the presentaiion?

I l 6



56.3 Fill in the gaps with the words in the box.

56 PRESENTATIONS - REVIEW

55.5 Underline the (orrect words in italics in this extrart
from an internal presentation.

This next chart shows saies for our hvo main product
lines, the Micro rdge and the Neka mnge. 'Mdrk / Noltl?
the scale on the vertical zaris /dile ii shows the number
ofrrtits/lnili6 sold in thousmds per month.

1'd like roa.lrna / ntake yotr attention firstly to ihe black
line, which shorvs sals of the Micro .ange. You can see
how last year sales trose / ll aoe trse 6stedttlJ / stetrdil! all
through the year Since ihe beginning of this year they
/conti!1ucd / hare conti,lEd ro nse, 3altharyh / i,t spite ol ar ̂

On balance, ihese results are good 's.cddy /sipadily
''gror,/gron,i, is what we like to see. This Senerally
postile picturc is "d!.lo /d!.tdfl ihe performance
and reliabiliiy of the Micro lan8e, and the fa.t that ou!
competiiors h;ve bccn slow to respond. rzEr., solEo.,r
r/'o!Sr, ive cannot bc complacent. We have to bujld on
this success going foNarcl, and I want orr nrles ieams to
really focusrrdi,orirl0, the Micro range L{drcr 

4ro,r the

I'm Boing to set an ambitious target - 10 take sales
of Micro p.oducts from thcir curent levelof30,000 per
month rsrdl!,rii ai1{Sr//r/,rrl bd of 35,000 by thc cncl of

OK, now let 'srT lDknr/ look l . '  thc purp lc  l inc on thc
chart, which shows salcs of thc Ncka rangc. As you know,
we launched this rangc in Dcccmber of l,lst ycar, .ncl salcs
''took oll / u.r. tokrtg r,ff immcdiaicly. For ihc lirst lcw
months thin8s "'jzucru /.tiiy looknq Sood /hitl ft,nllr laokctl

,good. We were cxpecting this becaus€ we lDrrcf.,lon,S / rd,1
do,rt a lot of market research before the launch.':rHd?r.!.f
/ Wl,?nns, for no obvious feason, there 2n,rs / ,ns 1,c., a
asudttat / stddeily'1tdrap / rs.l!.. in sales in reccnt wccl<s.
The quesiion is ihis: can we find out the:5ixoii".s / ridlrrs
and what can we do'z6nbolr4or it?

tn d nomrnt I'm gomg io open up lhp d - u\\io.
and ask for your ?Tconuerts / conne atics. B'rt the
implicahons are .lear: ii's 'z3high / hishllJ'1echanc. / likclJJ thal
we won't mei our ttrget of 25,000 roby //o/ the end of th.

about at back in ln
an an ta

1 Take a look . this pclure. Whatdoes it tellyou
our companyT

2 l .F div ded llv l. l foJr n din p"rr .
3 Right,  etsbeqn . . .  the f i rst  s ide.
4 LetS move .... the second point.
5 Th s leads me .. . . my third main point.
6 l ' l l  come . .  ih s in a moment.

( an is passible in #6, but isn't the answer here )
7 My own view th s s simple.

('af is possible in t7, but isn't the answer here)
8 |  h r l  lL€re a'e rhree qJe, ro o fo,u,
9 As you can see th s nexr slide, ...

('in' is passible in +9, but bn't the answer here.)
10 So, conclusion, l hope that my talk has given

you a good ov€fvi€w our company.
11 Thank you a I  coming.
12 Heres my email address case you want to get

56.4 Complete the sentences with the pairs ol words in

anyane / cannents btings / end dlqress / noment
exantne / detail explain I agaln expldin / conctete

highlight / .|iagrcn question /apinian scape / ahpMa te
tine /questian useful / backgraund start /lntrotiucing

mysell.

t m g h t b e

Let!

'd  l ike to

to give a tlle
2
:

1
8

In6In more

with a

iwo things on this

Does have any ?
Right, that

sorry, can you ... thal
.....'.'.' '. ?

10 ThatS an nteresiing
own .  . . .  . . . . . . . .  ?

11 | think that's ourside the of this
presentation, but I m happy to discuss it with yo!

E

12 OK, l th nk there's



Meetings - opinions

Read ihc extract f.om a meeihg in a household Froducis
company.  nroine (A), Brigittc (B) and Chrts (c) are
discussing their complnv's marl.iing straieg\r

A: We need to do something radca to dev€lop our
brands. The retaileG are becoming more and more
powerful they bly frcn us for what€ver pric€ ihey
want, and s€ll to the publc for what€ver price they

B: Abso utely. Our profit marg ns are gett ng thinner and

C: I totdlly agr€e with you abolt the power of th€ r€ta le6.
Afd it's not jLrn ther prcing pow€r lts also the r
own abe prod!(ts. Why should p€op e pdy more ior
branded (ems lk€ oursl

A: Basca y, we hav€ to look at brandrng n a whoe new
way h ny op nron, we l-rave to go b€yond market
resedrch, beyond la krnq about qua ty, dnd beyond

" . e  d d \ p r r ' n o  l o a d  n  d t  I  n  r r  9  o  . d )  r . d e
need 10 mdke an emotrond conn€cton wth contumers
We need con5!mer!  1o love us,  nol  lust  to  need us

B I nr not so slre about th:l We s€ll del€rg€nls and
' '  o  ' o  ' " I o a "  - o ^ F - o r o - c . p L e a  L 9
products) We're not a .ompany ke Apple or Nike who
make exci l  n9,  lenyle prodlcts  Wh: l  do you th nk.
ChnsT

c: t seems 1lr me thal we have to do sonrelh nq we
can'1 lus l  cary on ds we are 1 nay be l rue thr l  our
produds aren't very exot nq. bul we aho have 10
cons der  that  hoLrsehold prod! . rs  are an importanr
part of fam ly lIe, and fdm lies are near the cenlre ol
oLir emotons Aclua y, I do think o!r advertis ng could
appear more ro peop es emot ons

B OK, OK You re probab y r ght But what did you h.ve
in mind,  Ar to no?

A We n€ed a new' face ' for  our  brandq.  A celebf i ty
Someone who the pub c oves To put rt s mpy, we
need the mon famols footba I player n the wond to
appedr on screen, Lrsing our products.

B: Re.ly? Do yoLr th nk so? You th nk thai if a famous
lootbd Ler  ceans the r  teeth and washes the foor ,  us ng
our products, the pub c wil love us? | thlnk ihey w I
auqh at us, and at the footba er.

f: Obv ously it wou d have to be done careiully, and a
footba er  mdy not  be the ben choce.  Perhaps.  f  lm
star trom romantc comedy movies would be better But
in g€nera I l lke Anto nes id€a.

B: OK, I can s€e what you nrean, but don t you think thi5
is a golng to be very expensveT

A: Thatb true. r wil be. Blt iron my point o{ view lr3
worth t. An emor onal con nection is the onlyway to
lustily a prem um price.

The phrases you need Ag

: r  i t  i :  r  - i i  : ' . ! ,  r ; r , '? ; . r -
What da yau think, Chns?
Chris, what's yau apinrcn?
Whatdid yau have in mind?

Cr:  i r i  t r . .  i r . r i ; . i t rn
What l'n tryinq to say ts . / The palnt is
tn my opin ian / rhewaylseei t . .
gasi.ally tEssentially
A.tually I As a matter af fa.t ..
Abviously .. / Clearly
ln generat / Arctall
Io put it sinplf . / ln short
' : i r r i r . i j  .1  r i i . i i r io i .  im.r .  ! . r : r5 l i , : ,1
/r 5eems to me thal

fran rny paint of iew

. .  -  - . . , r ) : .1

t totally ag.ee '|ith yau / Absalutely
It s nat tusl , it s also
Yau te prcbably right

r , :  i : e i r i . ' , r . : 1 - 1 : i . -  r , i
i ag.ee up ta a potnt. bul
OK, t .an see what you mean, but don't yau |hink a
tt may be true thdt . but we ako have ta cansid€l

a : .: a.' -.:.- j: ::::
Realy? Da you think ta?
t m not sa sute abaut that
t m sony, that nat how I tee t
I rcaly .an t agree 6/ith you there

\dhce thc difiercnt wit,s to gne an opnrion nr thc box
.bore. NlaDv oI ih.se phrnses appear in ihc cxtract.
\ohce thc.lifferent wavs to agre. an.t disagrcc abovc.
\fan! of thes. phr.ses nilpear iD thc cxtract.

E



57.1 Underline the correct wods in italics.
1 Chris, whatl/row is your opinion?
2 What did you have in mind / in Wur nind?
3 lt seemr me / seems to me that we have to do something

we can'tjusl carry on as we are.
4 Frcn, ny view / ny point of y/erf, its worth it.
5 | am agree / t agree with yau.
6 YouJe right / You have reason.
7 | agrce to a point / up ta a point, buL..
8 | can see whatyou mean I you?e neaning,btltdon'tl/ou

think this is going to be very expensiveT
9 lt may / can be true that our products aren't very exciting,

but we also have to consider ...
10 l'm not so sure yy,fh /aboutthat,

57.2 Look at the extracts from meetings below. Wrlte a
phrase from the box nert to a ph6se in italica with t|te
same meanlng, 8e carcfrrll

Exercises

ser ous ssues that we stillhaven't discussed.
, the project is

three weeks behind schedule, not two.
, we have enough time,

Clearly / , they'rc oot as ch€ap as
other supplers, but theif quality and rcliability is much

Actually Easica y 8y the way Howevet ln g$e,al
ln nyopinton Luckily Obvioudy lhe point is ln shon

0elter.
overall /
but there are some important details that stillneed
clarify nq.

6 What I'n Wng to say is /

3

t0 To put it sinply /

,s t3 not too expensive,
g While wE're on the subject /

9 The way t see it /

, it3 a very positive proposal,

, June is a

did you

nuch better time to launch th s oroduct than Aor
7 Essentially / , its a good idea as long

get a chance to read that rcport lsentyou?

a complete waste of time.
, the whole thing is

, profits are falling
d_d cosls are 'iqing and we have to do somerhing - {an.

57 I|EETTNGS - OPtNtOt{s

57.3 Write one oI thes€ next to each sentence below:
Polite disagrcentent, Stong ditagreement, Not
Wnaticaly possihle.
'l lreallycan't agrce with you.
2 l can't reallyagree with you.
3 l can'tagrc€ really with you.

57.4 Put the phrases below into order: 1 is the most
polite disagreement and 4 isthe strongeit disagreement.

n l'm sorry thats not how lsee it.
I Really? Do you think so?
n l'm not so sure about that.
n I really can't agree with you therc.

57-5 'l think we need to make an emotional aonnectioh
w'tt .otsumerr.'Study the diffurenl replies a-{ and then
do the €xerdse below.
--) a Yes, just like Apple or Nike.
J b Yes, youle right.
J c Ye5, they should love our prcduds, not jlst need them.
+ d Maybe, but how can a household products cornpany do

that?
-f e lsn't thet idee too abstract? Wouldnl it be better to

focus on something mo€ practical?
+ f Do you think so?
+ 9 l'm sorry l don't agrce wlth you.

ilow match each reply wlth a te<hnlque for agr€eing and
disagr€eing below.
A9|€€in9
1 Using a standard phrase fl
2 Saying the same thing again using different words n
3 Giving an exampbn

Dlsagreeing
4 Using a standard phrase n
s Yes, but ... i1
6 Asking an open question lo show doubt n
7 Asking a negative qiJestior (where your own answer is

clearly 'yes) 
n

57.5 Q 9 Speaking practi.e: listen and repeat. Repeat
each phrase you hear and then listen to check.

Meetings 111



Meetings - making things clear

Read thc cxiract fronr a meethgbetween three scnior
manageF from differcnt departhents in an h\.cstmenr
bank. Agusih (A) h.s somc bad news to announce io his
colle!gles Briar (B)dnd Cecilia (c). Brian and Cecilia camot
bclieve what th.y're hearnrgl

aLrthority
C:  Can lget  th is  ceaf? You' re saying th. l  there l ras been

A Yes, it appears so. On a ndssve rralp lwo billon elros
C Sorry, how rnuch did you sayT
A I ea d two b on eurog
B Ho$? d d yolr arrve al the igure of 1wo b hon?
a r ts  l r ,sr :  quess
8:  Whal  exacty do you mean by 'guess '? Don i  you

A: The peuon Invoved was t rad ng compex inancra
nslrumenls Derivdt,ves lt s very d lf icu I io enrmate the

C Correct me f 'm wrong. bul yo! seem to be s.yrfg
that yoLr have no c ue whal this person w.s ir.drng and
no c ue how much money he has on

A: Pledse. low me to expa, f .  cannot  know every deta, l
ol eve.y tranlacton oT every trader I have spoken to
the ndvduals ln€ manager thA mornLng,  and rhe
f qlre o{ two bi on ooks ke a reasonab e gless.

B Yo! mentioned that the person was trad ng comptex
derivdilves Cou d you be a litt e morc specif c?

A: At ihis nage, no
B: 5o, n oth€r words, yotr don r Lrnde6tand rhe rrades. And

prcbaby the line manag€r doesn't undeEtand ether
A: Perhaps I haven t expld ned myself ceary Whdi meafi

was thai wele nvenigdring rhe matter There are
certain aspects of the t.ades that seem to have escaped
oLrr Inlerfal controls

Cr Could lust  say something? tdon' r  beleve what  t ,m
hearingl Does anyone ln this pace know what they're
do ng?

A: Cai just f nish my point? Whar I was trying to say was
that this is a very serious matter and I cannor orame
rndividuals or 90 into detaik unt lwe have proof.

Br ljust hope that the media haven'r found out about this

' A: There are threejourn, ists wait ng in my office

Nohcc the different ways to make things clear Ai tinc 7
Bnan asks for.epefihon. At Line 12 Cecilia uses h.r own
words to check (paraphrasing). At Iine l5 Cecilia clarifies
an indi\ idual point.

fhe phrases you need t8

Ask icr  reDet i t ion

Sorry t ntissed that Could you say it agan?
Sony, 1 don't undetstand, .an you expiain that again?
Can you run thrcugh / ga aver that again, please)

Use your  ov/n wordt  to  che(k
5a. rn ottier v/otds.
It I understand yao caftectly, ... ts that tiqht?
Can I get this .leat? Yau rc saying that .
Catrect me if l'n wong. but yau seem to he saying

Clar i {_v indiv ic lLra l  Do'nts
'orty. how mu.h .Jid yau say?
Sary. the praje.t wi statt when?
What exactly da you nean by ?
Haw dtd you anive at the frgue of ..?
Yau mentoned Caul.l you be a littie nare spe.ifi.7

Corre. t  a  misunderstanding
Im sarry, thats notwhat I neanl
No, sat.y. there 5 been a slight nisunderstanding.
Perhapt I havenl explatned nyself clearly.

Please allow ne ta e\plain
Let me prt tt anather way,
What I meant vfis
What I was tryinq ta say was

Get your  turn to speak

Cautd tjust say sonethinq)
Can I lust flnkh ny patnt)

B
c :

B

Well, qood mornlng, everyone.
Good morn ng.
Good mornlng.
You re probab y wonder ng why I called this !rgent
meetrng at sLrch 5hoft notc€. I have some bad news for
you We have a rogue trader.
Sorry, I n ssed ih.t Could you ,ay it aqainT
I sa d we hav€ a rogue tr.der Lik€ N ck Leeson at
Barir ,95 aid Jerome Ketu€lat Soc€te G€n€raie We
have sorneone who has been trading beyond h s

120



Exercises

54.1 Read the dialogue opposite aloud severaltimet
then cov€r it with a piece of paper.
Now try to remember some ofthe missing wods below.
Write your answers lightly at the side.
1 Sorry l . that. cou d you

. . . . . . . . . . . . . . . . . . . . .  -  i  aga n?
2 Can lget this

that the.e has been fraud?
3 Sor ry . . . .  ddyou

How d d you

'gir€ss'?

. .  . . . . . . . . .  -  m e  i l  I m
yo! seem to be say ng that you have no clue what this
person was vaorng.

7 Please .  . . . . . . . . .  meto

1 0  C . n  l l u s t  m y
What I was trying to say was ...

I ca_nor I now every detd. o'every trdnsa.tion.
8 You mentioned that the person was trading complex

deriv.tives. Could you be a morc
?

9 Perhaps I haven't mysel{
.  what I  m€ant was . . .

by

but

After you have remembered whatever you can, use
the pairs of words in the box below to @mplete the

allow /expiain anive /ltgue clear / sayirg cone{t lw.ong
exactly / nean explained /clealy flhish I point

I hownuchlta! lryl:E!,, ^':::!lt:y

5A MEEIINGS - MAKING THINGs CLEAR

58.3 A team l€ader is speaking in a @nference call, but a
<olleague (Bob) doesn't understand very well. Complete
Bob3 questions with the words in the box.

where which wha
hownuh how aften

Team leader: This meeting today isjust a quick brief ng so that
everyone understands their zxhkqf before the prclect starts.

Bob: Sorry undebtands their '

Team leader: Their roles. Ye5, as lwa! $yinq, il'sjust a quick
brief ng it'll on y last around kfxhzq minutes

Bob: sorry z . ....... . . ....... ... d d you say?
Team leader: Arolnd thirty minules. OK, so ihe prcject will

ttaft.t the beginning of qxkfzh.
8ob: Sorry the project will start 3

Tpam leade' At tl'e begrn.rng o'Ma (h Ald o_cF
we'll have to meet regularly, xhkzqi a month.

Bob: Sorry a .. . . . . . .  . . . . . . . . .  d d you sayT

rs runn ng,

Team leader: Once a month. OK, f2xhqk will be n overa
charge of the bldget.

Bob: Sorry t . . w ll be in charge of the
budget?

Team leader: M;fiha. f yo! have any travel expenses, please fil
in tom qzfxkh and give it to her

Bob:sorry 5 form?
Team leader: Form TE30. lf you th nk you w ll spend more than

fzxhqk, you should get my authorzaton f rst.
B o b : S o r r y 7  d d y o u s a y ?
Team leader: 400 euros. Copies ol the form can be folnd on

hxikzq
Bob: Sorry we (an find them 3 ?
Team leader: On the company intranet.

58.2 Fill in the missing letters.
I  Sorry ldon' t  Lrnd d. Can you e

agaif?
2 Can you ftrn .. . .. - gh that again? (= explain qulckly)
3 Can you qo .. r that again? (= rcpeat it in order that I

can understand it)
4 No, sorry theres been a sl t m sund
5 Let me il another y.
6 Can l. here? (= enter the discusson / intenupt)

58.s S 10 Speaking practice: listen and repeat. R€peat
each Dhrase vou h€ar and then listen to check.
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@ 
rvreetings - probtem-solving

Read the ertraci from a meeting jn a minhg compan\l
A t r e  F / A ) . B e r ' 8 ) " r J C a u d . , C , c r . d .  u - - u  B  d  \ - u .
of so.ial responsibiltl

A: Our geolog ca studi€s have shown that theres a lot
ol gold in this area, but the lora populaton is aga nst
us th€y lay our min ng op€rations w I denrcy the
enMronmenl. There are severalways we co!ld dealwith
this. I d like to open up the d scLrssron and hear your

B: I th nk we should ofier tome money to the loca mayor.
under the t.ble t3 worked before

A: 'm sorry, I don t th nk thats a good idea What wo! d
b€ th€ consequences? This mayor s€eme honest and
he couid !o slraighl 1o th€ newspap€E. 1t would be a
d saster

B Yes, suppose you're rght.
A C aude? Any sLrggestofs?
C  W e l .  i l 1  . J  i  " r  

d e d .  b . l  ^ l d  d b o L _  o  D r " g  r o  . r p
some of  our  prof ts  to support  envi ronmentalch.r i l  es?
We cou d give money to organ zat ofs that protect the
ra nloresr, that sort of thing

A:  That  sounds ke a good dea,  bul  donl  th ink t  woLr ld
work in  practce.  L€ts ook at  the pros and cons On
the one hand,  t  worr ld  mprove o!r  publ ic  image,  th. ts
lrLre. But on the other hand. people wou d see 1 .s a
very cyn cal genlre And t does nolh ng lor the lor:a
pop!  at  on In ihat . rea

B Can lmake a suggenon? nnead o l  be ng delen rve,
! L .  d o 1  $ e 9 0 o  h " i _ " . .  ^  h d o g o P . d a p d , g

A: What  do yo!  mean?
B: We ook at the benefits rhar our operationr w I

bring We'll br nq lobs to the lo.a community, and our
emp oyees wrl pay taxes to the government We're on
the sde ot  proqress

A Let's think careJLrlly about ihe mp ications of thal We
wou d have lo spend a huge amoLrnl oJ money on
press and ry advertjsements, and we're only a small
company What  do yo!  ih ink Claudel

.  r q e l e d  i l  . o J  d s l , t e d g o o o r a F a  a - h o J o -  a g r e e
that  the coet  may be too h igh.  l th ink the be(  way
tolward s io get a more detailed est mste of how much
aold he r inF ,  dr  p od-c€ d1d rL ar  wF I .  bF in  a
better posiUon to d€cde aboui ihe PR campa gn.

A OK, let3 do thar. After all, we have a fumber of
ooriols 

-or 
e{drolc, we (o,rld in . io, dt pR .ampaqn

irs tedd oJ "  dr  onr  one.  J \ t  F1ph. ! i - i rg  -herobs

B: OK The next thing to do is carry out a morc detailed
georogrcar suwey. r aqree

The phrases you need V€

P r e s e , T t  a i ; l i o n s
we have a nunber c)t optians.
ftEre are severcl ways we could deal with this

E a i a n r e  a n  a r q u r n e i l t
LeI's loak at the prcs and rcns.
An the one hand, But an the ather hand,
tn generat . ahhaush
On the whole , but

iv lake . l  su.Jgesi iorr
t thtnk w"" shauld / couid
Can I nake a tug.testion? lnstead af .. , why dan't we .. ?
It\ lust an tdea, but vlhat abaut (+ ing)?

What wauld be the consequences)
Let\ thtnk .arefuly abou! the impli.atians af that

A( .ept  a su! !qest ion

Yes. I thnk that would vr'a.k rcally well

Reje. t  .  s  q lqest ion
I can see ane at t'Na prcblems with thal
That saunds like a goad tdea, but I don't think it wauld

I m sa(y, t dan t thnk that3 r qood /dea

I think the ben way fatwatd is
What we ve gat to da now a
fhe next thtng ta.lo B

Notice the process of explorjng options, maklng
suggesiions, reacting, and accepting or rejecting the

ltl



59 MEETINGS -  PROBLEM-SOLVING

1 There are sev \rays we could d

7  C a n

2 'd  lke to o 1r  the d iqcuqson and hear youf  v
I Yes, su se you re r t
4  Th. t  s  s  ke a good dea,  but  dont  thrnk t  wou d

w p r
5 Let's ook at the p and co (= advantaqes and

dis.dvdntdges)
6 th€ e d,  t  wou d mprove o l r  p lb lc  mage.

thats trLre But the I d. peop e wou d
see I ds d lery r:yn,:a gesrure

on? d o l  be nq
t we go of lhe allack with . brg PR

Exercises

59.1 Cover the opposite page with a piec€ of paper.
Now try to remember the words below (Some letters

59.4 Complete the table by writing these nouns next to
the verbs they go with: a suggestion, a de.ision,
a prcblen, a solution- Check any unknown words in a
didionary

an.l!ze, approach, avoid, be fa.ed
wlh, cause, consider,  expore, fnd
a w.y round, q€t round, identt.
loo l  ' lo .  ovo.or  o p" . "
Gomebody wth), €tolve, run into

agree {on) . : r rve at ,  come !p wth,
lgure o!t. f nd, ook tor, ofier,
produce, propose, put ioMard, '

reach. work towards

€ccepl, acl on, agree wlh, come
!p !Mih,  cofsder  make,  lo l low !p.
9o along w(h, lend weiglrl to, put l
torw.rd, r€le.t, respond to, rule
o!1, lake up, we aorn€

a ler, .iiNe at, be ia.ed w rh, .ome
ro. .onf rm. 9o back on, hes tar-a
over, gnore, mplement,lunfy, lie 4
beh nd, make, postpone, reach,
recon'oer'.eve6e'laKe

5r.5 r i l l  each gap wi th a verb f rom the prevrous exefc ise
in the (orred form.

3 stlat on $/here you h.,,'e to d€a wrth t

mrke an eilort ro de.lwtll I lnetaphat t'rcn t'oatball)
I  l f  yo!

about  a prob em unl i l  you | .d  the .nswer or  Lrnder5t .nd
wh.t hrs happened (= watk out )

4 f  yo!  a sol l ton,  yoLr  do
lhrngt that he p yo! to make progress

canrpa qn n the m€d a?
8 Lets th nk c.refu y dbour the mpl

(= possrb e futLrre rcsultt ol th.t
9  n g il soLrfds ,ke a qood rd€a. a 9h

aq€e th. t  the con may be 1oo h qh
1 0  t h i n k t h e b  t  w y  f  d 5 t o q e t a m o r €

deta led e51mal€

s9.2 Make phrases by matchiog an item lrom each

I OK, lefs ... wane of trme
2 what '\\ work re.lly well
I Thals a rornp ale'. aboLrl )
4 Why
5 Y€s, that wo! d '. donr we I
6 Sha do thal

8 Can I
9 I can see

l 0  I m n o t r e a y
l l  That  rnrqhl  be
1 2  l d o n  t  t h  n t  t

worth try n9

wou d work In prac i re

one or iwo prob em! !^i(h ihal

59.1 Wfite the phra5e numbers from the pr€vious
€xercise in the (orrect (ategory below.
d Make a sugqenion
lr Accept a slqgenon
c ReJect a suggenion

' o r o . d -  p . d " r c e  o . d l p . 6  9 9 p r o r  . 4 p .  L e .

5 f  yo!

6 i  somethinq

. . ion io  pui  n nto pracrce
8 f someth ng

s the trLre reason lor the decision

a s!gqesron,  yo!

a suq9e5rLof ,

59.6 @ i Speaking practicer listen and repeat. Repeat
earh phrase you hear and then listen to check

Meet i rgs t l l



Meetings - leading a meeting

Thc person who le.ds the mccihg ls often called 'rhe chaiJ', but other comhon terms de 'moderator',
'facilitaior' and 'presidnrg offic.r'. Belos'rou ryill flnd some tvpical exh'acts spoken b\.this p€rson

Opening the m€etin9
Rrght, i5 everybody here? Good, think we can std.t
AFl l  oood no ,  19 "vp ror  p.  ard h.11,  lor  Loar '  9
Ljnfor tun. le ly  Anneke s and sends her .pooq €s
Just a couple ot hous€ke€p nq lh ngs before we beg n

&D 'a.p.  \ho b "" r  dro. rd r " r  lL  I  r .  dro .  r
to { nish the meetifg on I me. at twelve o'clock Trre
bathroom s down the ha on the € l l
OK Do yo!  .  hav€ a .opy of  lhe ag€ndd? cood C.n
someone lake the m nures? Ihank you.  Vkram
lun beioie we beg n, 'd ,ke io nlrodLrce Agnieszka
from our Warsaw o{l ce Wolld you I k€ to e:y a few
word5 abol l  yo l rse i  Agn erzka? OK. thanks
R ght Our oble.l ve today ! to plan the launch ol the
new ra.ge o i  arqe screen leevsons across a o! r  E!ropean
markel! lve prepared some backqround Information that I
hope w,ll be lselul, and l' distrbLrte l round the tabe now
You can see from the agenda that we have a lot to qet
through,  so woLr ld ask that  you keep a l lcont ibutons
brel  and to the point
OK, ets mov€ (raight to the lrsi item. Henk, woLrld

Ihe phrases you need !9

Ask {o l .  react ions
Whats yout vtew an this, Nadin-b?
How da you feel abaut this, Kiaus?
Antanta, this B yout field. ln a few wotds. can you tell ut what you think)
l,tike, aftet we ve heard fran Rasa (an we have yout iews? | know yau

have sane erperien.e af this prablen

Deal  wi th in terrupt ions
Caul.l you just hang an a nomenrpleare?
Ane at a t)ne, please Fist Miella, then Ciaude
Pavol, could yau just let Nikola inish? t @ne back ta yau in d nonent

Keep moving
Perhaps we could get back ro the nain paint?
I m not sure that\ televant
Let s leave that aside fat the moment.
Can we cane ba.k to thk later?
I think we should nove an naw

Closing the meeting
OK, everyone, lth nk w€ (an nop there t3 nea.y tweve

l'd like lo sum up Ther€ are three r.a n conc u5 on5
lrom the meet ng. F rrt, 5€cond y. And finally
n t€rms oi .ctron po nts, we v€ decided to lenn fer
you re go ng 1o dea w th rhal - and we've i so .greed
that Mrquel should pr€par€ a report on
Are there any other po nts that anyone wants to make?
Have i nr s5ed dnyth ng?
We , thanks fo. you. input, everyone We've had lots
oI good deas and think t was a v€ry lsefLrl meet ng. 'll

crrculdle the nr|n!tes as soon as I get them from V kram
Whal  abo! t  another  meet ing? Can we lx  a date now?
Right ,  w€ cose lhe r .eet  ng here Enloy your  l lnch
Ca t .ona.  can l lust  have a q lJ  ck word wth you before

Managing the meeting
B.hveen the op.n and tho.los. there is thc wholc micldle
so.tnrr oi ihe nrttting whorc thc chnir dnndges rnd controls
tho rliscussn)n.'fh. tablc b.Low conta,ns phrases hr this.
Uni i  53 (Nl , tk ing th ings c lca,  is  aho very.e lev. ,nt  heLe.

Focue the d;scussion
1 thitk we need to loak at thls in nare detdl
We need ta analyze thts in a little more depth

WiC€n the discu13ion
ls ttrerc anghing else we shauld cantdea
what ather ways arc thete ta appraach this?

Check agreement
Can we go raund the table ta see tf evetyane

Da we al agrce on that? Gaad, that's settled

S mmarize
5a, basically, what yau rc saylng is ..
AK, bt\ go over what we ve discussed sa fat

r 2 1



60.1 Cover the opposite page with a piece of papei
complete the sentences from the opening oI a meeting
with the Dairs of words in the box.

agenda / getthtough backgrwnd / usetul bathroon I hdl
btief /point cowl agenda housekeeping I begin
ill/ apologies kick I off tight I s6rt say I words

straight I iten take / ninutes

Exercises

2 Unfortunately Anneke is
h e f -

3 Just a couple of

4 The

is everybody here? Good, I think we

things betore we

is down the

of the

infomation that I

to the fi6t

on the left.
5 Do you al have a

6 Can someone

7 Would you like to
about you6elf Agnieszka?

8 l've preparcd some
hope will be

9 You can see from the
lot to

10 lwould ask thatvou keeo all contributions
and to the

the

12 Henk, wolld you like

2 a written recod of the decisions that Deople make at a
forrnal rneeting

3 (p/rrasa/ verb) do; f nish dealing with
4 one of seveEl things on a list
s (phrasal veh) begin

11 OK, let's move

60.3 Write ArE Gritish English) or Amf (Ametkan
English) on the right line-
1 bathrcom / restroom / washroom -

to
?

60.2 find a wod or phrase frcm the previous exertise
that matches the deflnltlons b€low.
1 a list of the subjects to be discussed at a meeting

2 loa (infomal) / loilers / gents / ladies / wc

60 MEETINGS - LEADING A MEETING

60.4 Make phrases to close a meeting by matching an
item frcm each column.

missed anything?
a quick word with you?

any other points?
up.

8 l'llcirculate
9 Can we

Deal wiih interruptions

K€€p moving

l

1

9

Foaus $e dirausslon
S I lhlnk we need lo look at hE n fiore deta'l

widen the discussion

cheak agr€ement

Summarize
1 0

50.6 Q 12 speaking practice listen and repeat. Repeat
each phiase you hear and then listen to check.

Meetings l2l

I I lhink w€----\ main conclusions.
2 l'd like to sum \ th€ minutes.
3 There are three 

--can stop there,

5 Are there
6 Have I
7 | thrnk rt was a of aclion points. ..

l0 can ljust have very usefLrl meeting.

60.5 C.over the opposite page with a piece of paper Put
the words into order. Wdte the answ€rs under the correct
heading below.
Ithink in moe detail look at this we need to.
lett for the moment leave aside that,
Could you a moment hang on jun please?
15 anything there we should consider else?
One at time, a please,
can we if everyone agrees 9o round to see the tableT
What ways are there to approach other ih s?
Lets so far what we've discussed 9o ovet
can !!€ later to this come back?
we need to deDth this in a little more analvze,



@ 
rvr..tings - negotiating I

$hat do )ou think of *fien you hear the s'(fd 'negotiating'?

You p.obably think of thjs process: ta'o sides each hale a
-r r ,  In j  po ' i r  on. lhHl  lh" \  nrd l ,  r  -pr ip .  o l  .  oncp. . .  ^n .
(= things they give ln order to reach m agreement) until thev
find a cohpronise (= an iitreement a'her. boih sides accept
ihat they cannot have everything).

But ihis process is more nccftately callcd 'bargainjrg 
, and

ii'sjrst one of thc phases of r negotiation. Thc phases are:

I Relationship buildjng: getting to knor! the other person,
F\ ,1-anr , - !  inrorn . r r i . ,n  i - .  , , l  thc n\  o !  ornp.nr ip. .
discussnlg th. market, and genclally tiuiLding irlst.
Stainig need s, .xploring initial positions and asking
questuns. In a conmerci.rlnegotjatnrn, thc supplicr
. \ f l . . in .  hc p,udu.  I  i .  oHp,h " -d ' l 'us-  u\  r t  bnr ! .
valu€ to the custoncrh business.

' Barganring n.rt just on price, bui on a .ingc of linkcd
issues such ns quantitv, mnlinlunr ordc., discounts,
deiivcrv innc, sc!!ice planls and Narr.nljcs (Suaraniccs),
ie f lns ot  p ivnrcnt ,  €xc lus i \ i iy  i r .  p .n icu lar  markei ,
the length ot thc conn?ci, nansport costs, nrrangcnrcnts
fd shar ing id  lcn is i fg  costs,  pennl t ics i f . iaus.s in  ihc
conthct i'1, nol rcsP!.ct.d

Itcid thc dialog!f bck)w, lLhich is in .rt.act frdm ph.so 2 of
i typical snlcs nogoti.riion. l:(r ph.rs.s 3 and .1, s.c !nii 62.

Supplier OK, ets get down io business What exaclly do

Customer:  For  us,  the pr ior t ies. re qual i ty  and re ab l i ly
5uppl ier :  When you say ' re l iab i l i ty ' ,  wh. i  do yoLr  mean?
CLrstomer I mean delivery On t me, every tir.e Can yo!

do that?
Supp eri Yes, we can OLr cunomers arc well-known f rms

who trust !s afd come back to !s
Cunomer:OK.
Supplier What sort of quantity are yoLr rhinking of?
Cunomer:  Around 1,000 p ieces in  r ia  y .  B! t  ihat  m.y

- ianoe Ho/  fF, rb ' "  ca-  \o  06 o qJo r , r /
Supp ier :  You ran chanqe the q!anr i ty  up to f  ve work ng

days belore th€ agreed delive.y date, dnd we need a
min mLrm order  of  500 peces Bl rquantry isnora
probem Our ma n.oncern is  that  you don' r  change
the bas c specfic.tione of your order

Cunomer: Right, I undeEtand. And in terms of delivery
what kind of timescale are we look ng at?

Supplier Two weeks from your f rm ord-6r
Cunomer: OK Another qlestion We've been quoted d

prce oi €950 per p ece for. very s milar produ.r. Can
yo! match that?

Supp €r: We offer qudlity ai a reasonable price, not at ihe
cheapen prce We donltry to cornpete on price. t3
aboLrt a relationsh p belween qualiiy and price.

Customer: Of course I see that. But wh.t kind of
guarante€ can yo! give !s in relition to yoLrr quality?

\otice in this earlv pari of the negotiation how ihere ar.
a loi of qlestions, and how the speake.s movc fr..ly lrom
one toptc to another

The phrases you need Vg
qtate your  needs
Far us, the pnonties are
Aur nain con.e.n is ...
We think the best aptian wauld b,.
We'd ptefer ta see I have ..
We need Can you t1o that?

E r p l o r e  p o s i t i o n s
What exa.tly do yau need?
What da you have in mind?
How wauld yau feel abaut . ?
How flexible.an you be an .. 7
when you say , what doyau nean)
Can yau be norc specifi.?
Let me Just .heck I understand yau cat.ectly

Ask s ' rec i f i .  queqt ion5

What satl of quantity aL. yau thinking of?
What kind of nmescale arc we loaking at7
What satt of figu.e arc we talking about?
What kincl of guarantee can you give us?
Weve been quated a ptice af Can yau nat h that?

SLrggest  a l ternat iu :5

Can 1 sugqest anather way af navinq forward?
Therc drc a couple al altenatives we d like to pul

Perhaps you woulrl like to tty the praduct an a tnal

126



6,I MEETING5 - NEGOTIATING I

Exercises

61.1 Read the dialogue opposite aloud several t imes,
then .over it with a pi€ce of paper. Now !ry to remember
some of the missing words below. Write your answ€rt
lightly at rhe side.

1 OK, ets get down to
2 what do you need?
3 For !s, the arc qlality and rc ab ity.
4 when you say're ab ty', what do you

1
5 our clstomers are w€l known i ms who

us ano come oacK 10 us.

51.3 Compl€te the four mini-dialogues with th€ words
and ohrases in the box.

a liftle law have ln nind pre-paynent
prcduction schedule quite hlgh rc7ulat custanes
so lonll something arauntl standatd fat this market

su(h la.ge dbcounts tems af payment wete you expecttng

6
7

9 Our rnain

cdn you be on qrantly?
You can chdnge the quantity !p to fve work ng days

Price
Supp rer: The price per item is €140.
cuslomer:That se€ms r

Supplier: whal sort of pri(e 7

Slppler I  th nk you f  nd our prces.r€

Discount

€ 1 2 0

on orders over €5,000 and

i5 very bLrsy at the

are 50% in

order of 500 pieces.
(- feelifg oi worry) s that

we look ng at?

per pie.e for a very s m ar
l2 Can you

that is equa )?
i r  \ ^ / p  . f f o  ^  ' :  r v  : i  ,

14 But what k nd of
relat on to yo!r quaLiiy?

you donl change the basc specrfcatons of your oder
l0 n terms of d€llv€ry, what k nd of

( -  lod)  a Prce ot  €950

that (= provid€ something

After you have remembered whatever you can, use the
words in the box below to complete th€ sentences.

bu'net cancen dehvety etactty exible
guarantep nat.h nean ntntmDn pnannes

guoted rcasanable tines.ale tust

61.2 Fill in the missing letters in the phrase! below'

. ,  q u o ' r r ! ,  
" " , o . l  

r r l , n q
what L ol :

.  d r . ,  o , a w F G r  - q
- - 

l times are we ook nq l

Supplier What k nd of dEcount were you ook ng for?
Cunom€r: 5% on our order of €6.000.
S!ppler WeLl,  we don't  norm: y gve

Supp rer:  o!r  delvery t  me rs sx weeks.
customer: I  d dn t  expect rrobe

Supplier What exacty drd yo'r
s 1

Clstomer: W€ need deLivery in four weeks Can yo! do that?
S!pp er: That doesn'i give us very .nLrch t me - our

supp ief: W€ glv€ a discolnt oi 3%
s% on ord€rs over €10,000

Customer lsnl  that 5

S u p p l i e r : O u r r o

61.4 $ rl Speaking practice: list€n and repeat. Repeat
each phrase you hear and'then list€n to check.

.dvan(e, and 50% 30 days afier de very.
cunomer: cou dn' t  you be a i temorefexble?
Suppl ier what do yo! mean?
clnomer: We'd prefer, say, one lh rd

one th rd alter 30 days,
and the finalth rd after 60 days.

Slpp €r: l'm sorry bul we on y offer conditons lke that to

Meetlngs l2i



@ t..r,rrgs - negotiating rl
The dialogu€ on page i26 in un 6l showed somephras.s
ior the earlv part of a ncgoriafion: srating needs, exploring
posiiions and asking qucsiions. The dialogle below.omes
from a taterpari of the same negoriation. ttsho$,s ph.ases
nr bargaining and closnrg ihe deat.

Bartaining is a process of making offers ('proposats'are
tuore formal 6nd more ftral rhan offers), $fth rhe othe.
slcle acceptnlg them, refushg rhem, or comhgback $,iih
a counter offeL lnexpericnced negotiarors tend b $,ork
through issues (eg price, i.rms, deljlcry)one by one, \Lhile
horc expeirenccd negoriaiors link issucs, $,iih alt the picccs
of thc przzle only fitting toSether ritht afthe end. This
allows much grcai.r fleribjlity.

Expericnced negoiiators also tcnd n) tr.kc f.cquent use
ofs!nnarizing. Sunmariznrg can be !scd kr chcck
unLjersi.ndiig, tivc yorrsclf time n) think, kccp a positi\e
ntmo+trcre bv rcvicicing P.ogress, breik a d.adlock,.n.j
cLosc ilre negorinliof .

Now.c.d th(  d in logle.

Supp er: Yes, our minimum order is 500 preces.
Cunom€r: Ihat\ a blg risk for us - we,d preler an in ti.

o.der o{, say, 300 pieces We can ook ai fu(her orde6

Slpp €r :Thats not  real ly  a vabe opt ion {or  us.  re nor
cost-effective lof us to do a producton run of just 300

CListomer: / see. And earlier you rard thal you need 50%
pr€,payment for f ret l me customers

S!pp er :Thats r igh i
Clstomer: 50% s a lot of money to p.y Lrpfront I m sorry

we can' i  accept  that
SLrpp ier: We d be prepared ro offer beter rerms o{

paymenl, b!t on y if yoLr n.redsed yoLrr order
:  crnomer:  when you say 'beter  termi ,  what  do you have

Supplier: We , f yo! order 500 p eces, we,ti accepr 250lo
payment In advance, wnh the baiance 60 days after
delvery That shou d he p wrth your cash ftow.

:l Customer: OK, we .ou/d ...epr ihdr, bur on y or one

5!ppl ier :Yes?
Cunomer Thdt you can make rhe smdlt cunomiz.tion that

we ta ked dboLrt earlier ar no ext.a con.
I'i Suppler: l'm not sure abour that dont have the auihonty

to make that decsion by myse f.
Customer: We l, if you can agree to thar, we can cose rne

Suppler: OK. Can yoLr give me a moment to make a ca ?
r, Cunomer: Sure.

5upplier: ... Yes, we c.n make that customizarion. No
problem. NoW let3 j|rst take a moment to revlewwn.r
we v€ d sclssed. So, . . .

At iine 5 ihe Supplier rctuses an offer aboufthe iniiial
ord€a and giles a reason. At line 8 th€ Cusromer responds
with a sihple'l see' and moves ro anoilrcr issre. Neittier
sjdc feels it is necessary to fhalize th. in ial order issle

Ai line 11 ihc Custome. refuses an offcr abour rhe %
p.e'payment. At line 13 thc Supplier responds by ]inkiig
a concession on this issue to a concession by rhe Clstonef

The bargainin8 and linkhg ofissucs continres at
lhcs i7 2+
Ihc pieces of ihe plzzle only flnally fft iogether ar Inle 31.
TL i  . fp ,h1 lo-" ,  ne nctor i . . t i , ,n  t , )  "umm..r . / i r r

fhe ptrrases you need Il€

Bargain
tt yau (da that). we'll /we can (do thts).
AK, we'd be prepared to (da that). but anty if you

We could accept that, but anty an one conditian
Wauld you be wi ing ta accept a.anprom6e?

Accept  an of f€r
OK, we can agrce ta that
That sounds rcasanable
t think that thould be posslble

Refuse an of f€r
t m not sure abaut that
That's nat really a viabte aptian for us.
That 6/outd be very difhcult fat us because ..
t m softy, we .an t ac.ept that

S u m m a r i z e
Let s lust take a moment to revlew what we ve

Can we iust qo thraugh / qa avet what we ve agreed

So,  . .

P l a y  f o r  t i m e
Id like sone time to thlnk about it
I thtnk that's as far as we can qo at this stage
ldonl have the authorlry b nake that deaston by

Close the c leal
lf yau can .. , we can close the deattaday.
h teacty to sign today if you can . .
]f we agree to . . , are yaL happy wtth the other paints?
fhats tt, then. tthink we have a deat.
Sa, if yau d just like to sign herc
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62 MEETINGS - iIEGOTIATING II

Exercises

52.1 Cover the opposite page with a piece of paper. Fill
in the missing letters.
1 Olf mi. . .um o r is 500 pieces.
2 Thats not rea ly a va.. .. option for us. lt! not

c t-eff e for us to do. prodldion L oijun
300 peces.

3 Earler you s. d th.t yo! need 50% p -pa t lor
t. t tr customers.

4 50% is a lot of money to pay up t.
5 f you order 500 pieces, we' accept 25% payment in

ad , wlth the bal 60 days.fter d ry
That sho! d he p with your c ll

52.4 Match a group of verbs 1-4a!!la group of
adiectives +d to the nouns b€low. Ch€ck any unknown
wods in a dictionary.
1 accept, aqree on, close, do, m.k€, ofier somebody, Ieach,

relect, rgn
authorize. cancel, chase, delay. fax through, meet, pare,
process, put in, receive, sh p
accept, clari{y, come up wth, consder, drop, explore,
outline, make, put folward, rejecl, rcvise, study, wlhdraw
allow somebody, ask fol be avaiable at, be enttled to, get,
negotate, offer somebody, qua fy for

a ternatve, comprcrnise, concrcte, d€ta led, helpiu,
i.tercning, sensible, teniat ve, vagu€
cash, genercus, good, huge, arge, low five p€rcent, specia,
substantial, usua
back, film, inital, ouistand ng, regular, repeat, rush, specal,
urcent
compromise, exclusive, fa r, good, ucraiive, majo( pack.ge,

62.2 Find a word from the orevious exercite that means:

6 | don'l have the au
b m v

ty to m.f€ thar decision

2 (infarnat) h advance
I 'e1a ri g d'r ou r of n o.p/

62.3 Complete the sentences with the pairs of wods in

a briei, compete, complex, concrete, iinal, fu , mifor,
practical, pfecise, rough, iechn cal

1

accept I candlian dase I deal 9a / stage have I nind
just / sign nonmt / rcvlew prcfer / otder

preparcd I tems shauld I passible sounds I reasonable
thrcuqh t tat Li|ing l enaon se

W e d  a n i r l a
of, say, 300 pieces.
We'd be to offe. b€ner

of payment, but only if you increased

When you say'bett€r terms', what do you
.. . .  in . . . . . . . .  . . . .  .  . .  ?

We could .. ....... .. ... ... . .. . that, blJt only on one

i I proposa
' deal

62.5 Conlinue ar before.
I ertend. frx, have, rrpose, (fa to) reet. mrss. pdss. set.

2 accept. agree on / to, arrive at, come to, find, ook for,
make, offer, reach. seek, suggest

3 discuss, fgure oul, finalze, go nto, go over, temize, sort

4 extract, get, grant, m.ke, otfef, win

5  W o L r l d  y o u  b e  . . . . . . .  . . . . . . . . . . . .  . i o
' ' '  ' ' ' ' ' . ' ' .  ?

6
7
8

vFr, rldr be
That
LeiS just take a ....................... ............. . to

whai we've d scussed

1 0

Can we jun 9o . , what we've agreed so
?

Ithink that\  as far as we can . . . . . . . .  ,  a i thrs

11 ll you can agree to that, we can .. the
... today.

f yolr'd ................. ... .................... ....

generou:, important, key, limited, major, minot sigfificant,
sizeab e, substantial
acceptable, f.lr, necessary pot€ntal, reasonabe,
(un)satisf adory sens ble
flexible, strict, tlght

details
deadline

62.5 S 14 Speaking practice: listen and repeat. R€peat
ea<h phrase you hear and then listen to che.k.

12

Meetinss 129



Meetings - diplomatic language
Many ieamers ofBusiness EnBlish ihinl< rhat itisn.t necessan,ro kno\.
alroui indn€ci (diplom6iic) tangxage. They argue thai dire.tness is the
best choice in business because then peopte cm understand each orher
Uslally this is i.ue. But stop to ihink abouiyou oh,n langlagc. Compare
how you ialk to your friends md cotleagues s h:
" Talking to your boss.
., Talking to ne{' .ustomers.
', Paficipaiing h a large nceting whe.c you'le'on sho\r.
: NcSotiating a difficult is e while irvilg ro keep a good ahosphere.

Diplomatic lantuage is about showing rcspccr and atbh.ing thc other
person lo 'sa!e tacc'. E\en if vou cone f.om a culture where dn chess
is vahcd, there (ill be situations in your fulurc trrsiness career $.h.re
yo! will nced b modify vo!r nahtraldirectncss. Diplomdtic/indncct
Languagc shoils othcr people thai vo!1e politc, cducaied dnd respcctful
ol their opinnrs and fceinlgs.
Compa rc thc 'd n ect' conversa rion exrrict belos, e,iih fts ,sofier, \ e.sion
unde.nc.th. Of co!rsc, the erample is exaggerntcd io make d point.

VeBion 1: direct
Customer: Thir producr is very €xpefsive
Supplier: t's more expefsive than rhe od model Bur rhe quatity is

much, much better
Customer f we bLry lh s product, wi you 9 v€ us a good discount?
Suppl ier What do yo! mean?
Customer: We want 5%.
S!pplier: That wil be diflicutt. yo! owe us money on your accounr.
Cunomer We have a problem wth our cash ftow.
Suppler: You must pay the money you owe u5 now. Otherwise .

d scount on ihe new product is impossibe

Versioh 2: softe, morc indirect
CusloTer.  To oe ronesr.  I  s orodu'.  . . .T.  qL te p,pa jvF
Supplier i's a llttle more expensive rh. n the o d mode , that3 true But

the qua iy i !  sgnlf .anr ly beter
Crstomer: lf we bought th s product, woutd you g v€ us a good

Suppl ier:What dd yo! have nmnd?
Customer We were think nq of, say, something around 5%.
Supp er: That won't be €asy. t'm jun ookinq at my recods here.

Acilrally, you owe us money on your.ccoLrnt.
Cunomer: Yes, know We have a bit of a probtem wth our cash ftow

nght now
Supp ier: Why dof't you pay some o1 the money you owe us? Then

periraps we could ook aga n ai ih€ discount on the new product.

Studv Version 2:
' Noiice at line i how the Customer uses a

rvaming phrase 'To be honest'and then
changes 'is' to 'secms .

' Nohce at line 2 how the Snpplier changes
'much beiter' to 'significantly bettcr'.Ihis is
frore business tikc langxige.
At linc 3 the Customer rses a gamrnatical
krm caUed'thc second conditional'. The pist
toms I'org/'r .nd irorld makc ihe tanguage
morc hypotheticnl and indjrcct.
At linc 6 ihe Supplier says'That won i be
easy' insiead of 'Ihat('illbedifficult'. Using
rtur + a posltive wo.d lnciead of a ncgativc
word is typicalof nldirect Lhgrage.
At line I the Slpplicr uses . negativc
question. This is also typicalof itulifcct

The phrases you need @
' p e r h a p s ' , ' m a y b e '

Pethdps we shauld
Maybe we cauld
' w o u l d ' , ' € o u l d ' , ' m i g h t '

We wauld need a qualny guarantee.
Heres an idea \,/e could toak at.
That night be gune expensive

lust '
Could I iust go back to the paint about .
fhe.e's just ane thing l'd like to add.

]t seems ta me that
fhete seens ta be a prablen whh

Rephrase with 'not '

Aut competitars arcn t very cheap
That cloesn't give us very much tlne
That won't be easy

Warning phrase

Negative que5t ion
Why dan t yau .?
Woul.:ln't lt be beftet / easier to ..?
lsn t it the case that . )

Past forms
We were thinking af sanething araund 5ak
What di.l you have in nind?
It we baught th6 praduct, . )
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63 MEETINGS - DIPLOMATIC LANGUAGE

Exercises

63.1 writ€ the line numbers from Version 2 opposit€

a perhaps, maybet
b wauld, cautd, mishti,
c lu5f I
a seems il
€ rephrase with ,ot| :

f  warn ns phcse i l l  L
q n€gatlv€ queston
h p a s t t e n s e l - , l

53.3 Make the comments more diplomatic using the

I Theres one thing wanttoadd ( just/ l ike)

2 Th.t is mpossble (honest /wou d / very ditficult)

3 Youte being too oplimistc Geems / me / tlrat / litt €)

It would be betl€r to use rdiltransport. (wou dn'1)

Ih s Lne s unprolitdble. (actualy / not very)qulte / a t.re / a bl. (+ adjeciive) i
a bL ofa / a silght (+ noun)

4 n Ve6ron 2, notice lrow the speakers are po te.nd
respectful, yet ai the same l rne f rm and de.r In Ve6on l
the anguage s aggressve and cleater a bad atmospherc

/, Other techn ques n Velson 2 inc ude: acknowledging that the
olher person is iglrt (-cg 'lhat'e true' in line 2, and 'yes I know'
in iine l0); avodance ol exaggeraton (€g Signfrcantly in
line 3)t the use ol vague' anguage (eg 3ay', 3omeih,.g
arc!nd 5olo' in ine 7)t and suggening thal a problem rs
temporary (eg ' r9ht  now' in l ine I1) .

63.2 Match what you think 1-10 with what you ray a-j.

'  Srop spF".,rg ano e re dy lolerh g'o d cha_ge
2 Why are you a ways m xing Lrp isrues?
3 I'm se ing your product in my etorcs, and yet you want me

lo pd) arl _hp ad/pi s ng .oils .rl)sFll YoL 'e Lrary
4 I have a really great ldeal YoLr're going to ove this
5 Yo! sa d ihat yo! cou d d€lv€r these iems by the end oi

the w€ek Now yo!'ve changed your nory Typical.
6 The cost of that opton is going to be way loo h gh.
7 have no idea when we can de ver the item9 - theres a

problem at the factory and no one can solve t
8 You want it when ?l No way.
9 Lf you wani qual i ty,  90 somewhere ese. lm offer ing you

a cfreap pnce.
10 That's compleiely wrong.

6 We shoLr d leave that po nt until later (th nk / m ght / b€tter)

63.4 Look at line 4 ot Version 2 opposite.
lf we baught this praduct, wauld yau give us a goad discaunt?
In grammar this is ca L€d a 'second conditlona ':

/f we + past s mpLe, would I could yor ...?
With the past form the ifsentence is more hypotheticd dnd
indirect - yolr'rc just expLorlng an ldea in a tentauve way.

Change these sentencer to s€(ond conditionals.
I lf we order 5,000 preces, what sort of d scount can you I ve?

2 lf you pay 50o/o In advance, we w I give you generous terms
lor the rema ning 50%

63.5 ll 15 Speaking practi(e: listen and repeat. Repeat
each phr.se you hear and then listen to check.

a thin k t m q ht be better lo con5 der that issue separately
b Heres an ldea we could look at
c lnde6tood th.t yo! had these prcducts ln nock lor

mmed ate d€lvery
d Olr products are very good v. Lre for money n relatonto

e Could lust interrupt for a moment?
f That doesn't give us very mLrch tjme.
g That m ght be quite expensive
h There seems io be a bit of a probem with our production

facl ty ai ihe moment.
i Wth respect, that's not qlr te right.
j Wou dn't you aqr€e that its fairer f we share some oi lhe

promotona expenses7

A c t u a l l y  t  s e e r n s  t o  r . e
t h a l  i t  m  g h t  b e  a  l i t t  e

d  f i i c u l t  r L q h t  n o w

Meet ings l l



64.1 Fill in the missing letters in this €xtract from a
m€eting. Four people speak: the chair. [4arek, Camille

The chair opens the meeting:
R think we can stan Well, qood rnorning everyone,
andth s f  c a Unfor lunatey, Bruce si l land
s s hie apo
lust a colple ol hou p nq things beforc w€ begin
- we l have a sh t b k around ten th iry, and [...] .
Do yoLr a hdve. c y of the. a? Good Can someone
t e the rn s? Thank you
OK, let'E nrove n t ro the f lst Marek, would you

Marek presents some alternatives:
Th€.e are s€vera ways we could d w thrs iss
Lett look al the p s and c s ol €ach opt I. I so, in
qeneral I m n fa r of option ofe because of the cosl
advantases, .  gh I . .  I  .

The chair asks camille for her r€actions:
Th.nk you, Marek C.mr e, can you tel l  us what you think?
T h s s y o u r l  d a n d  k n o w y o u  h  e  s  e e x

Camill€ sp€aks:
l a g r e e w l h M a r e k u  t  a  p  l . r t m a y b e t  e r h a t l  L
blt we a so hav€ to conslder 1.. l
s o w h a t l r n t r  g i o !  i s l  l O r ,  l o p  r t s  l y , l  I

C a n l c  e  i  h e r e ?

The chair blocks the interruption:
Marek, cou d you I  I  Camile l i  ? ' l l  c e
b to you n a mornent

Meetings - review

Camille (ontinues:
Co t  me I  'm wr q, but Marek s

Ihe chair widens the discussion:
O(, what other ways are th€re to app ch this? s there
: n y  g e  e w e s l r o ! d c o n  e r ?

camil le gives an opinionl
From nry p t of v w, think that [. .] .

LetS ihlnk car lly about the m ions of that.
o the o h [ . . . ] ,  but on the other hand t .  . l  .

Adriana focuser the discu5sion:
think we need to dn ze th s in a I le morc d th.

t I And so, because of that, i t d to feel rhat [.. ] .

Marek asks for clarification:
Yo! men ned [. ] . fould you be a ttle more sp r?

Adriana reformulates:
Y€s. I me p it a er way, I ..1 .

The chair keeps the discussion moving:
Le13 le e thdt as e lor th€ rnoment I m not sure rrs
rel t

Camille suggests lhe next st€ps:
I think the b ! !ay for d s for us to I . .  I  .

The (hair asks for repetition:
sorry can you r thr that again? lwanl to be sure

Camille repeaG:
Y e s .  f  c  € , t .  1 .

Th€ chair summarizes:
I see now. OK, et's g o what we've discugsed s
r  . t  I
camill€ sp€aks:
Abs y And it's not jlst [ ], i5 a so I I So n terms
ol ac on p ts we need to [ . . . ]  .

The chair checks agreement:
OK Can we g r the t e and se€ il €veryone
agrees? l .  I  Good, thatS sett  ed thinkweshoudm €

After some time, th€ chair closes the meetingl
We l, thanks for your i ut, ev€ryone. think it was a very
u ul d sclssion. Shall we I the t for the nert
meet n9? [ .  ]  Oh, yes. Marek, can l lust h a qu
w wth you befor€ you disappeat

that I  . .1

Marek corrects the misunderstanding:
Perhaps I haven't exp ned n-iy f cl ly Thats fot
what me t What I was t nq to 5ay was [ ]. As a

r o f f  , 1 . . l

Adriana makes a sugg$tion:
C a n l m a k e a s u q q e s t o n ?  t 3 l  a n i d  , b u t i n  d
of I .  .1,  why don t  we [  ]7

Mar€k rej€cts the suqgestion:
That s s ke a qood ded, bui dont think t woLrld
w  p r  e  T h e p  f r  s [ . . . ] .
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54.2 Complete this negotiating dialoguewith ihe wods
and Dhrases in the box.

Supplier OK, etb
business. So. youte interested ln our grcetinqs cads.

Custorner: Yes, the Arts Cards ranoe - the ones with the
images of famous paintings.

Supplier We sell a lot of those.

Customerr run a chain of ejght small retail outlets. and l'd like
to put the cards on a display stand by the checkout at each
one. What qlantties do you suggest?

supp er: We 3 ..............-.-......

what sol1 of quantities

with the stand. But etb get back to the quantity. Perhaps
you should make an in tial order of, say, 2,000 cads.

Customer That seems ike quite a larce amount. l'd p€fer to
have 1,000 cards and see how they go.

SLJpp er:When you sald'display nand'earliet what exactly
.. n mind?

Customer A rtand for the counter
Suppier:5. a counter stand,

why don't you use a floor stand? The capacity is much
bigger A floor stand that turns round.

Customef: Yes, I think that wou d work well. Afe they easy to
find?

Suppliel We can gile you one for each storc, ftee of charge,
but yo! would ne€d to order a minimum number ot cardr.

Customer:What sort of figure
.- about?

Supplier 4,000 cards. ll
Y o u ' g e t r d o f t h e m

Customer: No, l'm sorryj

you sell 100 per week at each store,

an order of 4,000 is not
. ljust don't have the

at kind of purchase.cash fow to support th
Supplier Cash fow doesn't have to be a problem
Cusiomer: What do you mean?
Supplier You don't need to pay everything in advan(e. lf

you order 4,000 cards, we ll give yo! very qood tems of
payment. Jusi 50% 3

the ba ance after 30 days.
Cunomer:What is ihe con per cad?
Supplier: The suggested retai price to the public is e.90. We

sell them to siockins ike yourselves for €1 20 each.
Cunomer: Well, to be honest, l'm

ld like some time io
think about it. lts a lot of money - unless we can negotiate
the cost per card.

supplier: l'm sorry that's not negotbble.

a viable aption are we talking arcyou happy
ate you looking be prcpated did you hare

get down have a deal instead of
nAht be able noving faMard .eally nat surc

soundsrcasanable upfront

64 MEETII\IGs - REVIEW

prepared to take back any unsold cards from our ord€r? We
don't knowwhich ones peop€ wil buy.

Supplier ll we agrce to ihat.
wth th€ oth€r points?

Customer: Well, an order of 4,000 cads is far more than I was
thinkinq of initially, but I guess t! posslble.

Suppher OK, we d i'z

Customer: Can I suggest another wayot

to take
cads, but only from th€ first oder, and
in perfect condition for us to rese L

Supplier: That's lt, then. lthink we

54.3 Make the <omm€nts mor€ diplomatic using the
words in bra<kets.

1 Thar will be expens ve.
(might / quite)

We willwant a larger d scount
(would / signif icantly)

Theres one thing lwant to clarify.
(ust / like to)

Splitting the oder into two consignrnents woLrld be a
good idea
(wouldn'i/ better)

l'm un(onvinced by this estirnale.
(not totally)

You said that we can have the products on a tral basis.
(unde6tood / (ould)

What quantity a€ you thinking of?

It may be difficuli to arrange that.
(unfortunately / may / very ea!y)

We're having a loi of problems at our factory
(one or two / issues / r ght now)

We expected a tlvo-year warranty.
(honest / expectlng)

t l I think that your new range is the $me as your old range.
(seems / me/ more or less)

It would be easier to pay more and ship ih€ goods by
Air Exprcss.
(wouldn't / little more)

1 0

t 2
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@ "u",rr.rs 
reports and proposals - reports I

There de many different types of bushess report:
,/ A sales report gires sales figues for different producis in

differcnt regions in different time periods.
/, Market resealch analyzes a company's compehrrle

position in the lndush y, ideniirying new markets and

Prooucr areas? etc.
A f inanLia l  repor l  m,Al ' l  d . -  u-  hudeet .  . r  mipnr  be
the text that accompanies compey accounts such as the
quarierly or annual nlcome staiement (unit 26).

/r A ProgrPcs report lport" on ll'e Droprc5..tdn ^r{oin8

l/r Acost-benefit analFis {CBA) looks at the resources
needcd md poieniial benefits of a fuhue inlestment
(eg an lT system).

All thcsc iypes of report have ccrtain feahres in common in ierms ofstyle,layout and structure. See the tablc below

Structurc

synematic number n9 ol (langer teports) (shoner rcpotts) Nor€: in a bus ness report
sectons and sub-sectons Cover page Io / From / Date / the'Findings'section w

lactua bu er po nts and ists Acknowledgements Subtect probab y be r€paced wth
(areiu visuals such as tables, (Tabe of) Co.tents Introdlcton sectons retated to the
ba anced charts, d agrams (Executve) Summary F ndings content of the repo(
measured areas of blank tpace Terms ol Relerence Conc usions For exarnple:
high €vel at the marg ns for the Procedure Recornmendarions Advantages /
oT grammatca reader to make noies F ndings D sadvantages
dccLrracy Conc usons Option A /  Opt ion B

Recommendations Market A / Market B

5tyle

fhe phrases you need E€
Introduction
The aim / purpose of thls repoft is ta ..
As requested in you enail af 16 Novenbet herc is ny

repatt sLnmati2ing / analyzing . . . togethet with ny
re.ammendattons

|'m writing thjs rcpon at the request af . I This repoft was
(annissioned by ..

h n ldd? l onststs ot / L di\ded ,nrc | conrd
It is based an intetuiews with .. / infomatian obtained trcm ...
lnfarnatian was gatheted fram the following saurces: face-to-

face interviews, a questtonnaie sent to . . , internalcanpany
dacuments and market researd carried aut ..

Findings

Aur research shot\/s that ...
We irlentified the follawing key areas.
45o/a of those who repled to the questiannatre thought that . . .
The survey shawed the fallowing areas of.anrcrn.
This will inevitabiy have an impacl on ...
One of the big a.:lvantages af this proposal is . .

ri, An appraisal rcport is written by manager about an
ernployee's peifomance, biining needs, etc.

tt A f€asibilily study is an inv€siigation into whether a
parhcular system, project, produci linc, cic is praciical,
desnable and finmcially viable.
A bur inesr  p lan de-  r ibe-  Ine mcdrum to long- t '  rm
strategy ol the compann S€e unit 9.

rt An inquiry is e inlesrigation into an ongoing problem,
ideniifying causes and recommending action.

, Acase sludy is an analysis of one palticular completcd
cise (eg an engineering project) that allows professionals

i, A quality report is a regular report that monitors
standards, idcntifi€s f.ilings and sugtests action.

conclusion
A key challenge fadng us is ..
ln the llght af the above findings, we rcached the lallowing

On the basis of the figures presented abave, . . wauld be

Thete is clearly a gap in the market, however serious
obstacles still remain ...

It is cleat that there are significant levels of . . Unless these
issues ate addressed as a naftet of urgency,

Thts has the patentialta be a sucGssful prclect provided ..

Recommendations
Ihere ate thrce main recommendations to nake
We (sttongly) rercmnend that ..
The Matketing / Aperations depaftnent shauld . . .
Fudhet rcsear.h should be caffied out to find out
A neeting shauld be set up between . and ..
I te(onmend that we pravide the funds fot and nove to

the next stage of develapment

r l.t



Exercises

55.'l Match some possible sections of a report in the box
with their des<riptions 1-10 below.

a.knawledgenents appendix .onlusians @ntents
ca@r page executive sunnarf findings prccedue

recomnendanons te|."]'s of rcfercne

1 a short, overall view of the rcport togethe. with the
conclusions and recommendatons (it helps othe6 to
decide whethef they want to read the whole rcport)

the ma n body of the rcporti it contains all the information
that has been colected, presented rn a logrcalorder,
and aftanged under he.dings and subheadings

inc udes some or all of these: the title; the name of the
pe6on who comm ssioned the report; the name of the
report wdter and his/ her iob tit e;the organi?ation;
the date the repo.t was rssued; a reference number; the
degrce of confidentality; the distr bution list

the wrter makes a personal judgement about
specif c actions that should be taken - these should
be based d.ectly on the results of the investigation

a list of al the headings and subhead ngr that are
included in the rcport, with the appropriate page numbe6

the methods of invesiigation used to find the information
(eg meetings and vhis, intervews, p!blished reference
sources, personal observation, quertionnaires and surueys)

suppofting matefalthat is too ong, too detailed or too
iechn ca to be included in the main report (or material
that s usef! as background but isn't essenUal); it may
inc ud€ tables, diagrams, graphs, drawings, extracts fiom
other pub cat ons, etc

the ex.ct subject of the repod, its scope (= whai it deals
wrh, rrs .anoe\ a-d hmrtr tors,  why ir  wa\ wanen,
who rsked for it, who wrote it, when it was completed

ihe signiflcant results of the 'Findings' th s section
flows logically from the facts and points discussed earlief

a paragraph or two where you thank allthe people and
organizations who he ped you during the preparation of
th€ rcport

1 0
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65.2 Match definitions 1-18 with the words associated
with reports a-r below' Check any unknown words in a
dictionary.
1 the way in which te( and illustrations are arranged on the

pus" l
2 when a block ol text is {urther to the rlght than the b ock

above it a
3 an early version of a report that may have changes made

io it before t3 fin shed Il
4 pictures and designs that can be digitally ins€rted into a

55 BUSINEsS REPORTs AIID PROPOSALS - REPORTS I

repon r--
anothef word for'summary' used especally in scientiic/
technical rcports [ ]
the method of holding toqether the loose sheets of paper
(often also ihe covef of the eport)f l
someone who answers questons (eg questioas na
questionnaire) [.
an ilerr ir a lsr wrth a srrall syrbol ,n fro'rr ol rt I
a method of directing the reader to anoth€r part of the
repon' l

8
9

1 2

1 3
1 4

1 5

1 7

1 8

10 letteB of a partculaf stye l l
11 a note placed .t the boitom of a page, or at the end oi

the repon I l
information that appears at ihe top/ bottom of every page
(eq the page number, some words or letters dentifying the
repon)
the tarcet audience of the rcport l
an alphabetcal list of unlamiliar, ditfcult of specia ized
words and phrases, with the r expanations L
a consistent style of writ ng (and l.yo!t) u5ed by everyone
rnside an organization i ]
checking and making coffections io: document
(oa'rKLlary n elat or to spe Ing and r ' (ois isrercres 1
layout) i  t
a sho|t piece of writing that introduces the r€port, written
by someone other than the main aLrihof i-
words printed near an illustratiof or di.gram ihai expla n
what it is I

glossary
drait

caPiion
binding
layout

o proofreading

q crp a|!

b

d

g header /footer

I bu Let point



@ ".rrin"rs 
reports and proposals - reports tl

Unit 65 described the structure of a typical report and rhe
tabte there gave some ph.ases fo. the main sections- In order
.h i 'e  d r .po1.  i r ' -  l^e ptu l  lo  " iudy $e LrBuJBe dre" .

given below, although note that they'le very diverp.

Topic sentences
Look at this paraglaph.

Next ledr the ccolto'tiy is likeu ta na,r, dod,i sisniJicantly, btt
uithat! goi'Lg iito rec.$ia'l. Consulftr dena oill decr.ase as

tcopte,se a gteatcr prcpnian oJ utn incaw to soo. ar to prv ofI
debh. Ho1lctu the Toerket eutu |L'ill hcLp cr\ncrc, and atrscas
ddwfld n1 Bnzjl, ltltiia a,t.l Chi11n /ejtnitls snatry.

The first sentence is called a 'iopic sentence'. It introduces
and summarizes thc paragraph. Mostparagraphs in fomal
writingbegin with a topic sentence, and they gn'e a solid
stluctue to your writi!8.

Signposts
Look at these phrascs.

Tht su r1j..v shou&1 thc ft,ttau,,s thre. rpas ol co'1co't: . . .
s.ttit 12.2of th. rq.tt i(illdkcuss this h,'arc d.tii|.

Th.sc arc'signposts'- phrases ihat hclp thc reader sec where
you'rc going, or where ihcy need to go. They are aids to

Balanced, caretul style
In a rcport you don't want io solnd too certain, or too
inflexible, in your thinknlg. lssucs in the real world are rarely
black and white. So wriiers tcnd io use words and phrases
thai produce a balanced, careful, mcasured sryle (like l.rd rd
in this sentcncc). Other examples are:

tn geneEtl , , nowever'
On the whole, ... / but ...

Many / Sone / Several / A najo O, ol
usualy/9picaly/often

would / could / nay / might

It is possible that ...

Ihe praje(t is expected ta ..
lntlatian is likely ta . . .

substa nti ally / .ans idetably
sig df ica n tly / rel atively
maryinaly I slightly

Linking words
This is a major langla8e dea covered in more detail in lnit

i'l addit ioi, hooeeL thdehre, altelnatitiy, in Seneral, clurly,
i|lfnct, nt particukLa the athct hand, in cancltsion etc

Formal. impersonal language
The lmSuage of reports is more formal than speech, btrl not
so fonal that it is difficult to understand. IiJormal language
should bc avoided. The following scntence has I (1oo
personal) dd a conkaction (too infolnal):

I u ditided thk repon i,no ...

lnstead, you mighi write:

Th;s r.port is tliuidcd nttu ...

Ways to make your writinS a little more formal include:

Thc passive: d l..isn,r is expectedsaon
1c li!1dt ff| t t .oill bc uade h Dkhbcr

Ir + passive: If srorldre cftphasized tlnt...
It is rc.ommehde.l lhnl ...

Noun phrascs: stafl ntil,ntion /srt.i cat{ctcncc / tnlstlott
ttsura'tc! noctrterts / c)ntll l! tlc sk n Ptntl

Vocabulary: Srr > ncrilc, L\1d > Ngatiu., bi! > lorJz,a lot al
> catsi.l rbl., nntu! > linoEinl rcntnces

Repetition of words / structures
Repeating wo.cts in a report can be bofing and show a lack of
inaginaiion and poor style. Bui therc are occasions whcn ihc
.epetition ofa key worct or struciure adds clarity and impact:

Snhs in ltily Llrapp.d a littl. tast !e|r,1!]tj1e snla i SNnt
Mn,n:tt stend!. HoloR'ar, sobs i Fraitce nctnl\/ i crcasctl
b)l 2%.

ln this erample, repetition ofsnlss,r l+ countrylhighlights
the name of ihe coutrjes and adds impact.

Here are two turiher examples of repetiijon to add inpact:

Our gaol is ta ... .1) adtjtu this goal ue hilte ta ...

We tte tricd to dnelap Jleribilit! loith our . . . . HowerT thls

JleribilitV has.ahE tuith a cost

Language of trends
See units ! md 55.

r36



Exercises

66.1 Read the following paragraph from a report about
lT spending care{ully. The tirst sentence ('the topic
sentence') is missing. Choose the best first senten(e from
the three options below.

t . /Tr . so Jlor shoL d be an .nlegraled workspace lhat i;
both an intianet and a cenlral resource for our organizaiio[

a Access documenls and intormation securely lrom

a Organize caendars and schedules in a cenlrali2ed

a l\,{eet live, online - anylime any\rvhere.
a sharc p@sentauons and demonstratons.
a Collaborate with co-workers, partners and clients -

4Achl6ving the6e goals willresult in increased creativity and
r',incr€as6d elliclencv

a We need to invest in an lT solution that allows us to reduce
costs n every department,

b We need to invest n an lT solution that allows us to become
the market eader in our industry

c We need to invest n an lT solltion that allows us to share
information and collaborate wth colleagues mo€ effectively.

56.2 The extract above shows some examples of
'repetition of words and drudurel'. Find:
1 two words in sentence 2 that refe6 back to 'lT solution in

me loprc sencnce . ........ ...
2 two verbs n the topic sentence that are repeated later in

the bu let points
3 a two-word phrase if the second half of sentence 2 that is

rcpeated in one of the bullets. wth a rlght change to the
form of one of the words ...........

4 a word tl^at is repeated tl ee rimes in rhe bJllpr poin6

Notce also some repeating sirudtu.es:
a a verb in th€ infinitive after each bullet
a 'increased' + abstEct noun in sentence 4

A these repet uons comb ned wiih the clear, conci!€ style
- help to pe6lade the reader and give lhe pdragraph mpact.

66 BUSIiIESS REPOFTS AND PROPOSALS - REPORTS II

This

55,3 Underline the alternativ€ in italics that yor/ think is
more typical of a business repon

I We've made cors/derable / fartastlc progress, and quality
levels will I are expeded to rctlm to norma within a f€w

2 Sales tend to / nearly a\Nats drop a little over the summ€r
petiod, although thls probably wan't be / night not be rhe
case this year if we continue the marketing campaign.

3 Very soon / At the earliest possible oppottunit/ we
will need to have a meetmg to plan the prcduction / a
production plan ning neeti ng.

4 His perlorrnance over recent months has been badl
qule poar, at\d it nay be / w,// be necessary to review his
employment with us.

S Iherc is a really / relatively high isk of f. lure with this
projec( unless we invest morc naney / financial resources
at this early stage.

6 lt is possible that / Maybe the suley is not very accurate
as we only goa / obtalned a response rate of 25% 10 our

7 A loss ol )abs is / is likely ao be one of ihe corsequerces /
things that will happen il th€ process s automated

I foday everyone is / nany people are look ng at teleworking
as an option, but it /eads fo / typically leads ta a serse oI

9 Some suggest ons ariing frcn / that cane ta my mind
from these results are glven in a ,st / presented below

10 We caffied olt /ots oflnumerous tests rn our technical
department and the results haue heen prctly good /

56,4 Rewrite these sentencei using a passive lorm to
avoid 'l', 'you' and 'w€'.

I We can use the same straiegy for other products n the
range.
.... ....... .. Irqs!4lelta&sllar Lq qied .... .... ... for other
products In the range.

2 In sect ion 2.4lwi l l (onsder the environmental  mpact of
mese cnanges.
In section 2.4 ihe

3 You cao on y do this after ihe machines have been s€rviced.

machines have been serv ced.
4 | should emphas ze that ihese results arc on y provisiona

that these
results are only provis onal.

Bus'ness repons and proposals i37



Business reports and proposals - proposals I

What is a business proposal? The iable gives some example phrases taken fron six
different se€tions of six different proposals (ABC, KL, MNO,
etc @ the names of the various cLient companies).

The phrases you need B

Introduction
ABC is loaking far assistance in choosing and
inplenenting ... [. ] Upgrading ta a new system wt
allow ABC ta . . and will cut inwntaty costs and shoftet
production run times [ ] An uwrcded, state ol the att
system will position ABC as a leading player in the field of
... wfth the aality ta suppott the laryestsized custones.

Business proposals aie wntbn when a supplier (AmE
vendor) is trying to win a conhact with a client compey,
in competition with oiher sirnilar suppliers. The isriter is
trying io persuade - it's a sales docuent and there wiU
be strongei, more 'comercial' lmguage than in a business
ll:port. The writer wili use techniques from sales and
rnarketing such as talgeting the client s needs and offering
clear benefits. Typical contexts are:
l, Trying to get the contract for a small, independently

produ.ed piecc ofwork. Example:some market rcscarch
for a client compuy-

r'0 Trying to win a contract for onc pari of a largE
ntcgraied project, done in close co-operation with the
client company. Example:a subcontractor who offers
a specialized seryice and will wolk under ihe client
conpany s proj(t m.na8er
Making a prcposalto forh a continuing relationship with
theclient. Exanple:a pruposal from an adverrising agency.
Outliiing the casc for a morc formalized partnership
bctween two scparate companies. Example:where two
oqunl p.riies co-opcrate to devclop a nes'product or enter

Structure of a business paoposal
A typicalstructure for a large,scalc proposal is shown below
Shortcr proposals willobviously be simpter

? Execuiive summary
2 hltroduction (analysis of ihe currcni situation, tne

approach selected and why)
Goals (list ofgoals laken dire.tly from what the client
has told you, wiih mcasurable targ.ts thai your work
will achicve)
Pfojst scope and aciion plan (key componenrs and
xh^n.  rhar  v^u wi l l  pro! ,de:  def in inS yor f  -ote r -
relation to the client's role)
Implempnr. r i ,on rhow y^u wi l l  wor l  wi rh rhe c l ,enr j  r
timetable /Gan tt chari; deliverablcs; resources needed
such as office space o! access to information)
Areas of special expoiise (your specialized, md
preferably unique, ski s and know-how that show why
you're thc ideal supplier)
Projeci team menbers (a paragraph on each peson to
establish credibility with the clieno
Pricing (you fee, other costs for you oi ihe dient, dd
po€sibly a short paragaph at the €nd, emph6izing how
the prcpGal is cost-eff&:tive and how the climr win benefit)
Conclusion (a cost'benefit analysis showing why ihe
pice is worth payinS)
Appendix (a list of your past projecis; tull detaiis of you
team/ihe pdcing/the Action Plan etc)

lmplementat ion
We wi delivet to MNO immedtate stock of ... and make
a commiment to supply an additianal ... [...] h addtion,
we wi ptovkle MNO with sales flyers and storc displays

Areas of special expertise

250 end use5. wht.h cdn be used by MNA rc
fot I I We wI atsa conou.t a na(et,ag sutrq al

coals
JKL', nain goal is ta autsource . . . in ordet to rcduce the
numbet of n-hause Fnplorpes rhcse cnplorap. arc
tully occupied fot anly about 60ok of the year [...]
A secondaty goal is to mininize the time that JKL
nanages spend an prcblems associated with . . [.. ]
fhese goals arc achievable, and out ptapasat offe6
an ideal solutian. We are able to deat with and aul
customer service team can handle any prcblems that

The total .ast of the joint praje.t whh peR wi be
€4O,OOA. Of this total, our fee wit be 8A,000. The
t.mant41 C10,0AO at e\pen,e w,tt De absatbed t .
PQR. [ ] PQR s goal is to convett one-tine custamers
into rcgular.ustonets b\/ denanstrating the long tasting
benefits af . . . Aur prcposal shaws how that can be
achieved in a cost-effective mannet t . lThe resour.es
that PQR comnia b the proje.t will also allow it to take
advantage of oppotTunities in . . . na*et'

STU needs a conpany with an in-depth undestanding of
, and we have extensive knawledge of this field. [...]

Aut personnel include a forner . manager and twa ...
engtneers lhe enqineers have cansiderable experience af

1...1Weve wotked on sinilat systems in 28locatians
in . 1...1 tncluded in the Appendix is a list af prajects
we ve dane and testimoniab hom ... .

Pri( ing
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67 BUSINESs REPORTS AND PROPOSALS - PEOPOsALS I

57.2 Cover The phrases you need' opposile and below
with a pie(e o{ paper Fill in the missing letter'.

1 Lit inventory costs and sh ten prodlcrion run times
n aq .  : ( :  e :  1  .  . r  ' ^  r ! ' .  f re ld

3 a sec ary goal
4 we will con t (= do/carry out) a m.rket ng su y

5 a company with an i -de lndeEtand ng oi ...
6 we have exte ve knowledge of this f d
7 the rem g€l0,000ofexpenseswllbeab ed

by PQR
8 thiscan be achieved nac -eff  ema er
9 | q'as ng benefitt

10 the esiab ed market leader with a 400/0 markel
sh

4 very new and modern
5 formal naGments, wr tten by previous cl ents, that desc be

t '€ db[te- of .  pe'-on o corpdry
6 an arnount of money that you pay for prcfesslonal setuices

In the Goak section, th€ proposal
a prcsents ,ome prcject goals that th€ suppler has

analyzed and thinks are necessary
b presents some prolect goa s that the c €nt has

expla ned to the supplier.
In the Pric ng recrion, the proposa :
a presents an rtern zed ist oi a I the cornponenls

of the project and their price.
b ttates lhe total cost in a simple way, then moves

on to rnatch the c ents goals to this cost and
a so state an extra benef t (A detal ed breakdown
ol costs is probaby inc uded as part of the
Appendix.)

4 In the Conclusion section, the proposa:
a summarizes the mai. pointt in a carcful, ba anced

way, expl. ning again the different options tor the
prolect and why th s pa(ic! af one was chosen

b makes a strong recomrnendalion that links io the
client3 go. s, then rnoves on to identify additonal
va Je beyold rhF nmed alp go. . and e {p airs
the b€.efit of this added va ue.

67.4 lf you understand the personality type of the
deaision-maker in th€ di€nt company, you (an use words
in your proposalthat are likely to produ<e a positiv€
r6pon5e. Match the personality types 1-4 with the
wods and phrases a-d.
1 Anaiy.lical va ues accurate lacts and fgures, wants detailed

analysis.
2 Pragmatic: values action and resu ts f-
3 Consensus-seeking: wants a decision that everyone accepis

4 Visionary: enlrepreneuria , likes concepts and big deas L'j

67.1 Find a word {rom'Structur€ o{ a business proposal'
opposite that mat(hes each definition below
1 the range of things that a parUculdr activity deais with

2 (twa words). d agtan used n prolect management
that shows when each tasl</phase should staft and end

rangrbe re.1s rl^ar are p odL(€d "5 a resL r of a p'oje.1
such as physical items, desgn sp€cfications, research reports

Exercises

Now do the same for words in 'The phras€s you need'.

rg
conclusion
We recanmend our solution as being the best opxon
available to reduce costs over the mediun to long tem
and,e,nta e XYZ\ b,and, inaq". [.. ] thp nalkpt is
relatively new, and ta date no significant competitors
ta XYZ have eneryed. An inproved inage should help
delay conpetitian. [...] When conpetition does emerge,
XYZ wi be seen as the established natket learler and

1 In the lntroduction secton, the proposal:
a is written from the supplier3 po nt of view show ng

a company history.nd . bulleted lst of prodLrct

57.3 Look carefully at the €xample phras€s in Th€
phrases you need'opposite. De(ide whether a or b is

b is written from the clientS point of view, outllning
a specific need and a specific soluton justif€d on

easy to use, flexible, personalcomm tment, re abe, support,
widely accepted, working relat onship
criteria, evidence, logica, methodology, oblect ve, princip es.
procedurcs, proof, proven, tested
breat l l 'ough, (Lnrrg edg€, crea.r,e.  e\c u_o opoo-ur I ,
innovative, long-term view oriq nal, winning
bottom line, efficiency, perfom.nce, productve, profiab ity,
return on investment, speed of delvery

should be able to hakl at least a 40o/o natket share
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@ ".,ri,r.rs 
reports and proposals - proposals tl

In every successful proposal the supplier sends rhre€ main
messages to rhe client:

We <an match your needs as defined by
you (= <ompliance)

The clicnt wonders, 'Are they prcposinS lvhai I need, or are
they proposing what they have?'You won't wir a contract
by simply describing yourproducts dd sen'ices and sayhg
how good they are. You havc io recommend . specific
solution thai will solve a specific problem ed produce
positive business resrlts.

This first ihcme needs to appear all thc ('a)' throuSh )'our
proposal, bui in terms of the structurc outlin.d in unit 67,
ii needs kr bc cspecially strong in sechons 1, 2, 3,4 and 9.

We have the competence to deliver
(= capabil it ies)

The clicni wondcrs,'Can they do thcjob on timc and on
btdgci? Havc ihey h.ndled sitrilaf projccts bcfore? Is there
. risk that thcy won't do the job prop$lt?' To reassure
the clicnt you can include references, tcstinonials, a list of
clients, a.ase study of. previous project, awards, prblished
rc!iews, reports by indcpcDdeDt afalysts h the field, Cvs of
kcy ic.m nlcmbors, p.ojcct plans, a brjef company hisiot,
that cmphrsizcs g(r!th ihrough succcss, cic. Aui less is more
iD this .rc. - one good case study from the samc nrdusirv
showing thc sime kind of rcsulis ihat vo!r cli.nt is soekiDg,
nray bc cnough to Bin ihe coDtract.

h terms of tho struciure ni unit 67, ihis thcm. is cspccially
relevani nr sections 1,5, 6, 7,9 and 10.

We will giv€ you what you want, plus
maybe a l itt le more, at a fair price
(= value)

Clients want a fan price, with no hidden cosis, and no
underesiimating of the effort and resources needed. Thev
want to see what kind ofreiurn on investmeni thev can
expect, and tlrey want to know if you're offernrg any added'
vah'e fackrrs thai go beyond the initialaralvsis. Your
proposal nlusicontah a cleAr, erplicit value proposihon an
argunent i|at shows the.lieni thai ihey getmo.e by buying
from you than the), can get from choosing another suppller

The table opposite shows how 'value'can mean a laiiety of
things, not just financial value.

ln terms of the strucfure in mit 67, ihis theme is especiallv
relevant in seciions 1,8,9 and 10.

Durng the decision-making process, the client will probablv
use ihe tbJee $jterja abole in the order shown, ie fnst Lhey
hr l l  hp l  onp i r_ce.  lhF-cdpdbi l i r ie . .dd ' ina ly \ .  lup.

Financial
ger rhe owesl p'ice. edJce ope.ar,4g e^pelses ircrease
revenue, improve cash iow, reduce bad debt, outsource
io remove fixed costs trcm the payro , increase the
absolute value ol each transaction, get a arger porlion of
each customeis toial business

Social

Iniernal: increase employee job satisfacuon, enhance jolr
performance, reduce turnover arnong key staff raembers
reduce absenreeism. acceerare emprovee lra 1rn9
Exlernal: increase customer loyalty, improve brand
recognilion. creale a positve image in the commun ly,
address a comanunity / env ronmenlal concern

0uality
improve €lability, enhance maintainab ity, increase ease
ol r.rse, comply with regLrlatory standards coniorm lo a
specific qualily melhodoogy, redLice detect rates, reduce
customer complaints

Technology
g",r"  ,a" d '"" ,"n,  p"a"a or hardware a10 sofra'o
lo work togelher pfoperly improve syslem flexibl ity,
implemenl lhe most advanced technoogy preselve the
value ol legacy systerns, reduce downlim€, add new
lealdres or capab llres, aJrorare a laooL.irtersire

Risk minimization

Compeiitive advantage
overtake a compelilor, become the market leader, enier
new markets quickly, update producis to keep them
competiiive, iocus on core competences

avoid lhe risk of lailure implemenl the most proven
appfoach add€ss health and safety issues avoid lab ity
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68.1 Check any unknown words in'Value: what maters
to the client' in a dictionary Th€n find a phrase that
mat(hes the meanings b€low. Write your answers in tull.
1 decrease the amolnt of mon€y owed to you that you can

Exercises

2 f rc your own staff and have the r work done by an outside

: get orders for larger amounts of mon€y innead of 5m.ler
anounts of mon€y

4 inrprove the nandard of peoples work

5 stop 50 m.ny impo(ant people ledv n9 the company

6 rnake t easer to serv ce equipment

1 0

11

t2

mak€ sure that your products have the level ol qua ily that

folow an estab shed s-"t ol toos and stand.rds such as
the EFQM Exc€lence Modei, the l5o 9000 series, Six Sgma

oe.ol .  ro ,1 .<e )oJr  od - . "no,oqy ato"g.Oe you re*

decre.se the time during whlch the m.chines in th€
factory are not work ng

p r r .o p%(l  (e .o1e,1r 'g  rh._ 1as wo, .eo n dry unes
belore (and so has lim ied rsk)

make the workp ace less dangerous

redlc€ ihe worry that peop e miqht sLre you (= take yol] to
corir) becaLrse of damage or inlury that you have caused

jusi do what your company does besi

l 3

68.2 Read the extrad in the next <olumn from a short
business proposal. Tick (/) the boxes at the end to show
whetherthe extrad contains exarnples of compliance,
CaDabilities and/or Value.

6A BUSIi\IES5 REPORTS AND PROPOSALS - PROPOSALS II

PROPOSAL
Frcm Cltstom Computing
.Io Big Fridge Manufacturing Corqoration

KeY goals
Big Fridgc is considcring an upgndc oiiis ERP (Enterprise
Resource PlanninS) sortlarc to allow it ro expand ir-s
manufacnringbde iD Edienr [urope. Big tridgc mnts to
kno$ whatoptions are alrilable, and nr pafticular how it is
pcrible to curomize a siandard ERP packagc.

Custom Computing: special expertise
Custon Comptrting has extersive €xperience or installing,
upgmdnrg and custornizing ERP sof$vafe -a Iist ol rcccnt
projec6 is ircluded h tlre Appendix.

We have particular expenise in (he doDestic applian.(s
sector, dd recendy carried out a similar projecr tor QLuliiv
Cooke6. A folloiv-up suney at Qualiry CookeB i,rlicaicd
that lhe average nanager saved 1.5 hotra per weck as a
re$rh offie new ERP s)Btem, and fial the system paid Lr
itselfwithifl six monfi! a! a result ofimp.oved produ(livit,q

Action plan and deliverables
\ t prcposc tharCusbm Compuring works closelywith drc
ITdcpartmcnr and scnior managcment ofBig Fridge tb.
a rhl'weck period, to anal)". the options and cosl\ of lny

$t rvillassigD to lbB projc.t onrSenior Systems Analys!,
I)r Kla$ Mnello, one ofthc lcading profesionals in his
ilcld. His (lV is iDclrdd in ihc Appendix.

At ihc cnd ol thc $GNcek penod we willdelivern
repo'r t{, Big Fidge hirh {)uf recommeDdaliorN and full

Conclusion
Big Fridge is in r position $here ir.an m2le signilicant
ad\2nces in borh prcdu.rilq rnd prolihbiliry as a result
ofinveshenrs i. ERP sofNar. These investm€nts will
position Big Fndge a a leadnrg playe. id rhe white goods

\\'€ .econmerd rhat Big Fridge choose Customcr
Compurilg ro.arry otrr rhe inirial elaluarion ofthe optiors
alailable. Our rnck record shoNs thar h€ a.e ideally placed
ro provide Big Fridge Nith $is anallsis.

Should Big Fridge decide ro go ahead virh any upgrade
\o lur ion.  Cb'um Cunp' , r i1 ts  k  l lb-  dFl igr ,  Fd ,o tJ  in  a
further proposrl ro carry out the work.

see the Answer key for the specifi( references.
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Business reports and proposals - linking words
Cofrpare the two texts below

Version 1
Talking abolt the Siales, the problem is that $'e onlv

hale sales guys on the coasts. And do you kno$ what?
There's some iough compeiition oui the.e. A couple of
au.  rompel i loA mer8.d re.ent l )  thef  new romp.u)  is
walking all over us. Our next quarter's sales figures are
going to be a disastei But yo! have to look on the s1lmy
side - maybe ourhead office will find a local company for
us to buy' Then we have a chan€e. Anlyay, head office
has spcnl a 1ot of troney over there I guess thcy kno{'
what they're doin8.

Version 2
In  re lat ion lo  lhc US mdr let ,  uur  srh.  Jorce rhere i \
concentrated on the two coasts. Moreover, we face very
strong competjtion from localplayers. If, fa.t, two oforr
compeiitors havc .ecently me.ged and the ne{'company
is iakiDg some market share away from us. Ther.fore it
is likely that the ycar-on-year revenuc figu.es for Dext
quaricr willbe flat, or clen sli8htly don'n. Neverrheless,
thc long term ouilook for the US is still vcry positive
- partic'riarly ifwe can make a localacquistion to
'ncrease our market p€neiration. On the whole we are
confident thatour investments in the US market will

Vcrsion I is spcech. Sentences arc sho.t. Sometimes there rs
ro Inkhg ofonc scntence tu thc ncxr, othe. ti esitisdone
with simple words likc,4,td, Brt,Thdt, Ar!1M!, etc.

Version 2 his very similar content, but is cl.arly from a mo.e
bnnal contexi. This could be a written report, or it could be
a spokcn presentaiion o. n contnbuiion ar. i.rge heeting.
Obvjously the vocabulary and gencral tone is more formal,
but p.y pfitic!lar attention to ihe linling ilo.ds and phrases
in bold. Theyte used to make thc structlre of the a.gument
clear The reader/listener is ('anrcd .bout s'hat is coming
nexr a change ot iopi. (tu '"/drio, io), a se.ond point that
adds to the irst one and reinforces thc argument (flof.oru), a
real situation that the writer wants io lightight (t? fa.t), etc.

lMlen using linking rvords, think aboui then position in the

" 
Most of the examples in 'The plmscs l,ou need'can
be ued at the begirDing of a sentence, dd where
appropriate are followed by a coma (ie s'here vou
wor'ld pause nr spcech). Version 2 abole shows this.

i Many of these $ ods can also be used in the middle of a
sentence after nrd:

..., and iherefore ...
ir A te{' are used immediaiely after a coma. These include:

espcciatty, such as and raheteas.

The phrases you need @

Introduce a new topic
regaftling. with reference ta, in relatian ta

Add a related point
nareavet tutthermare, in addltion

Show a consequence
so, thereforc, as a result, fot this reason

G i v e  a n  e x a m p l e
eg. such as, fot exanpte, far instance
in padicula. especia y, above all

Explain by rephrasing

Say the real s i tuat ion
tn ta.t. actually, as a nafter of fad

Sequence
frs(ly), second(ly), thnd(ly). finalty
the ti t <taoe . ,tap t, . nen dno d\e, +.al

Talk general ly
n general, on the whole, in most.ases

Add a surpr is ing or unexpecled idea
howeve, even sa, neveftheless

Make a contrast
tn (antrcst, an the athet hand

State known inf  ormation
of rcurse obvjously, clealy

Con.lude
in concluslon, on balance, averc|l, taktng everything lnta

actually / €k4uJli/ adv ***
lused for emphasizins whai is reallv true
or what really happened: Wet,€ spoten ot
tlle phone bul te ue neter actudllt met
2 used Lr enphasizins lhat someihins is
surprising: l rhnlr slp actuallt) ar;reed to so

3 rpot.. used when correcting a siatenenl:
It llas !6terdaJ), no acluollr it uas Mondar

aip.la,used for admiltine somethins: ?id
rou spen.l much monq)? 'Well, 

tes. Quite a

nevertheles3 /,nev.iiles/ adv )t* despite a
iact or idea tiat you have just mentionedi
It s a dificult t ace- Ne1ertheless, dbout 1.000
runners pafnapate eteft !@r.
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Exercises

c actua ly

69.2 Complete th€ sentences below with either'e9'
or 'ie'.

1 Foss fues, o ,  gas and coal,  are key io pdy a
sma er roe n the overal en€rgy m x

2 Foss fues, o andgas.are ike y to play a smal ler
ro€ in the overa energy m x

69.1 Cover the opposite page with a piece of paper.
Now match an item on the left with an item on the riqht
with the same meaning,

\
3 therefore \
4 n p.rticLrl.r
5 n f.ct
6 n qeneral

8 clearly

1 0  r e

The words e9 and r€ hav€ Latin oig ns (exemplt grata and

lid eso. They can be used in speech .s we I as w.itins

whereas /wearez/ conjun.ton used for
showing thai there is an importani
ditrerence between two thinss, people.
situations ete Docrors' sarorits ha@ risen
subndntiallr, btureas nurses poJ h6

69.3 Underlin€ the corre<t words in ilali<s.
I Saes rose n Gerrnany andFtance. Mareaver / Thercfore,

they rose n Poand, Hunqary and the Czech Republic as
w e l

2 Sa es increased in cermany and France Abave all / ln
corfrast, they were flat in Poand and Hungary

3 Sa €s rose in Germany andrtate. Far et€rr,ple / ln fact,
ihey rose by over l0%.

4 ln general /Furthermorc, sale5 were nrong in Western and
Central E!rope Howev€r, they fell r ghty in Spain and
Po(ugal

5 Sa es rose stronqly in Germany and Fran(e. On rhe whole
/ Therelare \\e w open new ofiices in Franklurt and
Marse le next year.

6 Sa es were up n Wesletn Eutope. ln panitular / Fot this
reasor, France and the Benelux countries thowed stronq
qro\Mn.

7 Overal / For instance i was a good year. Sa es werc up if all

8 5a es wer-6 strong ln Brazil Even so / C/eart th s was due to
rapid growth in the economy.

69 BUSINESS REPORTS AND PROPOSALS - LINKING WORDS

69.4 Complete these Iour paragraphs taken from a
report by a chief Inlormation officer. Read carefully to
see how each rentence and ea<h paragraph links to the
one betore. Write a capital letter where necessary

(lea y in paniulat rcgading

' the longer terrn, there have been
seve€l requests by empoyees to change our off ce
computers from M crosoft to App€.2
thi5 is something that we have to consder, as App e has
some lignificant advantages. r , Appe
oflers a better op€rating syn€r. and is els v! nerabl€ to

n fa.t narcovet on the whale

, w€'v€ notced that manY other
people bring to work the lvac laptops that they use at

, th s does not seem to create
any serious proberns - the office suite runs perfecty well
on a Mac.

fo, e/anpte howe.et ,e(o^d|.

' 
, tne e a e so'ne se ro-s obslacles

to adoptlng Apple as the standard platform throughoui
the organization. Firstly, there s the queston ol pfce.
Apples are siqnificantly more expensve - they're targeted
at the consumer market where fashlon .nd design brlng
a premium price. ! , there are some
serious technical issues sAP, ' , doesn't
run on Macs, and our lT support staff are unfamilar wih
the Mac operat ng syslem.

o , appe compute6 are akeady in
use in our organization - the two graphic designers in the
Communications d€partment use them

'o , to sum up, Microsoft offe6
familiarity and ease of techn calsuppori at a reasonable

^ .np . f fF ,  , l F ! n -  and

grcater security at a higher price. What conc usions can
be drawnT r'z ... .... .... . . ........ , it seems ihat the best
option is to cont nue using M crosoft PCs for the majority ol
staff. We will of course conunue to monitor the stuation,
particularly as the Internet replaces Windows as . day-to-
day software platform.
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Business reports and proposals - review

70.1 Complet€ the report extract by und€rlining th€ correct words in italics.
Sometimes the choice is based simply on style or usage.

To: CEO Aulo Corporalion
From: Ch e1 Econom st Auto Corporalion
Subject: OLrtook lor the oi ma*ei and its mp cators lor the ALrlo Corporaton

lnlroduction
lHans Aberlander, CEA of the Auta Caea?ion, asked me to wnte this.epod / This repart was cammlsioned by Hans
Oberlande, CEA af the Auto Carparatian lhe'1aln / scope of the r€po.t i5 to ma k€ a lon q-lerm lorecdst of trends in the
snatket far ail t oil narket, and to analyze how th€ future pnce of oi w impdct the autonrob e indunry. a/, particular
/ Especra//y, the report wil look atoLrrown cornpany. the Aulo Corpordlon, a nd whether we are posit oned 10 meet
futLrre chdllenges in the m.rketpiace

Oil market
The pr ce of oi h.s be€f ifcr€asing 5rteadl / rread,i), sinc€ aro! n d I 999 Th s has been driven by facto6 on both the
supply side and th€ demand sid€ On the supply side, lotal wor d o I prodlcion has nowpedked,wth no 6i/9nlFl.art

/ rignifi.artt new discoveries on the horizon lTalking abaut denand / an the demand side, rtie grcwrh of economies
such as Ch na and India has meanl  a hug€ increare n the consumpton o l  or l
Ov aresearch shows / researches show that these trendsewl / are likely ta .otitrnue. and that oi prices w rena n
h gh for  th€ foreseeable future.  This wi l  inevi tably  have lafarcelanl | r ,pactontheautohdunry.wthhqhfue prces
causngcustomer9toturntomodeswi th owe. .unn ng cons,  such l ike /  sud as e eN (  . .a ts .

Fuel efficient engines
At Alto C oQorat of w€ cLr ffently man Lrfactu re 1wo hybr d e ectric vehrc es that comb ne a co nv€nt o nal gaso ne eng ne
wth an on-board rechargeabe eecrc bal tery
Sa es of these mode s have beetl )]disappainting /tefflble, and for ih s repo( we asked an i.depend€nt rrcompary ahaa
daes na*et rcsear.h / na*et rcsear.h rcnpany ra lacaffy on / cafty aut a suNey to discover the reasons why lhe
survey showed the fo lowing arcas a1 Itanxiety / .ancern on rhe part oi potenl al cunome6:
.  Thereatveyhgh n i ta lpnceofhybndcars dtyptcal ly  I  t tpEal  a hybt  d .ar  pays lor  tsef in terms

ol ower fLrel cons aft€r about three years
. The fact that hybr d cars 11are unable to go very fast / qo sloryly The addlt onale ze and we ghr of the

battery pa.k means that the conventonal engine hat to be smaller

" The added rsk n an accdent ihat the driver, passenqers and rescue work€6 will qer e€crroclted by
the h igh voraqe n the car .

Conclusions
ln the ght of the a bove ra faundinqs / findings. we rcached the 1e next / follawinq conc usions:

"  customers w 'zo inueasingly  /  nare and nore waf i  lue 'ef fc ienr  modes,  nc!dngeedr(ca|s,due
io cont nu nq h gh o prices.

. Government legh ation on reduc nq the emission of greenhoute gas€s by automobiles w ll a so drive
the 2 trend / tendency away lrom convention. engrnes.

. Auto Corporation has been slow to reepond to the (hallenges ahead, "because / due ro customer
resrstance to the curreni g€neraton of elecrrlc veh cles.

Recommendations
There are two ':rmal, / most t portdnt recommendalions we would ketomake:
! The Board of Auio Corporation needs to take a lonqer-term vew of the market, !'paying nare

aftention to /thinking abour the price of oi in B nrategi. decisons
, Auto Corporaton needs to inven considerably rnor€ "noney / financial resaurces in R&D io deve op

a new qeneraton of safe, nexpensive and reliab e eectr. batteres.
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70 BUSINESS REPORTs AND PROPOSALS - REVIEW

70.2 R€ad this elctract from a business proposal then do the exercise below

. A specidl rcpod on how to nranage s€curity personnel,
partcu drlywith regard to. ways keep ng the rattenton on

Understanding your stock losses
Ihdnk you for nreetnq with us afd helpng us undersiand
the nock loss stu.tion at F.shion Supe6tor€ n more depth.
We propose to conduct a revew of your norc to s€e how
Closed Clrcuit T€levison (CCTV) cameras could be used rnost
effective y, and then complete the nstallarion of the synen.
Our approach s based on olr twenty years' experience oi
provding securty so utons in the retai lsectoL

Key goals

Your goa is to redu(e shop ifrlng by nstalling wa l-mounted
cam€ras ins deyour store, and to have these inkedtomonilors
at a centr. secunty desk. You want to do this in . con-
effective w.y

Project scope
The prolect will inc ude the iollowing acrivite5
. dentify the best locatons for CCIV cameras and insral th€

. dentlfy the ben oc.tion Jord central secur ty desk, with th€
monl tors and a vrbe presence o i  secur ty  pefsonne.

. Rln a tra n nq progr.m lor the securty personne nvolved

Stafiing
We willassign to this project the following ream:
. An in nore security expert, Mr Bob Parker, who has ov€rten

y,oars'€xp€rence n this f eld and pr€vously worked lor th€

. Four qud riied eleciicans

. A trdiner, Ms Eeatrce slerne, memb€r of the nstitrte of
ta ning.

Fees

We will charge a lotal lee of €254,000 tor ths projecr This
includ€t a the items rel€ned to above, with no hdd€n

Based on the fgures you provd€d us and on niorrnaton
oblained fiom prcvous assgnmente we have caned oLrt, we
enimale that this system wi pay ior itselt wllhin eighteen
monlhs. See the fgures n the altached cas€ stldy, which
describes a very sirn lar project that we carried olt ast year

lmplementation and deliverables
A t metabe for the diflerent phases ol the prolect i, included
as an append x. we estimate ihai the tota time requred for
th s prolect s two weeks.
Delivef.bles for th s project w I nc Lrd€
. Approx mately 30 CCTV camera!, wth two aseociated

monrtors at the cenval desk, all lu ly insialed and (he(ked
' All add iional mater als such as cab es.

" A three day training proqram for sec!nty personneL,
ncudng how to work the Cameras and monrtors, and
ful slmu atons of shoplift ng events and how to dealwith
them We have run this program successiully in over sixty

Conclusion
we recornmend that you contract olr cornpany to nstal
a CCry system inside Fashion SLJperstore. Ths system wil
dr.matrcally reduce your loss€s due to shop rit n9.
n .dditon, the syslem will he p provide a safer environment
tor shoppe6. When they see the cameras they wl feel ess
worned .bout dangeE slch as eav ng their bags Lrnattended
on lhe foor wh e they ook at coihes Th s safer environrnent
ir I k€ly to lead to shoppeE spending more time ns de Fash on
Superstore and therefore rpending more rnofey.
I w ca you on Wednesday 6 lune to d sclse the nen neps
We ook fotuard lo working with you to create a more s€cur€
and more proftabe Fashion Superstore.

Put a tick (/) to show which sections ofthe proposal menrion which ofrhe three
them€s. S€e unit 68 for the themes.

Capabilities

Understanding your stock lorses

Keygoak

Proiect scope

lmplementation €nd deliv€rables

Staffing

See the Answer key for the specific r€f€renc€s.
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Discussion topics
Unit I  Page 6
I n yoLrr country what do people think aboutthe issue of free

lrade vs protection sm? What is yo!r own view?
2 Free trade creates jobs n some indust.ies and unemployment in

others Wh ch? Why?
3 Should certain lndustries be prctected? Whi.h? Why?
4 Work in  smai igroups:

o Make your own list of argurnents in favour of globa zalion,
ano ar9umen15 aqarnsr.

0 Put your st on ihe table in fiont of you so thai everyon€ can
see it. Wa k round the rcom and look at a the lists. Wl te
down one or two questions that corne into your head as you

r/, Return to your seais Ask your quenrons. Everybody can

Unit 2 Page a
1 'The cyc e of boom and bun is one oI the wondeE of capilalBm -

its what Schurnpeter ca ed "creal ve d€struction hS the process
by which neficent ndunies get.epaced by innovative new
ones. Attempts by poicy make6 to prevent ths cyclelust support
od fashioned indunres and make the economy less dynamc over
the long term. Uslaly these all€rnpts to controllhe markets larl

L  A g r e e  l i D i s a g r e e

2 Are you bul sh or beaish on the general nock market in your
country right now? Why? rs there a parlicLrlar s€ctor of indunry
where you hod the opposte vlew? Why?

3 f the bus ness cyc e ex ns, where are we on the clock on
page 8 rghi now? (Th nk about the folowng qlenions. was
the ast nterest rale move !p or down? ls th€ nock markel
rsing or falling? Which sectoG a€ do n9 wellar the momenr?)

Unit 3 Page 10
1 Whai areas of confl ct are lhere kely to be between an

exporter and their folelgn agenVdistr butor?
2 Work n sm. l lgrcupsi

o F rst, choose ale o{ ihese prod ucG: smali p anic childrcns
toys, herba med cines, h g h definft on ry screen! to hang on

o A Vietnamese expoder wants to sell these goods inro yolr
market, and yo!?e inierested n being the r agent They
need your lo.a knowledqe Pfepafe a short presentation fof
them on the opportuniies and challenqes they face.

dl Use your own ideas and strucllre, alihouqh the seven bullet
poinis on page 10 nray give you a few ideas to get siarted.

o When you fn sh, give your presentation.

Unit 4 Page 12
I Staning yolr own business vs workinq fora lalge company:

what arc the differcnces?

o Use the contents page of the busine55 p an on page 22 to
prepare a short prcsentation to the rest of the group You
wil explain your busines pan to them You don't have to
cover every issue n the m nd map.

4r Give your prcsentat on and ask for questlons atthe end.

Unit 5 Pag€ 14
I 'The Anglo Ameican model of putt ng the shareholder firn

it bad forthe employees, bad for the community and bad for

r Agree .r Disagree

2 In your country is there a lradition of hav ng a nronq and
independent Bodrd thar represenrs the nterens oJ the
sharehode6 and can h re and ine the CEO?

3 What a.e the advanlage5 dnd disadvanrages of working for a
medium-szed fam ly-owned business, as compared to a a.ge

4 Fas lhere been a siory n the neM recently about weak

When you lin sh, show yolr mind map to a coleaque and

Unit 8 Page 20
I Look di the list of six time managernent tips in the text on

page 20. Can you add any other t ps? Which ones do you

2 What is the one ihinq that you could do - nading tomorrow
-to manage yourtime more effcienly?

corporate governance at a padicular cornpany? Perhaps ii led to
a tinancialdisasl€r, or a corrupton scanda, or something ese.
whal do you know aboui ii?

Unit 6 Page 16
I Choose one of the sx ssues listed under'Geopolitics and the

wodd e.onomy' on page 16 Discuss it wth some colleag!es.
When you linsh, choose another.

2 Choore one oi the sx reples g v€n in the 't\4anag€ment ,nd
business section. Dscuss ii wilh sorne colleagues When you
finish, choose another

3 'We cannol .educe enerqy cons!mplion. No-one is going to
voluntaily accept a decline in the r lv ng standards. Fightng
qloba warming is use ess Wete al go ng to fry. Lel lhe
cockroaches and ratr take over - they were here before us

. Agree Diragree

4 Globalizaton has gone too far.'
- Agree Disagree

Unit 7 Page la
Looking al the three b.sic managenrent styles mentoned on
page 18, would say thai my own style ls (or would be) ...

'Good rnanagers are born, not made.'
, Agree - Disagree

Look at ihe f ve main headings under'Pelsonalqualitiet n the
pe6on specllcaion. Can you add another few items under

Draw a mind map ol you own personal rnanaqement qua ties.
PLrt youn€f in the m ddle, then have an nner ring of head ngs
lk€ the fve ln the pe6on specil cation, and finally outer
branches that show yoLrr qlalilies.
Use your own ideas, butfeelfree to use the deas in the unrt as

Th nk of an exampe of a srnall buriness that failed (perhaps
from peEonal exper ence, or the experience of friends4amily/
colleagues, etc). Tellthe gloup about the business, and why it
failed. coud t have sLrcceeded?
Work wth a co eague:
o You have each nherited €0.5m frcm rich aunts (€1m toral)

and now wantto start a bus ness togeiher Decide whaiyour
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3 Look at what manageE manage Can you add anorher item or
two under edch main head ng?

4 Drdwyour own persona ized mind rnap of'How lspend my
time' lf possble, focus on tme at work Othelwise, jun think
.bout your t me n genera.
When you finish. showyour mind map io a colleague and discuss it

Uni t  9  Page 22

1 Plann ng s the basis of spontaneitr/.'
,:) Agree ,.) Disagree

2 Harc d Macm an, a Bitish Pr rne Minister, was asked what was
the qreatest difficulty he fa.ed. He rep ed 'Events, dear boy.
events. G ve an exampe irom you own life of how events
chanqed (or destrcyed) your pans.

3 Brainnorming. C ose this book (everybody except one pe6on or

On the board, write section headings 1-a {rcm the contents
page of the business pan on page 22. Everybody brainstom
sub-sectonsfor each secton. lt sn't a memory t€st

Unit 10 Page 24
1 'Leaders and rnanagers are differcnt.'

.r Agree 1..I Disag.ee

2 A eader admi€ s.  because. . .
3'Leaders have to take difi cult decsons. you'll never be a leader

f you need to be ked by other people.'
i ) Agree ij Disagree

4 Look again at the bar chad showng the resllts of the survey on
page 24. Do you think that people in lhe r thirlies €sponded in
the same way as people n their fifties? Do you think rhat rnen
responded in the same way as women?

5 Talk about a recent occas on whef you successfully lnflue.ced
someone (or a group). Describe how you d d lt.

Unit 11 Page 25
1 f youte working, expain the tvvo or thlee biggen rsks that

your company currently faces. f you aren't wo ing, talk to
a irend or family mernberwho has ajob and knows lhe t
business wel. Ask them about the isks ther company faces,
and then expa n them to the dass in the next leslon.

o anyone who made a work-related insurance clam?
's anyone who failed io check the smal prnt on a legal

o anyone who wofked n a company where the.e was a case
oi embezzlenrent?

t your answer is 'yel to any of these questions, tellthe nory
I 'ln Amerca people a€ too quick to sue each other'

i .i Agr€e il Dkagree

4 what is your own attitude to isk? clve an eEmde of
something ln your life that you nearly did, but decided againn
because t was too r sky. Do you have any regrets aboutthat

unit 12 Page 28
1 Did your country go through the same cycle d€scfibed in the

text: manutacturing boom in ihe mlddle of rhe lan century
then dec ne, then rebirth? lf not, how and why was it

2 Does your country have a 'Rust Belt'7 What is fe ike in that
area now? ls therc a nrategy lo rcdevelop the a.ea?

DlscuSS|oN roPlcs

I Vdny We,re'n.ounr,es havF oqr larg" p"a( of rFrr

manulacturing base over rc.ent yea6. ls that necessaily a bad
thing?

4 Do you know the cha€cter Dilbert from the American co.f c
stip ofthe same name? Dibert is an engineer What klnd of
peEonality and behaviour does Oilbert have? A€ englneers
generally like this?

Unit 13 Page 30
I 'Faclo.iesthat make rea things arc the heart of €n economy.

The refrce dnd financidls€clo|s arc iun peope smiling dt
cunome6 and playing wilh compuieu.'
: 1, Agree ,r Disagree

2 Doyou work in a faciory? lf 50, draw a diaqram on the boad
to showthe layout. Then expdin what happens in the different
areas of ihe lactory
lf nol, have you ever been inside a fa.tory? Descrlbe what you
saw and your general impressrons.

3 wouid you be prepared to do sh ftlvork in a modern factory if
it was an nteresting, well'paid iob requir n9 some rki ? Why? /

Unit 14 Page 32
I How do you think the dayro'day work of a purchas ng

manager 5 dflerenl lo the work of other manageE in the fleld
ot production and operalion9?

2 Managers nvolved ln the prccuremeni prccess wi spend a lot
of then time negoliat n9 Whai do you know abou negotiation
strategies and tact cs?

3 Do you know any news stor es aboui.ompanies !s ng bribery?
Or maybe you you6ef have been in a 5iluaton where someone
exp€cted you to give lhern a sriall 'giii'lo obia n a servce? Te

4 rf youte wo*ing, talk aboul how 9 obal sourcing has affected
your own cornpany. li you'fe a student, surnmarze what you
have learnt about this topic on your course.

Uni t  15 Page 34

I SCM means thal the manufaclurer has to share a ot of
commercial infomation wilh !!ppliels and customers, treat ng
them like partners. Are therc any risks to this?

2 Compare air, sea, rcad and r.ilfrom a ogistics po nt of vew
3 Work with a colleague Draw a m nd map of ' ogisi cs' showing

what lhe lerrn rneans lo you. C ose this book before yoLr start
and use your own ideas. At ihe end, compare with another pat

4 Make notes to prepare a presenlat on on'Logist.s nmy
company'. Use lhe headinqs and deas from exerc se 15.4
to help you. When you finish, give your p€sentation

unit 16 Page 35
1 Do you know anything e se about TP5, J I ean prodlction or

kai2en that s not mentoned in the textT
2 How could you change the orqan zation of youf own workp ace

to elim natewaste (of t me, money and materals) and improve
producrivlty? Draw a m nd map to show yoLrr ideas. When you
linish, explain your deas to a colleague using yo!r m nd map.
lf you're a nudent, you can do this actv ty lor any p.ir-t rne lob
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DtscussroN ToPtcs

Unit 17 Pag€ 38
1 What does the word'qualty' mean to you? Brainno.m as many

ldeas as poss ble and write them on the boad.
2 What eke do you know abolt IQM beyond what is

ment oned ln the text?
3 Does your own organization have procedurcs to check qudlity?

lf 50, descibe them.
4'You getwhat you pay for': is this alwars true? Think of sorne

examples for both sides o{ the argument.
Here s an idea io get you started:
A packet of hgh price, brand-name cereals ie sitting on a
supermarket shelf Next to it on the 5helf is a packet of the
superma*et's own-labd brand, seling dt a lower price. The
contents arc identica - the supermarket bought the cereals
ircm the manufacturer and €packaged them.

Unit 18 Page 40

1 The f rst paragraph of the text on paq€ 40 suqqerts in a
hurnorous way that sales people and marketing people
sometimes don't va ue each othefs work. In your expe.ience, is
ih  s  t rue?

2 Brainnorm e ther 'What qualilies does a saletpe6on need? oi
'Modern sales rechniquel. Clore your book befo€ you stan.
(t isn t a rnemory exercse.)

3 Can you think of any situations whee a 'had sell' mighl be

4 Think ca€fully about the an time that a salesperson sold you
someth ng. How did lhey d scover yolf needs? How did they
present then caseT How dd they hand e your objection!? Are
there any special techn ques that they used but rhat you werc
unaware of at the t me?

Uni t  19 Page 42
' 

A welfl.own tloga' 'o c-stome. sea,ce rs 'U.derpromise

and oveFdelivef. Wh.t does it mean? Do you agrce with it?
2 Have you ever heard of a 'Chief Clstomef seruice Office/?

Why does 'customer service' have slch a low priority inside

3 Tell a story frcm your own experience aboul an example of
paftcllady good or particulady bad cunomer seruice. What are

I Worl . s1 all Sro-ps Era,.srorm d..('or.usron.r $rvre
under the headings: 'Lttle things that rnake a big difference'
and'Don't forget your exilt ng customers'.
Close the book while you do the brainstorming. (lt isn't a

When you fnish, discuss your ideas wlth the class.

ra Go up tothe boad and wite your vocabuary tems under
the cor|ect headings.

i When everyone has finished, 9o round the group and
explain dllthe wods.

3'Marketing is junthele to rnake us buythings we don't need.'
.) Agree a Disasree

4 Discuss how ma*eting is different 1o sa es.

Unit 21 Page 46
1 Look agan at the thirty adjectives desc bing features in exercise

21.5. How manyothers can you think of? Bra nnonr ideas on
the boa.d.lqnorc easy. obvious wods such ds'expensve,'fast',

2 Think of an €xample of a prcducl with poo y designed
packaging How would you improve it?

3 Each member of rhe group choose one perconal item that
you have with you today Choos€ something that has a nrong
ma&eting (ampaign behind it. Take a few minutes to prcpare,
then describe to ihe group:
. the products functiona benefils
. the produclS psycholog cal b€nef ts
. the brand image
o why you chose thit particular model ( I the product is part of

a line of producb)
. whether you think the maAet ng campagn nfluenced your

Unit 22 Page 4a
I Whai are ihe key elements of rnerchandis ng (how prcducis a€

arranged and displayed lnside a nore)?
2 How is technoiogy changing the face o{ retailing? G ve some

examp es fiom your peBonalexperience
3 Choose h^/o or three retailers that all sell n a s rnilar market.

Dilcuss ihe d fferences bebaeen them.
4 Di€ct markei ng (calaLogues, ma shoB, ry shopping channels,

ads in the press with a toll-f€e number) s oiten ignored n
discussions about market ng. How does the dstibuton channe
atiect prcduct. promotion and pri.e?

Unit 23 Page 50

1 lt3 in.€asingly difi crilt to reach customers thfough advert s ng.
Meda channes arc becoming ever more diverse and
l€gmented. what is the advertising indunry doing to meet this

2 'The better an advertisement s, the more people rernember the
advertisement and the less they remember the product.'Can
you think of an examp e of th s? what are the mplicat ons
a) for the advertising agency, and b) forth€ client company?

I work wilh a colleague. [/ake a mind map with ihe word
'P.omotion'in the middle. Close ths book beforc yo! start
(li isnl a memory exer.se.) When you f nish, walk around
and look at other peopleS mind map'

4 Do yolj agree wlth what ir wriiten n every box in exercise 23.5?

Unit 24 Page 52
1 ls it true lhat rnarketers talk less about price than about

ptoduct, disnibution or prcmolion? f so, why do you think it

2 lt you work in the marketinq/sales apa, describe how prices are
set rn your own .ompany.

Unit 20 Page 44
Each pe6on choose a product thatyou have with you today
(es in a baq or an object in the.oom). Foreach product,
d scuss the target market.
Do the fo owing:
o On the board. draw the four headings: Product, Place,

Promotion and Pr ce.
. Each student choose one item of vocabulary (a sinqle word

or. phrase) fo' each heading that you think youf colleaEres
won't know You can use a bilingual di.tionary to h€lp you.
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3 Each peEon choose an ltem that you have with you now (e9 in
youf baq). t has to be one whe€ you rememberthe exact price

. Show lt to your colleagues. Fi6t let them try to guess the

a Say what the price was.
. 5a) 4LFrhe, ar rhe lrnF ro . rroughr lh6 w.s erpensive,

reasonaD e or cneap.
a say the absolute max mum that you would have pa d ior ihis

a Discuss, from a marketing poLnt of view whether this tem
was pnceo coffecry.

Unit 25 Page 54
I Nave you ever taken part in ma*el rcsearch either as

a poiential cunomer or as a researcher? Describe your

Work with a colleague Prcduce a mind map:
a lf you're work ng, use ideas lmm your company and write

'Our market ng strategy' n the centre.
. lf you're a nudent, use ideasyou've nudied on your course

and wrte'Elements of a marketing nrategy in ihe cent€.
r When you finish, wa k around and ook at oth€r p€ople3

mind rnap! Discuss them.
Presentation.'New Prcduct Development'. Work wth a
colea9ue:
. lhink of an id€a for a completely new product. Youte goinq

to prcsent the concept to your coll€aglet- make some

Uni i  26 Page 56

1 Follow these nstruct onr:
Study the text on page 56 one more t me. ln a moment
vou re oo'q to tl to wlle dow^ re eemer t5 of a'Incone
statement on a separate piece of paper No figu€s are ne€ded

just the headings. You'L do ihs wlth the help ol a pariner.
C ose ih s book now and nart.

2 You run a chain ol sma cotfe€r'snack ba6 in your couniry
(Your nearest competitor is Starbucks.) Lan q'ranei both
revenue and costs werc above br.idgei.Ihs balanced out, so
thatthe operating prcfit was in line with the budg€ted figu@
Brainnom ae many rcarons lor ihs vaian.e as possible.

Unit 27 Page 58
1 Fo ow these innructions:

a Study the box'What can a balance sheet show?' at the
bottom oi page 58 one more iime.

Before gving the presentaUon, decide whi.h person willtalk
about whch points. lt willbe a team presentation - you can
change the presenter once or severa times.
When you're ready, give your presentalion. Youf colleagr.ies
should lislen caretu y, lake notes, then ask practical

Write down on a separale piece of paperthese words.
hquidirl, leverage, baak value and prafitabiliry.
Working wth a padner, write a short paragaph that
expalns each of these con.epb. c oseyour book befoG you
begin l

ls there anyone n the group who knows about ac.ounb of
Investing? Ask them this: 'You'F thinki.g about invening in a
company. but can only look at one flnancial document, either
the income staternent orthe balance she€t;which one would
you choose, and why?'

DtsCUSSTON TOPICS

unit 28 Page 50
1 ls there anyone in the group who knows about accounting or

investing? Ask them to explain why the study of a companys
cash flow is important, and in partkuar how t showethings
that cannot be seen iust frcm ihe P&L (income stat€ment) and

2 How doyou manaqe your own peEona cash fow? Do you
aTways have a negative bank balance atthe end of the month?
How could you manage your cash better?

Unit 29 Pag€ 62
1 Look again at the nory ol Manuela in exercBe 29.5. What could

she (and the other playe6) have done d ff€renily?
2 Work in pairs (A and B):

. Backgrcund. StudentA and Student I work in the accoLrnts
department! of two different companies Arcceveda arge
invoice fiom B an month, but st ll hasn't p€id t (d!e 10 A's
own internalcash flow prob ems).

. Pe6onalize. A and B now prcpare a few more detaik
logelher. What is lhe bus n€ss activ ty of the two companies?
Whal was the invoke ior? How much wat ilfor?

o Role play. Sil back 1o back. Sludent B rnake a telephone call
to Student A abour the unpaid nvoice. Try lo negot ate a
sertlemenr that is good for both sides.

Unit 30 Page 64
1 Follow these innructions:

o study the telt, g.aphs and exerc ses on page 54-55 one

Wite on the boad the words'breakeven analysl,
'operating Leverage' and'contrlbution rnargin'.
work in pais, A and B. C ose your books. A5 explain to Bs
rl'e rrree co.ceprs w' tten on th€ boa'd Bs shou d lisle'
ask occasional questions. and help if necessary

. Keep the same rcles, bur work w th a new p:rtner. Now Bs
have yolr turn to explain while As isten.

2 lf you're working, explain how you analyze prclitab ty n
your company. lf you'€ a siudenl, descrbe any other areas ol
managemeni a.counting that you've studied

Unit 31 Page 66
I 'Financial markets have I ttle to do with the real world. li'! jun

overpaid yuppes in front of computer screens chasing the latest
financial bubble.'
,j agree -- Diragree

Look aqan at the tabl€ of playeu n ihe ma*ei on page 66
Cdn you add any extra information abolt any of these players?
Do you work in lhe li.ancial markeis? Describe yo!r job.
The bond market and foreiqn exchanqe market are much less
well known rhan the srock rna*ei bul th€ amount ot rnoney
traded on them is far larger. Can you explain why they get so
litle public and med a attention?

l

Unit 32 Pag€ 68
Do you follow ihe stock mafket? what is happen ng at the
moment? Can yo! €xplain this?
Do you personally own any rtocks or funds? Why dld you
choose them? How often do you check thek prce? When w

lf you had €10,000 to inven n lust one stock, which one wou d
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Unit 33 Page 70
I Describe your companys recruitment prccedure.ls it successful?

How could it be improved?
2 Wofk on your cV (resurne) for homework- ifyou need to.In

a Put the CVs on the wall rcund the room. (Altematively, lay
thern out on the desk.)

. Go rcund and look at other peoples CVs. You may be able
to get some new ideas.

. Go back to your desk and work with a pa(ne. Read ea€h
otherc CVs carefully. Discuss them toqether.

. lf necessary make any changes to yoLr. CV
lfyou don't wantto wo* on your own CV or you think it is too
pe6onal, then simply help othe. people by rcading thet CVs
and ask ng quest ons.

Unil 34 Page 72
I How mportant s pay? Would you work in a creative, elsfying

job if the pay wasn't very goodT
2 What do you think about pedormance-.elated pay?
3 Are you paid what you?e worth? lmagine that yolle talking

to your boss, trying to persuade them to pay you more- (You ve
been invited to jo n another company ro you arc speatang from
a position of si€ngth.) Explain why they should pay you more.

Unit 35 Page 74
1 Look thrcugh all the workplace issuer on page 74. Are any of

these lhe sLrbject of discussion in yourworkplace?
2 Look at the fol owing list of workplace issLres. Which ones are

more serioLrs and could ead to dismissal?
a arriving late and leaving €ary
a being drunk at work
a bLrllying and haratsment
a oamage 10 prcpefty

. failing to follow health and safev procedures

. personarappearance
a personal use of the lnternet oLrtside of ren periods

Choose one ol the issues. Wfite a short, imaginary diatogue
ben ee^ l^e nanager ald enployee where rh€ issue is
discussed for the firsi time.

3 Do you work in HR, or do you know anyone who does? Whi.h
parts oi the job, bes des rec.uhment. take up the most time?

Unit 36 Page 76
1 Pract se speaking aboui you backqround and care€r:

. Wtire a shor.c.pl - '" ten on page /6 w lgve you some
deas. When youte ready rcad it aloud to your colleagues.
Your co eagues should listen. make a few notes. and ask
quest|ons at the end.

. n the next class, look al your scripr again briefly, then
put t away. Now work wlth a colleague. and explain your
backsround and career as a free speakjnq exercis€. Your
pairner should ask clarlfication quenions and encourage you
to give more detaik.
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Unit 37 Page 78
1 Produce a SWOT analysis for a company that you know lt could

be your own, or one that you've studied as a nudent. You can
usethetable on page 78 for ideas, but fee fre€ to include

When you iinish, prcsenl your SWOT analysis to the group and
then ask for questions

2 Write a company prcsentation for a company that you know
It could be you own, or on€ that you've nudied as a nudent
You can u!€ the iext on paqe 78 and exercise 37.3 for ideas.
but feelfleeto include other arca'
When you finilh, €ad youf text to the group and then ask for

Unit 38 Page 80
I PBctis€ speaking abolt yourjob:

. Wile d shorl s(riot - lhe led o. pdge 80 will give yoL io.re
ideas. lvhen you?e ready, tead it aloud io your coleagues.
Your colleagues should list€n, make a few nores, and ask
quenions al the end.

a In the next class,look atyour script again br efly, then put t
away. Now wo* with a colleague, and explain yourjob as a
tree speaking exercise. Your coleague shoLJld ask clarification
questions and encourage you to give more detais.

2 lf you don't have a job, or as an addii onal activ ty, do one ol
the following:
. Interview a friend or family member and ask them about

theirjob. Tellyour colleagues n the next class.
. Think of someone you know and role play them, descf bing

then job Remenbe. ro say - no|he o' sle



Writing tasks
Unit 45 Page 94
1 You work for an internationa phamaceutica companywith a

ben{elling heart drug. You'€ part of an international team,
prepaing a report on compe|tors' prcducts woddwide.
a Wrlte an emailto a colleague in lapan, Akiko Yamada

(a woman). Wite 4G-50 words.
o Give the reason forwrit ng.
o Request informat on about ihe compelitors in iapan {ma*er

sharc, advertis ng).
6 otfer to provide information aboul your own market.

2 Personalizaton. Wrte two ema s sirnilar to ones that you have
to write in your own real-life lob Use the tab e on page 94 to

Unit 46 Page 96
1 You're the finance dnector of an ntemational company. Yo'r've

just f n shed the cornpany accounb Jor lan year and the results
were very good. However the oltlook for next year looks morc
cha enging. Wite an ema I to your colleagues, le ing them the
news. Write 40-50 words.
o G ve the reason for witing.
o G ve the good news abod lan year Thank everyone.
(| G ve the bad news about next year.

2 Pe6ona zaiion. W te two emails sim ar to ones fiai you have
to wrlte n your own €al'lifejob. Use the table on page 96 to

Unit 47 Page 98
Fo ow these innructions:
o Look one more t rne at emais 1 and 2 on page 98, and at

the two ern.ils in exercke 47.4. Then work with a <olleague
to create a s milar bus ness litlation:
What prcduct I seNice k the custoner interested in?
How did the custoner find out about it?
what infamatian does the custonet want?
What infatnatian wil the supplet give?

o Now working individua ly, wdte an enqulry bas€d on the
situation you cleat€d. Note thatyou and your colleaguewill
be in the same rcle wdlng a similar emal.

a When you f nish, eKhange ema is and write a reply to your
colleague's enq! ry Again you will both be n lhe same rcle.

. When you lin sh, compare your emailr.
Personalizat on. Wrte a s milar pa r of emaik based on ones
thai yoLr have to write in yourown €.|-lifelob. Use the table
on page 98 to help you.

Unit 48 Pag€ 100
1 Follow these nstructons:

o Look one more time at emaik 2 and 3 on page 100, and
at the ema s in exercise 48.3 and 48.4 Then wolk wiih a
colleague to create a sirnilar business situation:
What Wdud / sewice is the custamet complaining about?
Why is the rustanet conplaining?
what rcp|y is the supplier going to give?

o NoW working ndividually, write a comp aint based on the
situation yo! c.eated. Note thatyou and your colleaguewill
be in the same role, writ ng. slmilaremail.

o when you finish, exchange em.il! and write a reply to your
colLeague! complainl. Again you will bolh be n the same

o When you f nish, compare your emails.

2 Pe6onalization write a simllar pair of ema ls based on on€s
thatyou have to wite n your rea-lifejob. Use ihe tabe on
page 100 to help yoLl

Unit 49 Page 102
1 work with a colleague. You willexchange ema s, nviting each

other to visit. For simplicty, keep the tlvo situat ons separate

. Before you begin. look one more time at the emails on
page 102.

a Now wite lhe followng shod ernails:
a) As host, invite your coleague to vst you. Give the

finished ema I ro yolr colleague
b) At guest, reply to the €mail you iun rcceived. Accept the

invilation. cive the f nished email to your.olleague
c) As hon, suggen an itinerary Ohi5 could inc ude some

localsiqhts€€ing.) Give the finshed emailto your

d) As glest, rcply to the ema yoLr lust received. nclude
detdils olyo!r llight. hoie, etc. Give the finished ernailto
your coreague

e) as hon, conlirrn everything Give the finished ema to
your co reague.

a when you tinsh, compare yoLrr emails.
2 Personali2ation. Write one or two rimllar emai s based on ones

that you have to wriie in your rcal-lifejob. You can be the host,
the guen, or take boih roles for diflercnt ernails. Use ihe tab e
on page 102 to help you

Unit  54 Page 112
1 Find an article aboul business ( n a magazine, newspaper or

online) witten in your own language. lt has to be one lhat
d€scdb€s a developne'l o' r'end. a_d tlat conta's al e.st

Wile four or five sentences in Engish descrbng the trend. Try
to use a good variety of Language frorn the un t You can nvenl
addilional lntormalion, for €xampLe what happened n prev ous

2 choos€ a rcallife, g€neral-interest topic that shows a trend
over severaly€a6. Yo! rnay choose someth ng lke house prces
in your cou.try or someth ng peEon.l Iike time spent dolng
sports / learning Enqlish. Draw an appfoximate graph - the
exact d€taik donl rnatter. Labe the x and Y axes.
Write a t€w sentences describ ng movemenb in the g6ph. Try
io use a good vaiety of language irom the un t.



WRITING TASKS

Unit 55 Page ' l14

1 Study the graphs beow You maywish to invent more conexr,
ior example the industry sector and ihe name of the company.

Sale5 (000 / month) by product line

Q1 Q2 Q3 Q4

Market Share

lom@np-v lconpetito,x lcome€tiiof Y Eorhe6

wrte a lhort prcsentation extract where you descfibe and
analyze the vends Try io use a sood vaiety of language fiom
units 54 and 55
li you're work nq n cass, read your presenraiion ro your
co eagues when you finish. Ask for questions at the end.
Peuonalization. Repeat the exer.ise, bui this time draw a few
graphs trom your rea life. These could be:
a Business trends. Perhaps sa es or prol ts or prcdlcrion

volumes ior v.rious product nes, or maket share of your
cornpany and itl competilors, of any KPh (key pe.fomance
ind cators) that you dealwith.

. Ways that you use yourtirne. Choose either a work context
(perhaps pie.harts comparing time spent on variols
activilies hn year and this year), or a domesric contexr
(perhaps a line graph show ng tlme spent with children on
dlfierent days of the week, or time rpent doing tports over

Draw the graphs and abel the X and Y axes. Then w.it€ a tew
paraqEphs, descrblnq and anayzinq the tlends.

Last yeer Thls year
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Interviews

1 Interview with a private equity investor
Exercises
1 Guess the rnitsing words (some letters have b€en
given to help you).
I When a prvate equ ty firm buys a target company,lt uses

a newyjormed company called an 'SPV'(Specia Purpose
Vehlce). As an example, hali the money the SPV needs
m ght come from eq (capltal provided by the new
owners and ihe existing sharehoders) and ha f might come

(a bank o.n that has to be r€paid).
2 After bLry ng the target company, th€ prvate equ ty tirm

reslructures t  Thscan nvovea b dup (makrng th€
company arger) or a 'b k down' (mak ng lt smd ler)

3 After renructlrrinq, the private equity firrn needs an e t
srraregy.

4 Th€re are many other p sinvoved nthebuyout
process, includ nq a rs, t consultants and bus ness
consuLtrnq compan es

2 if 16 Now listen to the interview and rh€(k your

3 Listen again with your eyes closed. Then listen a third
time while you follow the script (page 157).

4 Discuss any inler€sting issues with some colleaguer.

2 Interview with an entrepreneur

Exercise9
1 Underline the words in italics that you think describe
the profile ot a typical €ntr€preneur.
1 They come from poor / '.h lam lies.
2 Ihey arc isk-takers / careful.
3 Ihey anly ttust themselves I have goad )nstin(ts abaut ather

Glossary

due dtl,ger.e investgation inlo the delaih of a potential

tom ic.at h from ihe beglnn n9
,PO nitia pub c ofler ng Gelling shares on rhe nock markel lor

leveraged buy-out brytng a.ompany with a sma amount of
l/our own money and a arge bank loan

4 They qo / don't9o to lniversity.
5 They ke to /ead from the tap / wark alongside enployees.
6 lhe\ oer bo.ed qu^(4 t dp ppia.t:ann\ ha pnja,

f i n ish i ng prcjects praperly.
1 Ihey functian well wakinq on then awn / need a goad

team behtnd them
8 They often have dt#icuif / stab/e fam y backgrounds.

2 S 17 Now listen to th6 intervi€w and see whether
this particular entrepreneur matches your idear.

3 list€n again with your eyes closed. Then lislen a third
time while you follow the script (page 158).

4 Discuss any interesting is5ues with some colleagues.

Glossary

.apitalgain a ptaI lIrcn mo.ey you have nvested

.o//ate|.l prcperty or other goods that yo! promise io give to
ihe bank if you cannot repay a lorn
rctufti'h rcpat a.tl mprove a building by ceaning and
paint ng 1 elc.

3 Interview with a management trainee
Exer<ises
1 You are going to h€ar a management trainee talk
aboul their €xperi€nc€s of an assessment centre. During
one full day there are a variety of t€sts. Predict the
sequence oI terts, Irom 1 to 6.

an nlerview wl lh an HR nranag€r wth normal job reated

lLrnch, wher€ socal sk lk are observed
a res|o -ul  er 'd l  d d p oore |  - .o. ,  q .  .
a tearnwork lest where a gfoup of people d s(uss a
lcenario and choos€ the best dea
3 repon wnr ng exercls€
a roepay exercise to test management ski l9

2 S 1S Now listen to the interview and find out the
requence of tests done by this pa(i(ular trainee.

3 Listen again with you. eyes closed. Then listen a third
time while you follow the script (page 159).

4 Disos5 any interesting issu€s with som€ colleagu€s.

clossary

asressment a process . which yoLr make a lldgement about a

arrersorsomeone who decides how wellsomeone has done In

pttd try to sell something by say nq how good it i5
tcera.to a wr lten descr ption of a part cular siluai on w th a
p L r . e  . o n p  r d d  e .  \ o l e b d . r q , o -  d  - f o r ^  a l , o n  . o . e
th ngs that may happen et.

4 Interview with a supply chain manager
Exercises
1 Decide whether these ttatements ar€ tru€ O) or fahe (F).
1 The supply chain is:  raw mater ias suppl ier f rst ter

\upohe i€.o1d I  er Lpp e'  -ro, lufd |  .  rr  g ,  o".pan/

2 Many modern manufacrufers are rca yjusi atsemblers T / F
3 Lt s impor'tant for the manufacturer to ke€p commerc a

nformation (such as demdnd forecastt conl dentia, and not
lo share too much nformation wth supp ers. T / F

4 n modern rnanlfactur ng producrion s 'pu led' by rea
customer orders, rather than be ng'pushed'by forecasts.
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INTERVIEWS

2 tf 19 Now listen to the interview and check your

3 Listen again with your eyes dosed. Then listen a thid
time whil€ you follow the scipt (page 160).

4 Discuss any interesting issues with some colleagu€s.

Glossary

.rustera sma group of things lhat are very close to each other
€conom,res of s€i€ a rcduction in the cost of producng
an ndlvidla un t, resu t ng from dn ncrease n the overall

Jurur'r,me a nrategy for invenlory management in which
raw matera s, parts and components are de vered irom the
5!ppler irnrnediatey before they are needed
t a*Dg fo owng the progress ol

5 Interview with a sales manager
Exercis€s
t Make short notes in answerto th€ tollowing

1 What ! a 'key account manager'?
2 Weal lhavean dea of the typcalwork oi  a sales consu tant

but how s this work dfie.ent if it is in the B2B (business-
to-business)s€ctor?

3 Wlth a 'cold ca l', how do yor.r stop the other person pulting
down the phone wth n five seconds?

4 A I sa es peop e face the standard objection that the c ent
a ready works with another corapany, or that another
company is offering a better price How can you deal with

5 Inside a company, what other depa.tment rnight come into
conf ct wth SalesT

2 fl 20 Now lirten to the interview and tind out now
the sales manager discuss€s the same issues.

3 Listen again with your eyes closed. Then liiten a lhird
time while you lollow the script (page 160).

4 Discuss any intereiing issuel with some colleagues.

Glossary

cold.a/ an !nexpected telephone callby someone trying ro

?/ay it by eat'decide whai to do as a situatlon deveLops,
rather than plann ng whatto do
ProsPects potentia d ent5
testimonia, a wrtten slatemeni abolt howwella pe6on or
organizaton has done, provided by someone who has had
previous contact wilh tlrem
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5 Interview with a marketing director
Exetcises
1 You ar€ going to hear an interview with the marketing
director of an agrochemical company. Which idea do you
think he will discuss under each heading below, a or b?

a gen€tcally modilied crcps ihat respond wellto chemlcals
b running a focus group of larm€ls

a generous discounts for long'term customere
b payrng for the chemical, nor with money, but with crops

. working closely wth th rd'party oqlstics provders
b different d nr buton channes for big, medium and srnall

9rowers

a using bil boads at the side of rodds in rura dreas
b makinq a:D nrovie with lying saucers and d ens

2 F 21 Now lislen to the interview and .h€ck your

3 lirten again with your eyes (losed. Then listen a thhd
tine while you follow the script (page 161).

4 Dis(uss any intercsting issues with some coll€agu65.

Glossary

crcp a plant grown for food, usualy on a farm

7 Interview with a finance director
Exercisei
I The table below shows how the Iinan<e lunction can
be divid€d up in a large company. Complete the table
with the words in the box.

Treasurer a(counlsp.yabe

Chief
Accounting
Officer

Financial
controller

Director

contact with banks (eg '? .. {acl ty)

prepaf ing accounts (income statement,
' statement, balance o )
preparing 5

tax plann ng

nternalaudi t ing
budg€t nq (6

and a.tu. bLrdqet)
f  nanci .  p lanning

between planned

sLrpervis ng the ihree people above
taking issues to the senior management tearn
corporate 7..... .-..... ...
wolk ng with externa
f nancinq of large prol€cts



2 S 22 Now listen to the intediew and check your

3 Listen again with your eyes clos€d. Then listen a thitd
time while you follow the script (page 162),

4 Discuss any int€resting bsue5 with some colleagues.

Glossary

coryohte govenance rhe rul€s and practices that control a
cornpany, especaly the relatonshp betlveen management and

ent with the bank thal allowsYou tooverdraft; aqPem
opeEte wth a negatl

8 lnterview with a human resources
director
Exercises
1 You are going to hear an interview with an HR
director who works in a Eurcoean office of an Ameri(an
multinational. Predict the answeE to the questions

I n rhe Eufooean comexr rhe€ s some drtfcultv In
mplementing the HR po iq from head office in the U5.
Which two areas below need to be adapted for local
condrtions?
a tra ning and coaching
b dealing with poor

2 Wh ch of these two options do rnotheE employed by the
company prefer?
a a ffee klndergaTren
b more fLex ble hou6

3 Which one arca of tfalning ]s very popular at the moment?
a teambuild ng
b English language

c equa opportunitres
d health and safety

c iniluencing skills
d conflict management

2 S 23 Now listen to the interview and check your

3 Listen again with your eyes closed. Then listen a third
time while you follow the s<ript (paqe 163).

4 Dbc65 any interesting issues with some colleagues.

Glossary

apprairal an nteru ew (often annual) between a manaser and

I an employee where they discus ihe employee's perfomance,
training needs and future career path
.omperrat o, sa ary and benefits
equal oppodunitiet whe@ everyone has the same work
opporiuniles and no-one is lleated unfairly because oftheir

gerdel the fad of being either male of female

IiII€RVIET5
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Listening scripts
Listen and repeat ex€rcises
$ rractr I
Exer<is€ 39.7
G@d moming, ICT. Tssa speakinS. How .d I hetp you?
Please hold while I 1,-y to comect you.
I'd lite ro speak to someone in you a.osrs departmdr
The reason I m callin8 is b<alse of rhe sat6 6g!es.
How nice to hear f.om youl
Thanls for calling , did yotr get mt email?
ls this a 6ood rime to ralk?
Are you in the middie of something?
Is thse anythhS else I cm help you with today?
OK, leave it wirh me , I ll call you tomorcw afiem@n.

S rrack 2
Exercise 40,5
Justbear with me for a monent,
Right, etry to keep you waiting.
Sorry she s out of the officc rhis aftemoon.
Whafs it in comection with?
Can you ask him to call me b.ck?
would you likdo leave a me$a8e?
Lct ne j6t 8et a pen. OK. Co ahead.
Is that i' as in ltaly, or 'e as in E8ypt?
Let he read that back to you,
I Il nake suE he Sets the ne$age.

$ lrack 3
Exercise 41.6
Can you sp€ak more slowl, plea*?
Sorr l didn t carch that,
Did you say fffty/ five-zerc?
What exa.tly do you mean by 'short term,?
kt mejusrchel thar I undeBtand.
Can I juot to over thai atain?
Can you speak up a bit?
Its a really bad !ine. You keepbrcaking up.
My battery is very low.
We got cut ofi Sorry about that.

S Track 4
Exercise 42.4
Whar time would be good for you?
What time are you tni4king oi?
How about Febtuary ihe ninth?
Could we mle it the folowing day irutead?
Would eleven-thity suit you?
I d pefer a bir l.ter if you doh r nind.
l ll send d email to confim the d*ails.
Unfo.t$ately I cet mal<e rexi TlesdaJr
So@thinA u8ent has come up. Can we Esch€dule?
I hope it s not a probld for you-

S rrack s
Exercise 43.6
We .eceived the oder ihis moning bui you only shipp€d BO piG.
There s€ems ro be a problem wjth the invoice.
I do apolo8ize. I n sN we cm sort out.
What exactly is rhe prcblem?
I ree.l to ask you a few quicl qusrim.
Cm you leave it with me?

- _ , I ll look into it md ger back to )'ou rhi. aJtemmn.

I n€ed to che.t at ihi5 4d dd s€e whafs 8oin8 on,
I I sd a replacement immediately by special delivoy.
T m erry aSain for dy inconrenim.e dE ras rau\eo

O Track 6
Exerdse 51.5

Before I b€gin, I d lite to thar* lrnqoise for inviting me here roday.
On behalf of BCC Intmational I'd like ro welcome you here ro ou

tf,t me start by inrroducing hyselJ.
ItE aim of thG preseniation is to give you an overis oI ou

I'[ speak for aboui rhirry minutes.
I've divided my talt into folr main sections.
Iftouh.ve.n) qJstiotu, ple.se fel fFe ro hremp(.
Ir you hav€ any qustions, I'll be happy to mswer thm ar the sd.
OK, lefs be8h wnh ihjs fist slide.

S rra.k 7
Exerdse 52.5
OK. tat s move on to rhe next point,
I ll come bacl to this in a momenr,
It miEhr be u*Id to Eivea little backS@und here.
Llt me explain with a coh@te example.
I thinl< thee aF thFe quetions to focus on.
What is the reason lor this? The leason is rhe desi8n.
As you can se on this next slids rhe trend is up,
I d like to hiShlighfiwo lhjn8s on this chart.
AE there dy quesrioE so far?
Does anyone have any comments?

S lrack 8
Exercise 53.4
Ri8ht, that brings me to the end ot my presentation.
Just to suhmarize the nain points again..,
Tl'ank you all for .oning. I hope it s been usetul.
I ve tot sne hedouts here. I'U pa$ lhem lound,
Heel my enail in ca* you want to tei in touch,
Do you have any qu$tioB? Y6, the genrleman afthe ba.k,
That s a very Sood point.
That s m interesting qu6rion. Whar s your own opinion?
I thinl thafs outside the *ope of this presentation.
OK, I $int there's tim€ for one last qu6tioh.

Q Track 9
Exerdse 57.6
l DEt do you rhiil, Chris?
WtDt I'm tryinE to ey is we hav€ no oihef option.
It Rs to me that we luve no ott€r oprion.
Basicaly, we have to lmk at brandinA in a new way,
lbm my point oI view n's worth it.
I totaly a8@ with you.
I a8R up to a point, but I cm see one or two prcblems,
Dd1 you rhink this is goinS to be very exp@ive?
Really? Do you thbl so?
I'n not so s@ about that.

S Track 10
Exercise 58.5
Sorry, I don t udeBttud - .d you €ylain that again?
Cm you go over thai a8ain, plea*?
r I mdcrand you core.ilt you'r in favou of oFrim B. ls that

nEht?
How did you arive ai th€ fig!rc of 1.5 milli@ effi?



Could you be a little more sp<ific?
9orry ther€t b€n a sliEht mismdeBtandin8
Perhaps I haven l expiaired myslJ cletuly-
Ler me put ir mother way: ils a 6@d idea but it's t@ erp4ive.
Could I jsr say 6om€thin6?
cm I jst finish my point?

S rrack 11
Exerdse 59.5
There ae severalways we could deal with this.
Lefs l@k at the prs and cons.
On the one hand, it would eve time. But on the other hand, it would

In g€neFl I agree, althotrgh the cost may be too ligh,
Can I make a suSgesrion? l$iead of waitin6, why dont we do

lft s think carcfuly about the impli.atiotu of that.
Yes,I thinl that would work eally well.
I cd * one or two prcblems with that.
'Ihat so6ds like a Sood idea, blt I don t thi.k it would work in

I think the best way foNard is to carry oui a sun ey,

lf rrack 12
Exerdse 50.5
Antonio, this is you. field. What do you think?
Mile, after we re heard from Ros can we have you. views?
One at a time, please. lirst MiFlla, ths Claude.
Ill come back to you in a moment, Nikola.
Pelhaps we could getback lo th€ main point?
I think we sbould move on now
We ned to look at this in moredetail.
Whai other ways are there to approach this?
Can we go round ihe table to se if everyone agEes?
O(,let's to over what we've discussed e fai

S lrack 13
Exerci5e 61.4
OK,let's get down to buoiness. What eractly do vou ned?
Ior us, the prioritie6 ar€ qualiry and eliability.
When you say leliability', what do you mean?
How nexible can you be on price?
What do you have in mind?
What sort of quantity are you thinking of?
What kind oftimescaleare we looklng at?
what sort of figlre a.e we talkinS about?
what kind of glarantee cd you give 6?
Can I suggest oother way oI movin8 fotrad?

S rra* 1a
Exercise 62.5
We'd be pr€pared to offe. better terns of paymdt.
But orny if you inaeased your order
Wodd you be willing to a.cept a ompomjse?
OK we cfl agre to that,
Ihat would be very diffidlt for us.
I*fs just take a ooment to eview what we ve dsG*d.
I think thats as far as we (n 80 at ihis sia8e.
! don t have the aurhorily to nuke thai d{ision by my*lJ.
r you .m a6ree lo thal we cm d@ tlE d€al to<tay.
5o, if you d jst like to sign h€re.

LISTENII\IG SCRIP]S

S rrack 15
Exerdse 53.5
That might be quite expsive
Codd I j6i intenpi lor a mommt?
Thee e@ to be a problem with ihe invoi.e.
It Km to me that you de being a little opnmistic
Actualy, this line is not very prcfitable.
That dGn t give us very mlch t1me.
To b€ honest, that wolld be very difiiculr.
Woul.ln't it be easis to ship via Hambur6?
We were thiiking ofshethinS arcud 5'/".
I lndsstood you had rh* prcducts in stocl.

lnterviews

S rra.k 15
I Interview with a private equity investor
PEI = Private €quity investo.

INTERVIEWIR I d like lot to .rpllin i little |bort Priute eq,itv.
I Edd nbout it in tte fnnnckt tnss, btt I'@ n@t MIU lntlenttud it.

PEI Sure. The busine$ or , private equi9 .omPany ]s to invest

money in two very sp<ifi. ways. The lirst wat is as venture

capital - that me.ns looking for a small stalt-uP comPany that
neds <.pital, tunding the .ompany to allow it to 8rcw, and then
larer s.Uing ihe.ompdy to make a profit. Tldfs a *parate
bdn h oi private equiry and jt's not whor I do.

INTERVIEWER OK. Whnt's tlp second @:t that p ute eqrit:l inbsts

PEI The other side of private equity is buy-outs, which is what I'm

INTERVIEWER so tell ntc d llttle nrcte oball lhal

PEI The6rststaEeina buy-outistolook fora tarEet comPany to
bul We call that 'scouting', A tyPical target mi6ht be a m€dium-

si2ed conpany with a strcng cash flow where the ownels are
prepaEd to *ll a stake in lhe conpany. Fo. examPle, it miEht be a

cohpdy ihat d entrepeneur has built uP from scratch, but now

he or she's apprcaching retirement oi has olher pla.s.

INTERVIEWER OK. So hou t|o lou achnlly brtl the conPnt!?

PEI Lrls inagine ihat 0r value of the tar8et is 40 nillion eurcs,
so we ned 40 million to buy ir. we will buy the ta!8et .omPany
with a newly{o@ed compmy called a 'Special PurP€ vehicle"

Half the noney that the SPV n€€dr 20 frillion, might come from

equiry The original shareholdeF *11 us their shales - they keeP

some oI the honey for thenselves, but renv$t the r€st in the SPV
P€rhaps ihey .ontribute 8 million of the 20 milion the SPV needs.
We prcvide the remaining 12 million. ln rhis emple we own

noE equity than them, so we have a contrcllinA stake in th€ SPV

U we oM less than them, we cal it a minonty interest.

INTERVIEIVER OK, so hor oJ the moi.! to br! the taryrr mm6 ds

eqtity, Jtun yowstus and lton the otigindl ;h.fehatdm. whnt |bort

PEI The other hau, ihe orher 20 million, .omes as debt. lt's a loan
Irom the banl. Thai's why it's caled a levsaged buy-out we

@ a smal eoui of ou om money to raise a ld8e mount ol

INTER\aIEWER Right nfld 6 I thanhad it, lat tPqt this bank ltun

tuith the cleh jtu oJ the taryel conPan!.

PEI Thafs right The loa mi8hl re for a penod of thee to seven
yeia.,nd over Lhorpprod lnebu'intui5t leP: "llmine
no@[y md we Fpay rhe lom from the cash flow At ttLe en.t,

the SPV ow6 the cmpdy with no debt,
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INTER\,aIEWER yat sv 'flnniq nonell!', btt ol core priute
eqrity is .antnMsial tuca$e tufletin6 tlEre are bi8 dun86 dunng

PEI Sometimes there ae, sometimes not. The cds wher there m
big chmges de when we buy a public compmy list€d on a stek
market, then de lisi n ed rstructu.e it md tho FlGt it after
we've nad€ it more profilable.

INTIRVTEWER Whit raprns duriry nt r6brctrn,*?

PEI comFrim"i wedoa bLild up l}dt mpft buyinE oLher
smaller companies and nergin8 them with the ori8inal tffget
comPmy to make a new,ldger more prcniable compml Oiher
times we do a'break down', That mem selin8 non{ore ets,
cuttinS costs, making the business mole eIficienr, dd Seneraly
refocusinS &e business.

TNTERVMER Cr!th1& costs dtd l.oki'tg fot effciercy tins tlnl
sotnePeoPLe ill la{ thcn iobs.

PEI Our ar8lnent is ttEt we make the whole brsiness more riable
in the long rerm. People would have lost thcn jobs anlaay iI we
hadnl madc the nece$ary .hm8es soone. lather thm later We
tuke the comp.ny pofitable.

INTERVIEWER Ak.yar r@1tio'1ed ftlistint an th. stack,n*et nsan
option dftd the ftsh11ctutiig. wlnt other erit shdt.Sias do Wu lsrel

PEI Weli, often the company was neler lisied in the fiFt pla.e, it
was always in priv.tc hands, and so then we do an IPO-a listing
for rhe firsi tine, But thc other erit strategies open to us arc fiGrly
to sell to a much larger cohpany tha t is looldng io dilesify or
cxp.nd - tof them ii sjusta nomal .cquisition - or Kondly to
sell to anorher privaie equitv comp.ny. Tlcr is. kond buy{ut.
That's qu e coboon.

INTERVIEWER OK, I thh'k it s ,t1.h .lcan ,lo|u tuhat is htaala.l.
h\nllltdppotrlg nt tt| lfuetaJ thc otutl.Rhip al tlt. cor\ar! - br:/ttg
il, rcsttr.hlthlg it, thdl selli'I il. Thc p@pk rt t]E bottan niiht jt6l
cnry ai thch jobs as nonnot, t'1aMt ol t,hdt's happotitg, ot rtiittl
ltddon! fud thot th.n olfc$ aE doytl, or t]nt ttry @ hdrslcned
to otatttt jab, at tltdt tltty u lost tu job co 'tlteEty - a lot Ea\o"s
D,tside oJ then conttulot u d.$tnndh&.

PEI That's ritht. It's capitalism. Just speeded upa liftle.

INTERVMER And a fml q@tiar. Whdt atltt tldttosar. nt@locd

PEI Fist there ae the lawye6. Ihe wholc procs is very compler
lrom a legal point of view Then theF is a tinancial advier who
evaluates the value of the rar8et company - in fact thafs ny
own job. TXele a.e accomtinE firG to do the due dilige.ce
dd .heck the books of the targer cohpey to make sue that
everything i5 OK. There are tax cosdtnts to make sue ihar
there is no ourstanding tax. Then there are rhe inveshenr banls.
They arrange L\e debt to buy the tal8et company. For exmple,
they 8o to comerlal bank lnd p.e*nt the fiBue of the
tarSet conPany, the sinctue of the repaynent and so on. The
comercial banlG actully pmvjde the loan. Finally theear
business consulting compdies. They are the ona who analyze
how the business is Aoin8 io be rsttuctured or developed.

INTERVIEWER And a th6e ptuple gd a dne oJ th. pie?

PEI Oh yes. If the value of the target is :!0 m ion €ms, we miEht
actuaily reed to raise another four or file milion on rop to pay aI
these difierenl people.
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2 Interview with an entreprenuer
EINR = Entrepreneur

INTERVIEWER Can lou tell ne a littk abod lauB?f
EPNR Yes, l'm 37 yeas old, Mi€d, and I have tirFe ki.ls. lne

158 always worked in the prcperry fie1d. r $'6 m employee in vtuios

ral 6tate companis in the past, but 6 soon as I felt that I'd
lemed sough, I left. I lamched my own b$ine$. Thar was
about two yea6 ago, Itt always been my dree.

INTERVIEWER And ndo lot @ o ptuWn! daelaper in the Esidential

EPNR Yes, dEl's riEht. I buy houses or apartr-nents, returbish then,
and thh rent &em ro tenmts. Sometimes I *11 th€ property
lmmediat€ly alte. relubislment, but lsually it's more prcfitable
to hold the properly md collect ihe renr.

INTIRVIEWER So thnt yan let n capital 8on1 as tudl ns lhe rcnt, at least
Iuhil. lnue tnc.s nre goitg tp.

EPNR lxadly.

INTERVIEW€R How fllah tnone.! dld Wu hou lahat lou started tt b!

lou4etf 
'rou ne.nr b afno,.! ta stntt thiskind aJbusihess tabn!4

Ptoptt!, spdd monq afl it, ahd then wiit Jor the re t ta .on! tn htu"th

f,PNR I didn't have a lot. I cone from a p@! family .nd everything
I h.vc, h,e eah€d I sv€d money from earlier lobs, and then lo
slarr my blsins I got a banl loan and u$d my own house as
.ollat€r.l on the loan.

INTERVIEW€R So:tot tte n ,skrrker
EPNR Yes. I neded ro bonow a lot oI money frcm the banl<,

dd ii was a linb ftghteninS because my own luture and the
tutue oI my tamily wee ai stake. But i enjot taking rhks, and
l'm conJident that I haveenor8h determination and energy to
succeed. I suppce l'm a typic.l enlreprseur in thatespect.

INTERVTEWER I d lik( to crplaft t,h thtit ol th. ptoftt ol a tfpical
ottr.pr.ndt. fai rt touched on tloo rreds: b.ils .ohtkttdbk tuith 5k,
aM hn nts !.[-eo,'fd.itc. rr.l d!t( tntdtiol. wltat tuorld lpr rdd ta

EPNR For me, the most important thing Io! an ent€pleneu! is to
have lery good instincts about people. It's a feeling thing. You
don t eally n€€d a Eood education.I didn'tgo to university
because IthouSht it would be boring-I wanted to start workin8
and eaming noney. No,l wouldsay that what you need is very

Eood intuition to decide imfrediately if the person in front ot you

INTERVIEWER OK wrrr.Ge?

EPNR You have to be very direct wnh people, witholt being rude.
I thinl othe! people like it when you're honest and don'r fool

INTERVIEWER Wlnt nbott yat tttitrde to e'nployees?

EPNR With employees I rhinl< you have to be infomal, alLow theo
to d€$ casualy md so on. Of cou.se I do draw certain ljnes
betws fre md my employees, but it's vely imponant to me that
sralf f@l at home in the office. Ii makes them no.e prcductive. I
don't like the bureaucratic atmosphee in a large conpany. The
best way to fratuge people is to be rhere working alongside them,
nol have all so.ts of reportin8 prccedues and meerings.I hate all

INTERVIEWER So lout 'notugetnent stlle is ta M* closel! uith stdf
B n tum lendq ta be n notiantt by eronple, rnd uith a big enphasis
afl tB soinl E b t io nship s.

TNTERVIEWER A ar nstrrl lot a deol ds 10.11 is fot a pcfsar?

EPNR Yes. You cd smell a tood deal. Of couse th. figurcs nust
add up, but you ned rhat special gift of spotting straight away
how to nake mon€y wit\out doing too nu.h amlysis,

INTERTIEWER l"&nt happens ulcn thirys ga @ong?
EPNR I can give you d exmple. I had m employe who wd

having a bad innuence on the orher stafi. I wonl go inro derails
But I t@l< him to a etaumt. We had a 8@d heart-io-hedr
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discussion over l$.h. I was very djret with him, md very
honest. I told him that I was going to chmge rhe way I paid him

with a lower fired salary but a higher commission for each deal
that he closed, That solved everything - his perforlrrmce realy
improved and ererything was OK.

INIERVIEW€R Lt's go back agail to tlft topic ol thc WtunLty ol an
enttptll.Lr l\. khtu that h. or slt is .Eati.te, dltelric, afld a lnst
de.isioh nak L But 'tu1/b. an entftpft,ew is alsa tuh@'1e t'lo Sets
barul rynkl! so th.y oft .ery Soad at stnttn3 ptujects but l6s Soad ot
consoLidatnry ord bundnls. nley lnit to nooe on and start so,tethttS

llNR Yes, I think you are absolutely righi. That's $ hy every
ertrepreneur needs a Eood tem behind them. An entrePreneur
G dillerent to a self employed pe6on if yon rcaUy wmt
the frcedom to work €ntirely on )o!r own, you become *lf-

INTERVITW€R QK, ott lral thitl&. I hap. it s r.t tN Pnso,nl. l'N
ftrd that tr.pr.n?u$ oJ:tcn haa? r dilf.ult Jritl! background, dth
dinr..d pd rcnts and sa on. mis Sirrs thc,t tlte driue ta su..tut atu
makc o'I.u, Lrcnus? the! unnt th. s.crrity lll|ich thdt tnt had ds

EINR Well, iI we take my own family, yes, ny p.rcnts 8ot dn orcd
when I was your8. You know I'!e n€ler thought .bout it like thJr
belorc Imeanasa positile infllence, in a s.y Vcry inier6tingi

INTERVIEWER 6n.r. T/m,ls rr|v tr .i' Irt sfrish h.tt.

$ rrack 18

had done the online tests, and not a matns genis brcth€r o.
something like that! Then we aU went lpsrairs for d inteNiew.

INTERVIEWIR wlat kni oJ intniaa?

MT It was a fanly convmtional one-on-one interiew, with an HR

mmaS€r fron the .ompany. She asked me what I liLed abort my

last job, what the woEt thin8 about il w6, why yo! would Like to
\rork for my compdy in particular nomal quesrions. Then we
had to give a Powerpoint presentation. I forgot to iell you one
week belore they had givm us a toPi. and we had to PrePare a
whole Powerpoinr prcsmtation, making !P the slidPs and sd on

The whole interiew including the piesentauon lasted about an
hou. Then it rYas tim€ for lu.h.

INTERVIEIIIR O(.

MT Yes, it was a standi.g-up lunch in th. foyer with canaP€s, nnd
we all moved aolnd.nd chafted.I'm sure they were obseninS
our social skills d!.ing the lunch as welll

INTERVIEWER I sw. the! @r.! Whnt hnrylhed nlt ltndt?

MT Afier lu.h thele nas a roleplay €\edse. They 8a!e you a
backgrcmd siluation, and you had halfan hour ro lead it and
ihi* about it. Then you did the iolepl.y wirh one other Person
whoalshada lole In the room thercwas. silent assessor who

INTERVIEWER what khlll. aJ tuI.?lntt xds it?

MT I had to play the rcle of an .ssGtant manager - like the iob I
Nonld e.lly h.!eill w.ssuccesftd and the other Pcrson was
a problcm employcc. They sere doing then 'ob badly, theywere
ch. l l cng inSour .u rhor i t l , , the thadbeenrudebsmc.us lomers ,
and $ on. Bur the team was shorr ofmenbers.nd it was difficuh
to find staffin thc locallaboui m.rkct-.nd so I couldn'l fire
them, AI$, 1 was onl). lhe a$istant manager.nd I didn't havc thc

authority todo that - in th.scen.rb thc main nanaSer was.way

on holiday,andso I ha{t to t lk to thc cmployee and ky tocontrol

INTERVIEWER V.tt cltdllltgilg! Hot! did yat ho,.lb it?

MT I canl rell you. It's confidential - it would be t@ much hclP to
othe. people if they we.c in the same rituation.

INTERVIEWER OK, so uhat hrppaEd allt tlt. tohlk)t?

MT Next we had a teamwork tesl. There were eight PeoPte around

a iable- aSain we were gnen a ba.kground sccnario with a
probleh to solve, dd we had to dikuss together and come uP
wth a solurion. In th€ room thee nere thre silent assessors this

INTERVIEWER Coi ltor giu tu ar i lea aJ th. votarir'1

MT Y6. We were supposed to be the Board members of a conPmy,
dinssing ideas for how to imprcve L\e bnsin€ss. Each PeFon
had to pitch their own idea, whj.h drey Save you. For examPle,
ewarding thc enploye€s in a difierenl way, bnnging a new
product onto the ffiket, a loyally rhem€ for customeE, €tc. At
the end you .ould onl)' choose one idea.

INTERVIEWER Tle sti.ni nrs.ssd/s tr.r$, fl.. W,tat rlo lot think tl
ms thnt they uere lNkiiglar?

MT We[, comuication skills obviously - to see iI you can exPlain
you ide6 .learl] md diktly and also listen to other peoPle and

6k them Aood questions. Also to see ii you .an iniu€nce other
psple md convin e then that your ideas de nght.

INTERI/IEIVER was thm nhlthin& else ofter thnt?

MI There wa one Lasl exe(ne a report Miting exe4js€. Again
he wer€ given a ba.k8mmd sihEtion, and they g.ve us half an
hou to read it - it was guite lmgthy. Then we had rwo noxn to

rYnb a reporr based on the situation.

INTERVIEWER wdt ins tht st@tidl this tifle?

MT We worted for a .ompany that wanted to move its offices, ard

rye had to choos€ betwen ta o optios. One location was very

3 Interview with a management trainee
MT= MandSefrent tlaiice

INTERVIEWER So,,4snrd, r/or'r.Son,S ro t /l !sa littlcnbort lotr
!\Petun.es al an rsscsstnat c!1t\'.

MT Yes. Many large companies usc assessmcnt @ntres to *l*l .nd
rec .u i tnewemployees .Tney . rem. in lyusedto .PeoPle ih thc i r
twenties, b<ause reent graduates allhave vcry similarCVs and

so it's noteasy to choose the b€st c.ndidats.ln an assment
ccnhethecohpany leally sees hos youopelateara pcBonal
level, and thcycan spot pcoplc with future management Potential.

INTERVIEWER OK,safst lell r rbart low o1u pnnicnl$cov.

MT I'm 27, and I applied for a posirion r{nhin a Sraduate
maragenenr trainee scheme lor a IarE€, int€mational cDnPany
in the hospiraLity sector Th€ process starred onlinq IiEt wnh an
application form, and ihen with a seri6 of tsts - numerical t4ts,
problem-solvnrS tesrs and so on. Aier rhat theP was a PeMnality
tesr, aEain odine. AIter passing all the t€sts an.t s aitin8 a les
days Lretween each one, they did a sho.t telephone inten'i€w
Finally, they asked ne to cone to the asment centre.

INIERVMER Whie uos the assesttrle"t teitft?

MT lt wls in a hotel rbroad ad it lasted for hLo davs. The! told
us tlait ihe IiEi day was ju$ ro meet ih€ oth€r people and to
uderstmd what was Eoin8 to happen, bur ol couR I 8uss€d
that the assessment would be8in lrom th€ moment I arrirGd.

TNTERVIEWER Hou no V \teopk tu.re.hos ta go 10,lE nss5,,.rl?

MT They told us that there s ere 3,800 cmdidat6 s ho had filldl
n1 dre initial application fom, and of the 38 rLere invired to the

INTERVIEWER Sa etaetl! a1le h1 a hundte,l. A'1d lnu nui! oJ thoe i8
ude the! so4 to alfd n jab 10?

MT Berween ien fld fifteen people.

INTERVIEI{IR OK. So tdlk n1e thtovgh tlE st.nd da1t, th. 6*$ilot

MT Yes. IiEt h e $ @ retested for ou nmerical and prcblem-
solving stills, md they also gave us some logi. tsts md llFof-
lm8ua8e tests. They wdted to .h(k that it s s reallv s \!ho 159
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erpsive, but ir ha.l goo.l inJrasirucrue, and the other l€ation
was ch€ap, but it was o1d md lacled some basic facilitis. You
had to choose a lftatiory jutj!, it, and also Sive sne Enflcial
analysis. The idea was to Mite emerhing that a rop mmaa€r
could read at a glance and male rhe final decision.

INTERVIEWER So thz tuhale do! uas ury conqrelffiiw Ae ull 6
the @fMtiondl intdti.u the! lo.ktd at your nwEnal dtu| laglal
skiLh, lorr i*apdsoul skilb, latr llevgewnt skills uith ttu
.aiaml .hploy*, laur teantm*nq dbility, yaw turitins ability

INTERVMER Ahd lute lau suceslul?
MT Yer I  dds l lSor th !  iob  Nod lhdreone yea. .  ha in inE s t

montls in two difteMt .outries - and then I will be d a$rstant
manager md I can choo* where to work.

S rrack le
4 lnterview with a supply <hain manager
SCM = supply chain manaEe!

INTERVIEWIR OK, Andftr, Wr'r. gonl8 b erykh to tt dboll
sttlplv.lkih 

"nflagdn 
t,

SCM Yes, supply chain managehent is r revolution in the way
that we see logisiics.lnstead ofa companyjusthalingan intemal
iocus, it has to have a di6t.omection wnh its supplieFand

INTERVIEWER So Siu ',t rn .Mn'pk al th. difatat co,qani.s
i1b|ftd n1 o tutply &ak.

SCM let's take .n automobile company as an example. They'll
buy a whole module like the dashboard or the d@r frcm a firsl
tier supplier, and this first tier supplier will buy small parrs and
conPonents from a *cond tierslpplie. Thiscompanywill in
tuu buy frem a raw materials supplier

INTERVMER 1tsor s like a cotuplct systun.
scM In fact, supply chain management has developed becausc it

reduces conplexiry In the pasra carmanuiactuEr used ro buy
a huge numberofcomponents and then put rhem iogether itself
to nake all the modules needed in the car Ir was !'ery difficult to
manage allthe pree$es and to maintain qualiry Now theyjusr
buy in the finished modules and assembl€ rheh.

INTERVIEWER Hatu da6 jt t wrk ifl tcrtus oJ lL\isti.s? Elgtyorc lns
tu delnEr b Nryatc.lse.

SCM Normatly the assemlrly plant h lftared in a low{ct courry,
and dre supFliers to this pldt need to be ve.y cloe in order
to Put into practice Juscln-Tme' delivery So a little clust€r of
suPpl'ers grows up a.ound th€ plnt.Itprcvida emploldent and
also sone skills rransfe! to the low{osr .omtry

INTERVIEWER You'u n'dtioret) the no'ufactret (tuho is mtu itst
ah asenbht), dnd its supplies. Who else is i,mllEd?

SCM There are all the lo8Gtics partneB. You've 6oi tlE compdie
respomible for trdsportinE md warehousin& md h*
comp&ies could be involv€d ar any point beh{€n tusi tiet
second tier, manufacturer md dist ibutoa If we stict wirh ou
example ol the altomobile ind6try, then you .d ds indude the
financial seni.es pioviders. r a .$rome. buys a car they mjdt
want @dit to h+ rhem to do thar, or rhey niSht wani to le*
rathd than buy. Ths findcial Frices de Fovi<led by parher
companjes, and in a way they are ptur of ihe supply chain.

INTERVIEWER It nret be oery diffcult to inte{ate ttu busiftss
op*ati.ns af nll the conpanies in\olud.

SCM Ye, you'e right. We le IT to do that. We int€gate ttE
hJomation system of alt ihe companis involved. l'm talkinE
about trackin8 the location of ireN in tr6it, abour shtrinE
ptuduction fo4@sts, about providing infomtion regardinE160

tdni@l specificatioE, md many other drin8s. Over rec€nt
yea thse have b€€n biE advances in L\is field oI iniegraring tI

INTERVIEWER I g1t8s thnt in the p6I safle al this b8h6s
inlonnrtion rNtld ]ane ben considd.d erfdentinl.

SCM Y€. But ifs inportant. For empie, rhe more inJomarion
that a suppli€r has about tutm demdd, the less stock they need

INTERVTEWER mis nEnns thal llor aed o lary tenn relatiaflship uith
your sttptiqs. nnd they lEcane more like prltne6.

SCM Ex.ctly, And it's not just in te.m oI needin8 th€m to make
j6r-in-time deliven€r it's more than that. Io. €nmple, we
work with them on doeloping new pro.lucts accordinS to our

INTERVIEWER So fat ue re talked about the lpsttrft et.l oJ th{
stryt! chnin. whnt ntut the daloEtm .nd, fr.tu the nrntlretutt to

SCM Ys. Here il depends a lot on th€ relative power of thc two
sids. Big distriburols are very powertul, md they can {or.e
the m,nlfactu€r to adoprjust-in-time methods just as the
manulactuler torc6 the suppliers to do th€ same.

INTERVIETWER S. eiybotl! Mnlf i6Fn irE, nll the My doui the

SCM You'rc right. We call it a 'pull' sysrem. In modem
manufacturingall the busine$ actirity lighr down the chain is
pllled by cuslomerorde6. You onl)/ hakc what you necd to
The opporite, thc old w., is .alled a 'push' sysrem Wirh . push
syslem you work on foEc.srs - you manulacturc and dist.ibute
on the basis of your IorRasts The prcdu.ts are iust there, ieady-
ma<le, waitinS fo! someone to bDy them.

INTERVTEWER Brt locl)t s.rE pn s al thc s|pply ctnin st ill l@rk lik!

SCM Yes, To be exaci, the parts of the chain that work on a push
system aE those where you can a.hieve economi€s ofscale,11
you can save money by @king a lot ofsomethin8 all nr one time,
lhen you Soahead and make it, according to your foe.ash. You
don't wait until it's neded. But you must have a.curate forecasts,
oth€Ris you make ioo much product and you waste money,

|NTERVIEWIR Eatliet yot Nd lhe a omabile ind$try as lott
.xanryh on s@e41 aabiors - hou uitt$pEad ire th6e idns itt othn

SCM Supply chain @Sement was developed initialy in bigger
companies, especiariy those prcducing .a!s ad white 8oods. But
now it's u*d for aI mnuiactured consumer goods - c€ll phon€s,
hprops, everythinA. D€[,Ior example, is very wel],tnown lor its
j6r-in+ine systems.

S rrack 20
5 lnterview with a sales manager
KAM = Key accost manaCer

INT€RVIEiVIR OK, cnfl !o! tell hE yaut iab title afld Ihi nd\stry lou

(AM Y4, ! m a k€y a.colnt franager md I work in a lighrinS
company Ou clienrs are ltuge companies in rhe hotel md retan
RtoF who e lmkinE ro eithef conshlct a new buildin8, oi
movate an old one.

INTERIaIEWER whal is d kelt atount mnnaga?
KAM Ils a job on the eles side, but deaiing with large clients only,

The imponmr dients want one speciic pe6on as theii point of
conract iside a supplier company.

INTERVIEWIR OK, n uhat da yat do dunng o |-!pnol aay?
KAM Fi6t of all I bund or database of prcspe.ts. I use rhe

lnrpmel. new. pdpFh. maSrine-. et. rc ."" $ tu. h , onpdips



might have plans for new bundinSs. Then I conta.t ths, by

telephone or email, and try to gei d appoinhent to visit tlEm

and male a sals pesotation.

INTERVIEIWR Afld tf the clid1t is ifitmled?

KAM Thm I get into a moie detailed conversation with them
about the specifi. prclect. Btrt the architect who is workinS for ttE

.lidt is the real dedsion maker - the mhite.t has to be hvolved

at an early st gc. The building conhacior is also imPorrmr, but
rh(y Lord|) louoq q hdt rhe dnnilRt.a\.. 5o we lute d *ris

of meetinSs with all the pnties involved, and if everything 8es
well, then we .m be6in to tal! about the tjme s.hedde ior thc
hstalation, the price, ttLe waranty, and so on.

INTERVIEWER Htu is lort iob d4fetu1l ta th. htricnL iden ttat w

hnu ol a sates consultikta

KAM W€ll, you. idea of a sales c@5ultant is prcbably based on

B2C, not B2B. In B2B the discus5ions ar more comPlex ind

mo€ t*hnical. With the rrchitftt we have to talk rbout our

manlfactuiin8 prccess, quality, reLiabiLity, dd o on. With the

conhactor wc hav€ to talk about ease of install.iion, delivery and
timing. With the final client w€ har to talk about how [8hnn8

cieates an identity fo! thei hotel, or their rctail space, or thet
officcs how it helps to .Eate an jmage.

INTERVIEWER O( Cr, t.g. in.k.o d,. or lm thntss !.r {id erli.r?

INTERVIEWER li^|, ahout thc hlitial .nll to the dknt. Thnt s 4 .oltl

cnll , i1 othet tu.rds thc .lir,t hrtit dsk.d .br it, ostl '1\\t uroPla l\l
do n ttu tihone uithhl f". kconds. Hal da lar ttoP that hnpPeints?

KAM The lirst pcrson you speak to is probably a sccetary He€,
there arc three things, !nst, yo! have to inhed i.tely Sive thc
imprcssion that this call is about sonething imPortant. Yo! sanl

the sc.retary to f@lthai if she doeshl dealwith yourcall, thenshe

miSht 8ct into tfouble. Tlen, you have to try to creale sobe kind

of feeling o. empathy with the persoh lery quick\L And 6nally

you hale to get the naneof the person inside theconPany sho

you leallywant. Sonetihes theKretary willPutyou thrcugh,

othe! tines takea m6sa8e. Butyounccd a naoe.

INTERVIEWER And i,hol yo, f,inlly gct tltouth to tht tight Pe6ot?
KAM Our brand nahe opens doo6. Right at rhe start of the

conversation I say the b.and Eme, with some Pride in my voi@.

They are uslally prepared to listenbecause at the cnd ot tne day

they do ned $ or one ol ou competitoF all buildints hale

to have liShting, Ihen you have to Aet right to the Point. ln B2B
peoplc.!c really busy nd they don't like itif you w:sh rhei.

INTERVTEWER OK, let's Set to t e st,8a uhcrc Wt nrtuE nt thcit

otlc6 o'it1 nut thdfl ,t pffian lor tha ftst ti'|!. wnt is nnpttnnt?
(AM You have to .reate m imnediate *carion of being b6hess

lile, but also friendly and positive. Being friendly h inPortdt
because you'e selling to a peen, not a company. I bring a nic

brchu€ as well as a premotioMl D\D to play on my laPtoP,

and I put the br€huie on the desk to have somethinS tD refn to.

Then I phy ft by ed. Sometims psple want a liftie mor€ sdial

conversalon and relationship buildin8, other nmes less- I fel it
jntujtively. But I would say rhat I netuly always beSin by 6king

them qrestjoE, for exmple about ho$ then bGimss is goinS

You wdt to give a mes8e that ]'ou at inteested in dreh, dd
.hpr. bu.ne*. do )ou snl Lo b€ d parl of Ll'er bEin6

INTERVIIWER Sa nat ro nrcll it ne tub oJ n salesntur, nor ns n

(AM Yes, mo€ as a partner A Sood sal6 pe6d d@sn1 Sive the

impe$ion they .ie sellinS. They m th@ to lists ed ihm to

Sive their knowledSe md to Eive a swice.
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INIERVIEWER AnA hM do lot dnl uith the stdn ldtrl objetion thal
the! nlread! lDtk uith anotho lightiflg campany, q dno!:ha tunPdny is

oftinS n bettd pnce ot tuhatM?
(AM You have ro telieve in yolr prodlcts and ialk about

rhem with a passion md comitmst. The clienl wil feel th]s
im€diare\. But you don't 8et into a conveMrion about Pri.e. ll

you ae saying tlEt your Prodrcts are the best, then it's a mistake

ro try to compete on Pdce. The best is never the cheaPesr' You talk

about qualiry abort imovation, about delivery Suarant€s, about

*rvice levels, and also abour other satisfied dstome6. It's Eood
to have some tEhmonials we lEve them in the brochue.

INIERVIEWER OK, one lnrl qtstion. Can yat tell n'e il theft is

nn:/ tdtsi.n insid. Ww .ontpdt! betueek Snles ond Pndrctiat? For

dafltL, Wu tmisc the client deliwt! nt a cnlan tuM, but then
Ptutluctiot Kys tlnt the! cnn't rnk the ld'nts bv thnt tinE

(AM Y€s, you call Prcduction and say 'l hJvc this bi6 order nnd th€

client n@ds it in tendays'and Fredudion says it's imPossible So

then I Eo dd sp€ak to Prcdrction in person and ky to Pcrsuad€
them that my ordd is moe important thd all the othcrs. In the

€nd yo! have to nsc your ilduencing dd PesuadinS skills not
just wiih rhe client, but imide your own olganiz.tion as well I

tf lra(k 21
6 Intervi€w with a market ing director
MD = M.rk.tinE dn(lor

INTERVIEWER Tiddt/ ro.r. &trt fd ,. rnlki,S di,olr rr..ldsr.
Mrl@|,ti DtnaJth! fort Pd: tt.tlt.t, pti... Pldca.rdtlto,totior,brl

Wn .nst sohc oJ tht dttails dr! !.rv nirswl.
MD Thnfs ntht.
INTERVIEWER Yor'd bctter begnt bq aplni ntsthtl6t P,tlte

MD Sue.I manage the marketing otone p.rticular agrj.dural
.hemical used for one parti.ular crop in one particulardeveloping
.ountry Befon we tormulaled ihis chemical, we tist ran a rucus

grcupoffarme6, We as&ed then what would bc theirideal
prodlct in an ideal world.

INTERVIET{ER l\lhnt dn1 th.y sn!?

MD They said rhat th€y wanted a conbined product which was
borh an iro{ticide and a fungicide, The idea oI. combined
pruduct wasa new con.ept in the market, and it.amc diectly

INTERVIEWER OK, 8Nd. Naa !el| * 4 littk bit nbort vaw Pri.ing
sttot gy, b.cn$e I beliM it s qrite !,aunl.

MD Ycs. Again, we asked the lameE how they wouLd lile to Pay
in an ideal wo.ld. And they said that in an ideal wortd they would
like to pay not with money, but by aiving us some of thei ctoPs in

TNTERVIEWER Thnt s like the ol.l lnls - er.hnflging ane Ptudtcl
dircctly lor anath.. luithort goiflg tltough uE mednttl aJ crsh

MD Exactly. For the fames it's a very aftradive $lution. They are
good at Ploducing the .rcps, but nol so good at commercializing

INTERVIEWER OK, but some tkk p6ses to !/o, becn$e ttau thefl h|re

b sell the nops.you dE n chmtnnl.ampd/! selllng asricultur|l
prcdt.E is tlol Wur btsir6.

MD We use comodiry Eaders who sell on the oten !]uket - we

don't sel omelves. Here's how it work. We 8o to the traders ed

*y ihar we have a forecast of'x' bags of coPs from the ramers

for the next s€aen how much cd yotr pay? The traders Sive us

a pnce. Notice that ils aleadybetter for the famers because we

ca @ ou large volumes to 8et a better price than they couid it

they eld individual-v IEn, aJrer rhat, ne deate a Price list for

the famers: for example one tilo8rd of olr Product tor one bag 16:
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ol crcps. The fam* deide how much of otr prcduc. ihey wanr,
md they si8n a.ontract with 6. When dre crop C ready, rhey
deliver it to rhe trader not to us, dd th€ rrader paF 6. We n*er
ger lnvolv€d in *1iin8 rhe tups on the mffker That rist pos to
the rra.ler but they know then blsinss.

INIERVIElER OK. Sou u n ered podrct,w De tu,e@ pt,.e.
xatu pLue tell us a little bit about ptae, ht atht @tds lhe dkttibutiat

MD Yes. We have se8nhtation in the market acording ro the size
of the fa.m. W€ have bi& medilm md small grcwers, and we tare
a differenr approach with each egmenr. Wirh the bi8 farmeB we
use a B2B appruach. We have a key accobr manager iGide olr
company so that the famer can pi.k up rhe phone md ialk ro one
peson, Ihe neSotiarion is jusr about price. With the medium-size
farmers it's difturunt. We sdd a s,ls .ep to visir then fam, but
in lact this kjnd of sles rep is also an aAri.ultural cotudrdt.
T1re reps have a science b.ckgrcud - rhey e aSrcnohjsrs.
Th€ larmes really rppKiare this technical support, and ou.
competitors don't otfer it. The lar8esize fa.hers don,t ned
this tshnical suppDrt because rhey have rheir own agononists

INTER!'IEI{ER Andttunh t'annns?
MD The ehall fa.mels don,t get rehnicat suppod. They jusr

ordcr their chemicals dipctly fiom a distriburor who delivcE the
prodrct to thch. We suppl),the distriburor.nd pay them ro 80
round the farms doing rhe detiverica. The diskiburor can also go
to thc mediuh and larSc frrms, orsonetimes wc do thardiRtty
- ro.example the s.les rep on take rhe product.

INTERVIEWER So kn 
"\\tr 

.1nni6 hdrd! b.htcr ttt lannaE n1d

MD Etactly.lfyou rehcmber fron betoe, rhe tames pay for their
.hcmicals uith bags of crcps detivered ro the commodity r.rdes.
The dishibutos are paid by us, out ofrhe money rhat we Eer frcm
theconmodity tladers. Ii's a win-win parrne$hip betwftn us,
distriburof, famrer and tradei

INTERVIEWER oK, thet s on. fndl 
,p t.Jt: ptu"totion. r lhitk tttot s

I he ntost nxa9t i hg af nll,
MD Yes, in our marter the mass nedia is less inportant, b<a!e

tarmes dontwatch so much TV and anyway ther.,s a loror
competition for TV spots. 5o we decided ro be Ealty rnnovahre.
We've mlde a movie exactty the sanc as in the cinena wrth
some br8-name stars - and wc invire the fam€6 ro come to
the cinema to see it. It's a 3D movie. We oryanize bu*s ro take
lFc  ld r *e .s  lo t lFc 'ncra .  dnd lhen l rhn ,hcyarnve.  weAi re
them some lopcorn and a beea You havc to Member rhat th*
iaheB rarely go to rhe cineha.

INTERVIEWIR Ard annt it the lhn about? Wnt s th. story?
MD Il starts wirn a flying saucer Ir lands in ou ounry du $n.

alietr appear Tne leal far(ers srart askin8 rhe aliens querioE,
and the aliere rake rhe farmets to ihejr plmet. When they Eer
to the planet, L\ey find ihat the alies !se.l ro have the sme
Prcblems with iheir crcps 4 rhe farmers are having righr now

INTERVIEWER And of cor6e tha alids hau sot.ed thzn ptubletus b!

MD Of cousel How did you Euss? Bur yo! shoul.l s@ rhe aliens,
€yein 3D ir's rea]1y anazinEl
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F Track 22
7 Interview with a finance dire<tor
FD = Fhanc€ dnEbr

INTER\,aIEI,V'ER I think it Mutd be intd.stiry ta kiao hnu the fftdhe
ftrLtim is ditiled q inside . ttrye compn lt. T. n fton busnes,
posot, fnnnce is sonehou nore nlsteiaus thor Snles ar Ma*.tikg ol

FD Well, I'[ do my b€st. I thint my compmy is quite t]?ical
md I .d desc.ibe how ir wo.ks. i am the linance Drecror and
I have thR manageF leporring to me, each wirh a differenr
ea of ftsposibilily fte nst area is the treasury ihe second is
accountin& md the third is bud8ering and ptaming.

INTERVIEWIR OK, kt\ tatu tho! oR try one,
FD The Teasurer is esporeible fo. cash and cash flow He has a

snall team that arc respoNibl. for accounts payable and accolnts
Neivable, so they make payments to suppliers and coUecr
rrcm dstomerg The Treasurer is .lso the point of @nrad insidc
lhe cofrpany foi ou banks, dd they tatk roSether abour ou!
overdraft faciliry, or altern.nv€ly how to ger the best lnteresr rale
on any spare cash tha fs . vailable. These days rhcre is alsoquitea
lotofdiscu$ion about specia I financi. I itutruments that the bank

INTERVIEWIR wtnt Wi o/ hsi'rktt,l?
FD Fo. example, derivarive to swap variabte inteFsr ratcs rnto

iixed intelest rat€s - rhrt minimiT.es our risk if we take out a tong-

INTERVIEWER OK. Nclt is nccorhtittg.
FD we have a Chier Ac.ounring Of(icer who,s nsponsible for

PFPa.ing the accounts, so th.r,s the income sratehent an.t cash
now statemenr on a quarrerty and annualbasis, and rhe balance
shel iust annually.Ihe nosr ihportant rhing for he. is to plepare
everyihint for the.Mual€porr, whi.h we have a statutory dury
to provide becau* we're a public company lhe ac.ouniinE tean
also pFpares the invoices ro end to customeF, and pro.ess the
invoices th.r we rcc.ive ftom supptieF.

INTERVIEWER Ri9ht. And the thtrtt oni?
FD Fin.lly we h.ve a linancial Conrroltef who,s reponslbte

rof inie@l au<liiint, budgedng and financiat plannin8. Ilis
peaon meives aU rhe key indjcators relating ro cosrs, income,
p@ttabiliry etJi.i€nc, etc tuom Prcduction, purchasing an.l Sales
- ud using the* fiEur6 he prepaes a wet<ly reporr for orher
@gers ihJoughour lhe company,

INTERVTEWER By bEtseting dolat eon etitt rtu DMg.t, or
/,okntg at haD the btdget is rce.l?

FD I me& the laner - rhe conhol asped of budgerin8. So, looking
at th€ variance berwM ttE planned budger and L\e actlat budget
tor a[ rhe costs ol th. company The firsr type of bud8ering
- deiding how much noney each departmst ne€ds md can
spend in the tutu€ - is done by all the manageG toEeiher as paft
oI tne wider busins plan. Thar's an muat prftess md it has to
relate to rhe ove.al srategy of rhe compm]r

INTERVIEWER Sathehn cklb db is the pdson tuho Entt!
undeEtardsuhnt n hnppding in the @npdn! dn! Ly day.

FD Yes, if d activity is Eoing over budSet we n@d ro know
irDEdiately. We have ro take adion ro rectity ihe situarion.

INTERLIEWER Right. Cd I j|st go bdck to enething? yo! said
rtat the trensury ans Eqonsibte for rcco|nts Wyabte and ncnunts
teeiuble, b tlE accotng depattmdt tuns mpouibte lor inaiciflg.
Thtt yd's strnage bemtse in nry minn I nsso.iate accounts recei,able

FD Well, invoicing is a ptrrely administ arive prccs mvors ae
g{erated auromaticall), by ou IT sysiem. invoicing is imporrdt



for keeping the books, jusr like puchases md ordeF, and so
dr€s thin8s come mde. the contrci of th€ a.codts ofne. Bul
accomts recivable is a more hmm md lrmagdial PrG6s
- a cedit conhoner miSht n@d to telePhone a astomer about
d outstanding bill, send them a renind€r deal with bad debrs,
md so on. ll's the flow ol cash into dre compd, and so rt .omes
rd- dr" rd.ut. n .not;u'l d ddrmi.hcti\e $in8.

INTERVMER OK so tlet ! the th& oteds. Nou ut&t about you thc
Findnce DiEetor Do )tou hnre afl:t spec$c 'rspofsibiliti6 thtt orc nal

cau4d b! the thte pcopb rnd( vou?
FD Yes, good qlesnon. Besides managing rhese three people and

trking nny importnnt 6n.ncir1 issucs ro the senior mmagement
team,I also h.ve responsibility tor corporat€ govemn e.50
l'm the onewho calls rhe shareholdeB' meetin8s md tak6 the
minutes of those meernrSs, dd I'm the one s ho work cl@ll
with the external auditors. And iI there's a very big prcject to be
fituced, then I'll speak to th€ banks rather than thc'tFasuer

INTERVIEWER Crcat. I thntk the on\ thilg ltar hatdit ,tentionul so

fdr n tt and trxplonniq.

FD The Chief Accounting Officer h.s ro prcp.re ihe tax rutuns, an.l

sonaturally th.tpeson isvery invoived in tax plaminS, Blt this
isn complei.rca and we often u* exrem.l consultantslo help us,
.nd in th.tcasc I wonld Scrinvollcd assell.

INTERVIEWER And 
"1! fndl qucstio'l is this: th I i! th. or. tl''tE thnl

tuu|tlnnka:taut |iJ. tusiernnd nllol! uar to b. ai.llrltun1vorr

!D That's easy, Al1 financial djrectoG sufler fion intomation
overload. Elery day and every sccl we wcolumns and.ollmns
of figures, with lots ol indicators, and buricd dePwithinthose
columns therc .rc somc small pises of inforhation that ae
impor tan t .But th is in f$mat ( rnc .nbcveryd i f f i cu l t tospo l .The
ch.llcnEc is to reduce the amount of information .oming in to us,
to lillcr ou t the back8round noisc, er thai we * just a summary
and we can focus on the leal preblems and the bi$erpictue.

S rra(k 2l
8 Interview with a human resources director
HRD = Human resources diretor

INTERVMER I ktutu that !a, @rk in Hlrnn Resov.6 ht 
" 

lor4l
afic. ol a tdry. Anl.ticrr load .o,tpn,u

HRD That's right,
INTERVIEWER Cat lar tcll ft'e o lntl. ,bort tltt HR lntttior ,t Wl

HRD Yes. Theie are about 200 people in our ollice in total, and
of those, thee are lour of us in HR. Each peBon has their os'n
resporeibilties. So ther is one peEon ior conpensation and
ben€fits, one persn in chaige oI trainin8, one iunio. pe6on
lor administraiion, ard then me I'm the HR dnetor I IdE
especially on r€cruihnent I have to d€relop and implemenr all
the prccedues, policies and initiatives.

INTERVMER Do that pahi.s cort Jra"r h.dtl oJld il the US?

HRD Yes, most of them. We have to inh'oduce rhem ldalllt
sometimes adalting them, according to our las s.

INTERVIEWIR Cnfl ,eu giu ,tr d' da'npk of ow pali.y or pttrdu4
uhnh .ane Jnrn had afre ann uhnh ans diff.ult to afupt to lotl

HRD Foi instmc€ in ou comtry it's very.liffiolt to d6miss
someone. Now my cohpmy is ery fan, but it s also very srrict
with poor pedomds. In the US there d ta€ets to m@l dd
objectives to achieve torall sployq, and ilrou N a pmr
perfomer yo! @n stay 'n the companv for mai:be r$ o res, but
no nore. ln my colntry things don't wo.k lile tnai. Ou larvs
donl allow us to dismjss someone foi p@r p€rrnlmce alone.
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tNTlR!1Et,!R At th@ nfl! othd dnnpl6?

HRD Another erample is equal oploirsities. Head of6ce has
asked ne to develop a diveEity sirategy - ihai's very imPortant
in the States - and we are foosinS tusr on Eend€r md th€n on
a8e. we donl tradinonally thinl about invesrin8 in older leolle
-  r le ren  {Jnd) l ' l e  d  \L rd8e phrd .  But  Lurcpe hr .  a  1d8m8
pDpulation fld we will need more older peoPle inside comPanies.

INTERVIEWER lfiat nrc y.u daing $ ftldtion to gehder? HaL nt yat

tryit\ to ottn.t nnd rchnt t@htd n1 lotr organizatim?

HRD We oller ienbb hous, part-t1me working for mohers
rtlming to work, a f.e kindeigarten - th.r kind of thing,

INTIRVIETWER A kinddgarlot is at iflportaflt d?.ision. With
cltiLlcot thet s d j'tancial eost - vor hdtt to s.t ut a spe.inl nahl,
oryniize laotl eery dn:/, f'111 and pa! a qnt iftcd p.rsan h ru it . ..

HRD We tried to sei up a khder8alt€n last yeu, with the backing
of hcad otric.. Thc firsrploblemwas that we ody have. tew
women hele rvith babies of the right age to us€ it, and then th€re is

lhe problem ol ourlocation, We re half an holr's drive outside rhc

cily centre md the mothe$ had b b ng the b.bies here and ta kc

them back again, with the babies cryinS in rhe back s€atof thc car

in the tush houi It was very difficrlt.

INTERVIEWER Practieal pnbl.ms.

HRD Yes, $ I have lo be honcst and say that the wonen prcfcrrcd

to leave thenchilden athomc in our cultue the Slandmorhe.
oftcn looks.ftcr th.child du.inS lhe dat Brt whar th. mothers
.'m mu. h mom inicFsted In is worlti(c balince- hdv,nE moG
limc working out of the otfice.

INTERVIEWER Ard n'lnl ii lan ryUry th.n?

HRD we encolrage mothers to work trom homc one day o wcck,
.nd $ealso have a conh.ct whcro they canworkslightly flwer
houE forsljghtly lss money, but the), can Sohomeearly and Pick
up thechildren frum school Th.t's vcry PoP{lai In factwc find
that rhese women man.Aerheirtide vcry well,.nd domorco.
less the$me amount ol work as eleryone.lse.

INTERVIEWER OK.lttkt ue lir\h, co, tu. eou. bt.k tu tlht issr( a!
pttotta ca atlttnc llor neitia,ed ea i.t? Yor srid thdt PaaPle cnr't be

.liruirsad Jat p@t pcthn@ ce,sottdu do yar mirtrs. pethrnnrc?

HRD Thoway' Fi6t, compe nsa tion is based on a ihrcc-way
lormula. TheE's a fted pa. o thesalary, the biggest part, but thcn
rhere is also a part thar d€pends on conpany performance, and
a parr that depends on individual perfolman.c. Sowe motivatc
people drou8h pay. The othe. way to nanage pellormance N
thfttrgh ou appraisal plNess. Eve.y year the line manager m€ts
with the employ€ to eview then Pelfornance, and the out.one
of that meting is an individu.l dev.lopmenr plan

INTERVIEWIR ht@ltn!8 en.hn$ dd trdinin&?

HRD Yes, thc big thing right now is innuencing skills. The ajm
is to help peple in their ereryday worting relationships. You
\nowwel ' "vp lohor l  nd lugh pF*uh.  modembL- inp \ \
€nvioment, to have contact with people in other deparLnents, io
work in cross-fudional tem, and much hore. In oider to do all
ihG we haye to i.rluence other people all the time, to obtain their
help md then a6im€nt.

INTERVIEWIR Btt ean this be tninetl? l'fl Dery rl\bio,s. Suttly it

Itst cofust inst!1. th. pnto", at it's sanething that daelaps @ith
tit' .1Viiq@ Crn Jlot netnl\ increae sa"Eane's jnlr.ncitg skitts b!

sdding th o, a cot\e?

HRD In ny opinion, yes. Particrnarly tluough roieplay, and also
elyzing ce studies of what someone did in a part(ulai
sirurion in telm of then behaviour, and why they 8ot or didn't

6et dre resdt th€y $.mted. You have to invite people to reflect on
dr6e rhinEs. I rhi.t it cm male a differen.e.



Answer key
I The economy

I drves 2 dereguation ! slbsidies 4 qlotas 5triffs
6 conslraned 7 iqudq/ 8 bubbles 9 underlying
l0 different a s 11 prosperty 12 lieracy

I consumer spendng 2 lree movemenl of capita
3 grow,lh and contraction 4 |te expeclancy 5 open bo.de6
6 standard oi livinq 7 env ronmentaldamage
8 goods and s€tuces 9 inte€st rates l0 cheap credit
11 social mobi ty 12 ufderlying strength

I corsumer spending 2 ch€ap oedt 3 standard oi iving
4 gro\4th and contra.tion 5 nlerest rales 6 unde.lyinq nrenglh

I on the verge ot slall ng 2 sump 3 boostng 4 theFed
5 rouqhy

2 The business cycle

a 1anlpiLrrn 2 expansion 3 adownturn 4 contaclion
b Ia(ove-  2 peal r  I  r rdow. ,  borrom\

r b  2 d  3 c  4 a  5 e  6 h  7 f  8 9  9 j  t 0 i

I  ow/pcksup 2 end /1urn ing down 3 bond/ l ixed
4 rnore expensve/coos 5 contract/ Gcession 6 antcpate
7 beiore 8 b! l/ bul sh

1 polcymake6 2 new bonowing 3 side,effeds 4laxcurs
5 govefnment debl 6 abour market

3 International trade
Exerclse 3.1
1 ecofomes or scale 2 on your behal 3 wa.ranty
4 warehouse 5 expertise 6 trademark 7 fee 8 royalb/
9 invoce 10 b i  of ladi fg
Erer.lse 3.2
I t;ke adlantage of any underused capacty
2 rcy on just your domenk market

4 act on somebodys beh.lf
5 estab sh a presence in. fore gn marker
6 keep your own lega ldenlity
7 hande the exchanqe of doclments
8 pay ac.ordng to the terms of the contract

1 Cash-in-advan.e 2 Letter of credit 3 Do.lmeniary coll{tion
4 Open account 5 Consignment purchase

1 customs 2 handlng 3 premiset 4 truck 5 oading
6 treiqht 7 documentaton 8 transit 9 ierminal

4 Sefting up and growing a business
Exercise4.l
' edg" 2 bacLers r roild erd 4 Fg:lenrry 5 Involc6
6 pilng Lp 7 tornover 8 a qoing concern 9 acquisitions
10 thorouqhy 11 n ickngwi th 12 fa*economy
13 reghbourhood 14 seed money 15 loyalty 16 complacency
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1 achieve a c ll.almass 2 wait for invoi.esto be paid
3 grow or shink year by year 4 €mp oy more naff
5 spota gap in the market 6 take o. the risk of the busne$ Ia ing
/ bnT In arruqe dmour I ol Torey 8 elLe c arow11 prse
9 enend a line oi credit l0 90 pubic
ll grow organicaly or by acquisit ons
12 s€llthe business as a going concern

1 overcxpard 2 undercut 3 LndeDerform 4 overtake
5 overupend 6 u.dercharge 7 overde 8 under€stimate

1 outlet 2 fee 3 fulli 4 nandards 5 running

5 Company ttrpeg and corporate governance

1 debl/liabilities 2 owner / proprielor 3 share/dvd€
! shdeholde / ,loc\rcber / 5tdlenolder 5 rd,vden.l/^ 1'I

1 lully 2 legaly 3 pe6onaly 4 potentially 5 hord

1 oveuee 2 aud tols 3 dvdeid 4 nake 5 ini€grq

I lmited liabiliry 2 det iled legslation 3 leqalentity
4 non-profit organiz;l on

I CheI Executile Offlcef 2 Annua GeneralMeel ng
I Publc Limiled Company 4 Limited Liabilly Company

6 Global is5ues for lh€ 21st century

1 geopolitical nllue.ce 2 dmate ch.ige 3 gobalwarmng
4 suslainabe groMh 5 pe.k oi 5 gfeen acriv sts
7 m.jor bartlelield I living nandards 9 pfklig powe.
10 d€.lining binh..re 11 knowledge worke.
12 environmental npact

1 be shod ol resources 2 be hungrylor resources
3 be l. short supply 4 have a common Asian cufiency
s ceoilin dollaE 6 .ccose smeon€ of hypocrisy
7 in ihecom,ng decades 8 tor the lor€seeab e J!1ure
t hold a virlualmeelinq 10 have access toword markets

I valLe-lormorey 7 loyahy I aea. /e, 4 Frdi- r qerd€r
6 sLslalnable 7 bad ash 8 sourcing

1 waming / destrlclion / threaten nq
2 act v sts / lnfluential/ envnonmenla
I engineering /.ontrovers all gbu4h / prcduction
4 economic/indun alizarion / strengths / weaknesses

I sia.dards 2p.cpies 3 povedy 4 access 5 gender
6 plemium 7 sobsidy I oveprodlction



7 Management styles and qualities

1 authortarian 2 demandig 3 .onsensual 4 co.chinq
5 mentoring 6 lason 7 hierarchcal 8 pro.ctive
9 consclentiols l0 thorough 11 detemined 12 serba.k

1 bLreauoatic 2 decenrfaized I unco{perative / unhelp{ul
4 uncoord nated 5 ndKt 6 infexible/rigid 7 handron
8 dislron-"n 9 rationa l0 careless 1l diso.ganized / messy
12 rcaxed/calm 13 unsupportive 14 bottom up 15 unclear

1 exceed / n 1a 2 fa I short ofl annual 3 implemenl / th€eyear
4 sheve/  lonqterm s rased /compex
Exercise 9.5
objectver 2a scheduler 1c budget 3b

1 set / overal 2 si.kto/tight 3 submii/draft

I stressed 2 nflex ble ! handson 4 messy 5 bureauoatic

1 lack vison aid falto show leadeEhip 2 know where you stand
3 work on your own aid be sell'moivated 4 iake the initiallve
5 keep up to date with developments n the field 6 give feedback in
an approprate way 7 re.over quick y after a setback 8 ranslate
genera nratesy into specifk objectives

1 issling 2 9u ding 3 pogresr 4 run.ing 5 carryoul
6 breathing 7 report back 8 le€dback

8 Organizing time and work

1 ahead / wofflow / chad / sl ckers / guidel nes / prioritize /
chal enges / lace / meet / stimLr ating / rewarding / s€nse / achrevement
2 workoad / papeMo* / time{onsum ng / behiid / deadline /
stressed out / short-cuts / c rcumstances beyond / i.€me / qu ck / didy
Exerciee 8.2
I sp€nd 2 find 3 run out of 4 alow 5 put n 6 waste

1 budgel 2 compelencies

I constraints 2 tacke 3 brief 4 be nlhe oop 5 snaq
6 i guring oll
Ercrdse 8.5
t should be'the p€6on responsibLe'

9 Planning and selting obiectives

I ncleholdea 2 Lor l'rgency pa1 3 ds!rrpLron!
4 lrends 5 leqislation 6 hqhllghts 7 pldnl 8 largetr
9 going fo^rard l0 lorecasl

1 mplemeni 2 acheve 3 met 4 make 5 .ea.h

Exerdse 9.3
target :  1b p lan 3a !ss!e:2c

10 Leading and motivating

1 trom s.rat.h 2 rhe b9 pictore 3 role
5 intution 6 empowering 7 trustworthy

2 /

1 positive fedback iroh your boss 2 negat ve experiences with
colleagles 3 sense of achi€vement 4 lack of recogniton
5 company politics 6 physica envirorment 7 task-orent€d
busine$ wodd 8 financial reward

1 a) leading b) leader c) leadelship
2 a) motiv:iing b) demotivated
I .) managing b) unmanageable
4 a) elsfacton b) lnrtirfactory
5 a) analrtical b) analyss

I achieve 2 assertveness 3 acknowledged 4 buzz 5 moan

1l Insuran(e and risk management

1 prudenl 2 liabiily 3 sue 4 ndemnity 5 vandalsm
6 awards danrages 7 excluson claus€s 8 ren€walnotice
9 pay out 10 compensal on 11 bad debi 12 complance

1 be legally obl€ed 10 do something 2 tryto prove feglg€nce
3 awad damages 4 be liable lor the difiere.ce
5 take out an insurance poicy 6 take on roo much rsk
7 be senr a renewalnotice 8 ch€ck the smalplnt

' drspute 2 rc,ecr I oorer rc 4 dod 5 mrlr- 7e

1 on 2 ior 3 lak€ olt 4 againn/ up 10 5 tor
6 o i  7 made/ tor  8 to/ f rom 9 at lo f  berg

Ercr.iie 1i.5

ANSWER KEY

1 exposure ro risk 2 risk assessments ! contingenry plan
4 escalation procedure 5 remeda acton 6 dam.ge mitation

12 Manufacturing and engineering

r rawh.leras 2 rusl 3 ble-co ar 4 unions 5 oltdated
6 inveniory 7 (ope 8 bcakdown 9 dams l0 devices
11 dEposal r2 embedd€d

I maspoducron 2 well-paidlob 3 heavy indunry
4 core concepls 5 continuous improvement 6 wde scope
7 residenUa buildings 8 consnenlqually

1 machinery / equipmenr 2 process / pro.edure

analyze/ exami.e / go over
construci / assemble / plr iogether
determine /establish / find oui
implement/ pul i.to operaton/carry out
monnor/ superuEe / keep an eye on
eLiminate/ renove / get dof
evallate / asess /weigh up
manage/run /be n charge o i
rep.irl fix / pLr back inio working order
simu ate / replicate / model
fhe vefts in the thid colunn are nare infornal.

1 morld 2 €liabiity 3 slm 4 upgrade 5 worklorce
6 upandrunning 7 economiesof(ae I  r5k
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13 Inside a factory

I plart 2 fitt€6 3 -wise 4 shilt 5 dir.repancier 6 lacitily
7 ta lored A throughput 9 rolrngoif tO idte ii wearand

I long 2 wide 3 hiqh 4length 5 width 6 hetght
7 cross-section 8 sqlare 9 weighs tO rounded up

1 run out 2 snap ofl ! blln 4 work loose s beiammed

l4 Procurerrent and purchasing

I qLotalon 2 track record 3tas 4 delvery 5 backhander
6 colluloi 7 tendering 8 nvoices 9 back-office
10 undertake 1r synergy 12 drawbacks

I qlolatron /quote 2 eimar€ 3 proposa 4 tender

proc!reme.r = sourc n9 + p!rcharng

1 oiishore 2 onshore 3 nearshore

I  i "  group 6!pple, )  gNe/prep&€ /  provde/subm,r
2" .9ro lp(cusromenai  for lgel /accept

2 1 " grolp Glpp ied draw up / make / pur foMard / oult ne / submir
2'r! group (costomer) accepl / consider / reje.t

3 l " group GLrpplier) b d for / submir / put in / win
2dd gfoup (customer) nvite/put someihinq oul lo/annou.ce/

4 l" group ley / arge / ead'.g / major / pnnc pa
2_c qoLp en"ra / 'o  ergr  /  oLl rde /oreaea\ /  ot ts lore

5 l" group lengrhy/prctr.ded/protofged
2"0 group uns!ccesrful / fruitless / unproducrive

15 Supply chain management and logistics

1 lpnrearn 2 dowfsteam 3 batches 4 warehouses
5 distribltion centres 6 rhird parry togistics prdtdeB 7 flag up
8 boitlenecks 9 nbound t0 merchandise ll uitoading
i2 hubandspoke 13 pal le ts  t4 fork i l r r rucks t5 r fack
16 stacked up 17 lraie6 18 pick-and-pack

I cargo 2 lreqht

I slpply chain 2 finished goods 3 final cunomer
4 ogncs provider 5 dnributon ch.nnel 6 foMarding aqent

1 Ensuring 2 fore.astng 3 handling 4 batancnq 5 Lrnkrng
6 Seectng 7 Neqotating 8 Wareholsing

16 L€an production

1 delime 2 flow 3 defecis 4 .ework 5 eriofproofinq
6 delvered 7 eadume 8 manpower 9 .oementa
l0 shine 11 tools 12 storaqe boxes

1 add va !e 2 be wllinq io pay for someihing 3 deliver parts
4 pl-trare rdnp 5 -c.4 tr6.omelhrlo doa.n- rppen dqdin
6 perform a task 7 aitach a kanban card ro an iiem
8 cean up the equipmeni so thar ir shines 9 erotspDof a sysiem
10 hande mateials 1t minimize nventory
12 optmize the Jlow of marertals
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I indunrial / economy/ productve 2 anatys s / mp.ovemenrs
3 waneful/ exceeded 4 de very/assembty

I bon'er, | 2 shcpe r nr:Bhr 4 ro ar.emote,
5 synchronlzation 6 bran.h 7 custom zed
'17 Quality

1 features 2 durabillly 3 conformance to reqLrrem€nis
4 sampling 5 spot checks 6 wane 7 framework
8 resllts orienlanon 9 iad 10 cyceimes
ll designjoFmanufactlre t2 rlpp ier capabit ry suryeys
13 scrap 14 podocr recats

I outslanding 2 vdiable 3 iferor 4 poor 5 ensure
6 enhance 7 specit 8 moiitor

1 random samplinq 2 spot checks 3 z€ro deiecrs
4 rght16ltme 5 results oriental on 6 cont nuous improvemenr
7 employee invov€m€nr 8 .ycte tme 9 wairanry ct.ims

I pedormance/besl n class 2 parameter / vary lrom the norm
3 comp iance / cenitied 4 mark/spois the appearance
s metodology / elininaling delecrs 6 mear!.€s /rhroughout
business 7 predct/lewer murak€t 8 waiianly ctaims / mprove

18 Sales

1 fancy 2 laio.made 3 rappo( 4 competirve advanlage
5 ript 6 jargon 7 knocking 8 acknowtedge
Exer<i5e 18.2
r a  2 l  3 c  4 9  s e  6 d  7 h  8 b

1 d  2 c  3 a  4 b  5 e  6 9  7 l

1 90 ahead 2 up and.linng 3 knock 4 tatest 5 on sae
6 lorsale 7 volunres 8 accolnls lor

19 Customer setvice

I loqged 2 reief lpwafds 3 commrtments
4 bulk purchase s lyer

1 lollow !p a plrchalewith a quck call 2 provrdeafy€f
inside every padage ! be pa$ed ftom pe6on to pe6on
4 make specil c commih€nrs 5 include a tfe-ime glaranree
6 loqde ia lsonaCRMsynem 7  €sn rhe  urge lo  a rsue
8 acknowledge any inconvenence caused

1 an initial enquiry 2 inlormation 3 a qlotation
4 the quotaton 5 an order 6 rhe order 7 an invoice (with
the qoods) 8 the payment 9 a .omp a nt 10 the prob em

I body posture 2 channel of comnun carion 3 com.non qround
4 on s.reen inlormaUon 5 prelercd cusromers
6 prsales enqliry 7 buk pur.hase discount
8 money back guarantee 9 satisfacron sLrtoey jO wairanry ctaim

1 waiianty/graEntee 2 FreqLenttyAsked elesrons

I satisfa.tion 2 oyalty 3 leedback 4 suto€y 5 expefence
6 expectaions 7 profile 8 requiremenrs
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20 Markets and marketihg
Exercire 20.1
1 segmenls 2 gender 3 peeu 4 purchasinq
5 patterns of demaid 6 reps 7 target I feasible
9 price poinis 10 nchemarket 11 catalyst 12 ieatures
13 aber 14 elanci9 of demand
Exercise 20.2
1 marketnq 2 promotion 3 advertising 4 plbliciv

market forces / ieader / price / sector / share
ma.keting ageng / campaiqn / mix / strategy /tool

1 markel forces 2 markeing mx 3 market share

1 e  2 b  3 c  4 h  5 9  6 a  7 d  8 t

brea( lnior enler / open up / penetrare
tat€ o!€. captLre / corne. / dominale
be forced out of be driven oul oflwithdraw iiom

2t Produd

1 compimentary 2 €nhanced 3 catchy 4 swit.h

Exerdse 21.2
1 image 2 manager 3 leader 4 loya ty 5 equity
6 sl.etching 7 assocation 8 awareness
Ex€rcbe 21.3
1 brand awarenes 2 br€od stretching

I exclusive / uxury/ upmarkel/ upscale
2 economy / valueJor-money 3 tradtional
4 ben-sel n9/favourte/ leadlig 5 wellknown

Exercise 2l.s
1 nnovative 2lulyaulomatc 3 blilt-in 4 podable
5 compact 6 rechargeable 7 wefmade 8 state'ot_the-6rt
9 nregrated 10 adjust ble rl easytocean 12 oplDnal
13 energy-effici€nt 14 economka 15 reqc ed
16 environm€ntaly frendly t7 reliabl€ 18 availabLe in a range
19 hgh-pedo.mance 20 waterprool 21 highrech
22 shock-absode,rt 23 hard'weaing 24 nandard 2s stylish
26 imited 27 user-frendly 28 ong-lanng
29 expafdable 30 one-touch

Exercire 21.6
l d  2 c  3 b  4 a

22 Distribution (pla.e)
Exercise 22.1
1 fee 2 retalloltets 3 mass coverage 4 settle lor 5layout
6 decor 7 keep ng pace with 8 ddves dowi

I conven ence store 2 corner shop 3 E-tailer 4 $&ality store
5 supermarket 6 department 5tore 7 cash and carry

Exer.ise 22,3
1 mark up 2 margn

1 siqnaqe 2 tag 3 medandse 4 qarment 5 dwice
6 checkoui 7 fornshings 8 mxand math

23 Promotion
ExercB€ 23.1
1 billboads 2 sponso6hip 3 coverage 4 pre$ kit 5 stlnts
6 goodwill 7 philanthopy 8 convergence 9 tracking
]O GPS

1 bujld awareness ol a new produa( 2 n muate d€mand by
ofieinqai.eet al 3 t.ke an ntia concept throuqh to th€ i ra
advertisement 4 place ar ad in th€ media 5 issue a news release
6 kep in contact wirh cunome6 7 monitor how consume6
respond 1o advertisements 8 push targeted ads to a mobile device

ExeRite23.3
1 placed / pubLished /put/ ranltook oui 2 caried / pubished /ran

1 conlgt 2 coupon 3 dscolnl 4 fre€ sample 5 free trial
6 free poduct 7 loyalty program 8 perona appearance

1 advertising 2 sales promotions 3 PR 4 peEona selLng

24 Pri.e

1 adjunable 2 relenue 3 mBs ori on 4 cove6
5 gain a hold 6 consistency 7 lrck 8 charge a orem um
9 ma L,p 10 ound number 1 l  b lnde 12 jnc€nlves

1 lose salesand malkel shae 2 take severaliacloru rnto
consideration 3 requre a minimum retLrrn on y
4 coverlhe cotts with sales revenue 5 9a n a hod n a new ma(et
6 position youGelf ar the high €nd ol the market 7 set the lra
p.ice rhai the end user pays 8 selbeow cost io altra.t.uslomer

r  prompl  2 scae/passed on 3 chani€ 4 sack /saes

increase / raise / put up
lowe, /cut /b ing down
sel / €nablsh / delermine
n€gotrate / a.i!e.i / settle on
calculare / figure oul / wo.k out

r high / excessiv€ / exorbitant / inl aled 2 low/bargain / budget
/ reduced 3 good / .ttractive / lair / reasonable 4 retaiL/lisl /

1 set 2 held down 3 were forced lo raise
4 Eceived complainls;bout 5 matched 6 uodercut
7 re-thought 8 dop 9 freeze 10 agreed to

25 Marketing managemenl

1 coc competencies 2 threals 3 suruey 4 questionna re
5 qualitalive 6 focus groups 7 competitive advantages
8 screening 9 breakeven point l0 beta teninq 11 prototype

1 .ost structu.e 2 produ.t line 3 core cornpetenoes
4 bargaining power 5 quantitative research 6 locus qroup
7 customer base a competitive advantage
9 concept d@elopment l0 breakeven point 11 beta ten
1 2 technical lmplementation

1 competitive .dvantage 2 barqairrng power
3 coe competencies 4 .oncept deve opment
5 locusgroup 6 te.hnical implementai on

t6i
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1 ook towards 2 gain 3 treal wirh 4 crry oul

I de5ior mdrlLaue LaJlCh 4 .el 5 rogrddF

I suggen the need for 2 put money nto 3 ca.ry oot
4 seethel imtatonsof  5 cutbackor  6 abandon

26 Inaome slatement

I revenue 2 profit ! th€ indirect.osis of s€ting a p@duct and
running the oif ce 4 in d fferenl placet 5 amorlzaton 6 gross

1 Conofgoodssod 2 EBT ! Income taxes 4 Dividends

I tiscal 2 ranqbea$ers 3 nterptay

I fvest 2 boon 3 guaranlee 4 ofisel 5 satisfacrory

Exercke 26.5
I record / egitimale 2 ertraordinary / exception.l
3 red/baikrupl/lquidaton 4 wrtes oif 5 adve.se 6 accrual

27 Balance sheet

Ex€ki5e 27.2
1 d€bl 2 bonds 3 goodwil 4 s€t asde 5 modgage
6 pay off
Exerck€ 27.3
I  I n i o  2 b y  3 l o  4 n  5 f o r  6  b . c k  7  r h r o u g h
8 on 9 o!1of  t0  over

Ex€rcise 27.5
harc hold / own / posses
bul: accumu aie / acqu .e / buid up

axercise 27.5
col/{r: buid up / nc!./ run up
pay back: c ear / honolr / pay off / repay / seru ce / tettl€

1 pateni 2 copyrqhi 3 trademark

28 Cash flow statement
Exer.ise 28.1
1 plait 2 sulng : sums

Exerdse 2a.2
i 26,960 2 10,500 3 9,560
Exer.ise 2a,!

4 dedlcted 5 outstandinq

4 944 5 27,900

1 F 2 T (hbour and elares) 3 T (ir! paid in lanuary at the
stan ol ihe business, and then aqain in February) 4 F (ihe tirst
unlties payment s n February but the busineswas atmostcenainly
using utilries from the nart) 5 T 6 F (the negative cash flow
s due to buying the nventorylharrhe business needs to qatr
trad ng) 7 T 8 F (the enu is madefor the monrh when the cash
is actualy received, e Febnrary) 9 F 10 T
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1 Kod something.s an expense 2 pay off a credtaccounr i fll
I applyrhe efre loq. 4 raise capita by issuing newshares
5 present information n a.ertain way 6 subrract onefigure from
another 7 buy back shares from the ma*et I borcw money

1 o n  2 i n  3 a s  4 o n  5 b y

29 Managing cash flow

1 reassur€d 2 overdraft 3 peEneni
4 tixed cons 5 shorrfa I

2

I have a heahhy cash flow 2 be a welesrabtished compary
I have daly operal ng expenses 4 be ma.aged oi a day to-day
basis 5 take advantage oia line ol credft 6 see somerh n9. from
a *.icl ac.ounling viewpo nt 7 make an initialdeposrr
a .un cred t decks t have heaviy dtscounr€d ofie.s
10 have peGistent sow payng cusromeu 11 negotiat€ extended
credi tefts l2 9ve an ear y paynenr discount

be shon o l  / 'Ln oul  of .  r l  ddva. .a /  Lp f ro l r .  11,  ow) / .e(e pr .
inrusion / injection, generale/.aise, ho d.9s / reselves, oose / spare,
needs / requircmenis. paymeft (in tul)/setlemenr, shonage /shonfaI

1 lurnover 2 de ivery ! overd.aft 4 imr 5 outstanding
6 dear 7 squeeze 8 fullll

30 Protitability

1 120 2 €200,000 3 2aah / llAyo 4 operaring everage
Exercire 30.2
1 A (adved sing is a fixed cosr - see rh€ r€xr opposte)
2 I (mate.ials is a vaiable con)
Ex€rcise 30.3

1 B  2 C  3 A

31 Financial rnark€ls

I foundeB 2 bonds 3 exch€nge rate 4 specuatoB
5 volal lity 6 unde yng 7 on b€hafol 8 poi.yhotdeu
9 pool 10 venllre capilal t1 buy-olts t2 budgetarysurp!s
Exercke 31.2
beaf/ deprcss€d /t ling / weak
boominq / boll/ heafthy/ r si.g / strong
good / prolilable / securc / souod / worthwhi e
h thjisk / risky / specu arive

1 qo publi. wth ao IPO 2 I n shar€s on a nock marker
I raise (apital by issulng bonds 4 pay back a loan wrh inieresr
5 fund shortlerm debl wth 'commercial papei 6 flranpukre
the €xchanqe raie 7 chaseshort-term trends in the nkrKer
8 buy shaEs on beha f of a c ient 9 suppori a nart,up wth venllre
Gprial l0 take over a company, then renruci!re it

1 peqs 2 p.ops up I floats 4 :pprec ates 5 depreciaies

1 crude ol, naturalgai 2 cocoa, cotron 3 wheal, soybeans
4 c.ttle, hogs 5 copper, rcn ore

I leveraqe 2 dow.sdersk 3 hedging 4 commod ty contracG



32 Investing in stocks
Exercise 32.1
l captalgan 2 index 3 benchmark 4 outperforming
5 diveEfed portfolio 6 pckl 7 SWOT 8 pipeline
9 prospects 10 ba(erstoentry 1l suppod
l2 tradinq channes 1l sentiment 14 eeasona lty

1 m:ke a d vdeid payment 2 qlote a bid / offer sp.ead
3 have a diveEfrcd portfo io 4 past performanG 5 risk proiile
6 qroMh pospeaG 7 chart patterns a investor sentimenl

1 netcs 2 earnirgs 3 bufiyourway 4 pofitability
5 oveqc€d 6 share price 7 assets 8 capital 9a n

33 Recruitment

1 skilset 2 premises 3 alo.ate 4 qualficalons
5 headhufting 6 new recruits 7 cove6 up (for)
8 ooking lhrough 9 tempate l0 rappon 11 rate

I be on a permanent conlracl 2 recrun tempslhrough.n agenq
3 work olf the premises as a treeancer 4 alocate wor[ in:
dfferc.t way 5 nart ooking elsewherc lor atob 6 ask
opei eid€d queniois 7 locus on achevemenls rather lhan skills
8 keep an Intervew on lrack 9 do some backgrolid checks
l0 draw up a shortlisl oi candrdates
Ex€r.ise 33.3
€mp oy / appoint / h re / recrllilrake on
dsm$/t  re l  lay o l f  /  make redundant  /  lerm nate
hand n your  notce/qui t /  res ign /s ta.d down
Exerdse 33.4

1 an app canl /a candidate 2 classfied ad /display ad
3 h th ght /  oul lne
Exerdse 33.5
I submit 2 carry oui 3 slcceed in 4 be fa(ed with
5 thankless 6 contraci 7 poi.y I mindset

conslderabe /ettensve, dnect/ lisr-hand, re evanr / appropriaie,
practica / handron, prevoos/ pror limlt€d / lrte

boring / dead-e.d, challeng n9 / demand.9, de.ent /worthwhile.
dea /dream, ma.ual /bue{olar , .egl lar ls ieady

34 Pay and benefits

1 white coLarjobs 2 reta n ! incremenis 4 pros.nd cons
5 p! In9 their weght 6 resent 7 undermininq 8 complian.e
9 mandatory 10 dsc.imination 1l disabiiiy 12 lrngebeneits

1 compensaton package 2 b:rgai.ing power
3 incenive scheme 4 lte nsurance 5 minimum waqe
6 maternity leave 7 pension plan 8 end-of-ye.r bonus

1 retement 2 lfe rsurance 3 penson

1 wage 2 saary 3 in.ome 4 remuneraion 5 overtime
6 commsson 7 royalty 8 bonLs 9 welghtinq l0 perk

I incentive 2 benett 3 reward

1 on/of 2 under I over 4 fio 5 fo.

35 lssues in the workplace

1 unon 2 enloKe 3 leave 4 norm 5 statuiory
6 hygiere 7 .ut corne6 8 harassment 9 b! lyrng
l0 compensation award I I grievance 12 address 13 appea
14 divelsity 15 prec€deni 16 whiste bown9
Exer<ise 35.2
1 be.ome the nom 2 sort someth n9 out inloma ly
J lolvo d Lr on eprp\dllduvd 4 eol4 o p'oredel.
5  be  cear  ln  p f incpe 6  appea laqa ins t  a  dec is lon
7 givewarnngs to an employee 8 promote dv€6ity

ANSWER KEY

I caure ior concern 2 aleged brcach oi dsclpline
3 mitigaring crcumrranc€s 4 redeployment 5 suspend

36 Your background and career

I  9 .ad€5 2 e\ t racL4,cJa.  a( lvn€5 3 d.opped o, .
d gralr 5 dag?e 6 nrer. ' vo.arolal 8 sLavrlq ol
9 gradualrng 10 hectic 1l b!.nl oul 12 gave n my not ce
13 backpacked 14 setle down 15 vacancy
E,(€dse 35.2
r get a place ar unvers ry 2 drop out after a few months
3 wo yourwaythrough college 4 sp€nd a year as an intern
5 be 5hod-lned lor a tob 6 be promored to Senlo. Anayst

9 address and resolve a 9r evance 10 enlorce the rules strictly

I grevance pro(edures 2 worklfebaance 3 health and salety
4 l€qal Gquiremenls 5 equal opponlfit es 6 gross mBconducl

1 natutory 2 legslation 3 reguat ions 4 compa nl lcam

7 G96te. with an onine ageocy
8 iind a vacancy anost immediarely

1 n.ke / concenlrate on 2 break /cke off 3 move/ be over
4 prcmisnq / adder 5 chosen / oppofiunites

l  was workrng 2 hadjust fnshed 3 waswr i tng 4 got
5 was 6 hadnl contacted 7 wa ted 8 was lsten ng
9 called 10 were waitnq l1 had a.eadylound oLi

37 Your cornpany

1 milenones 2 renructuing 3 market capita ization
4 slbsidaries 5 overyew 6 competlive advantages 7 taiLored
8 oveGl l  9  shr ink lnq l0  productppelne 11 morale
12 commitment 13 malk€t saruration 14 shoriage

1 ma*ei share 2 product range 3 a standard produc(
4 soca trends 5 R&D 6 swoT ana tsis 7 disvibltion network
8 cost advaotaqes 9 substitute products l0 annla tlrnover

I bLsinels mode 2 afiordabLe 3 founder 4 indlnry nandard
5 stateof the ad 6 .onsumertanes 7 prime locations
8 turnover 9 ncome 10 continued exparsion
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38 Your ,ob
Exercise !8.1
1 tra.k record 2 draws up 3 ove6ee 4 sign off 5 i:ise

I chail€ngng /demandng 2 my boss/ my line manaqer
3 .oleagle / cowo(er 4 opposite number / counterpart

I make initialcontact wth a clent 2 take a back seat io.a whib
: olersee the whole process 4 handle incomig calls
5 k-"ep on iop of th€ lling 6 be on fn( name tems

l  l o r  2  n  3 i n  4 i o r  5 1 0  6 a l  7  w t h  8 t o
9 n 10 wrh 11 of  12 on 13 on / f@m home
14 ol t  o f  work /  o i f  work 15 work/get to/a l  16 checking

1 r '  2 '  3 , /  4 t  5 r '

39 Telephoning - making

I  th is /speak ng 2 nce/  hear  3
4 cose/down 5 r€ason / because
7 get /back/ to 8 eave /wi lh  9

and taking calls

6 thought / might

1 Do yo! have a second? 2 Do you want me lo cal back later?
3 Are you blsy rght now?

I I was tun ca I o9 to see if evefihing3 OK for F.iday.
2 lwanled to ask you a queston about sirnon.
3 lthoughlyou might be nterested in this

I How can lhep yo!? 2 fd Llke to speak
3 Can have your name, pe.s€? 4 13 5 hold
6 G anfranco speaking 7 ask/abol t  8  cai

1 T (although n theory a and c are more poite, and b s more

40 Telephoning - messages

1 speak / to  2 fof  3 bear /wi1h 4 hust /  n  5 need
6 cal  /back 7 hake/of  8 n 9 oulo l  r0 leave 1r  le t
12 tor  13 on 14 ask 15 make i6 p! r /o.  17 on

1 as 2 that 3 any,thing 4 caling

I Hod on a moment l'ljusrcheck. 2 Righr, sofry ro keep you
watrnq. 3 I'm sorry blt she3 on maternty eave 4 5he3 not
at her desk atthe moment 5 Do yo! know how onq he llbe?
6 WhatS it I con.eclon with? 7 Can you ask him to call me b.ck?
8 Ll make slr€ she qets the message

r c  2 h  3 a  4 j  5 b  6 l  7 f  8 i  9 d  r 0 k
1 1  e  t 2  q
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41 Telephoning - <he(king, clarifying, active
listening

1 lt! a really bad line. 2 You keep breakng up 3 lddn't
.atch ihat 4 we got cut off. 5 Thanks for lett ng me know
6 lhave to go now 7 Can you speak up a bit? 8 | llst qo
outsrde. 9 can yo! hear me .ow? l0 what exacty do you mean
by ? l l  Let  mel ln  ch-"ck ihat  lundeGtand.  r2 Areyousaying
that . . .?  l3  My bat tery is  very low 14 W€'regongiogeic l t
off. I5 l'ilgive you a calltomorow 16 lhanks lor cal n9.

I cul ofi 2 speak up 3 breakirg !p 4 qo over 5 hold of

I  Right /  lsee/sure 2 Yuh/  Mhm /Uh h lh !  Exact  y
4 Thal's right. 5 Great 6 Thal! wonderiull 7 Dd you7
8 Hds sheT 9 Hali a mrllon €urosl l0 V etnam
I 1 And why was rhal? 12 So what dld you do?

I Greatl 2 Vielnaml 3 Has slre? 4 Exacty (orThatt fght)

1 r'll have to stop rhere I have som€one waitifg to s€e .ne
2 ll! been nice la kng rc you. And I send ih€ delails yo! wanied
by€mai. Bye 3 Anyway lwont keep yo! any onger l'm sure
youte buty 4 ls th€re antthinq ese lcan hep yo! wth today?

42 Telephoning - arranging a meeting

I lhis is 2 m€et up 3 a lte more depth 4 th nking o{
5 sul  you 6 shal lw€ say 7 solnds t ine 8 lyou dont  mid
9 insread 10 be my guen r1 by lheway 12 two bocks away

1 o!€r rhere 2 for the tme oi year 3 look 4 canl mrk€ t
5 .ome up 6 These rhinqs happen 7 reschedule 8 stllopen
9 would be good 10 sorry agan I  I  l ts  my pans l2 |

43 Telephoning - complaints

l b  2 t  3 l  4 h  5 k  6 g  7 a  8 d  9 l  l 0 c
l l  e  1 2  r

1 ] b  2 5 k  3 l o c  4 3  5 l 2 i  6 7 a

I Can you le.ve ii wiih me2 2 'l look nto L
3 l'lger back to you this aliernoon 4 lndersrafd how you lee
5 l.eed !o ch<k at this end 6 do apologze oice morc.
7 l'm sure we can sort ir out. I Whal exa.ty is rhe problem?
9 sorry.gain {or  any in .onvenience ths has.aused.  l0  l ' lsend
a repacemeni lmmediately r r l'l .iiake sure the tems are senr
to you 12 ve had a word with the wareholse

1 lthink there may be an issue wlth ousopplieE. 2 t! not 9oin9
to be e.ty ro send a lechncan today. 3 There might be a short
delaywhilewe pro.es the iew ordel 4 There se€ms to be a smaL
problem with the invoi.e. 5 need to jast have a qlkk word w th
my leveln4o supeeisoraboui thir. 6 wouldn t it be easierfor you ii
we simp y issued a new invo.e?

look nto / so.t out/ get b:ck to



44 Telephoning - review

1 in/with 2 from 3 for 4 on 5 outol 6 on 7 back
8 in 9 back 10 over  11 wih/ for  12 up i3  up
14 o i f  15 for  t6  of  17 wrh 18 in lo/back 19 on
20 by

1 i  2 c  3 9  4 b  5 e  6 a  7 d  8 h

1 lust bear wth me 2 Shal put you through to 3 Speaking.
4 Would you lketo l€av€ a messaqe? 5 Sorry ldidnl catch thal.
6 Let  melust  read that  back to you.  7 Exaa(y 8 l l laskherto

1 l'd ike to speak 2 whie tryto connectyou 3 Now nrce to
h€arirom you 4 How are thinqs in Athens 5 is this a good time
tolalk 6 lust gv€ me a mom€nl 7 Go ahead 8 The reason
'm callnq is 9 thooght you might be 10 Of couB€
l1 Let  melun check (1ha0lundeBtand l2 can l j !5190over that
again rl l'llget backlo you 14 s there anything ehe
l5 thanks for calng 16 13 been n ce talking to yoo, too.

1 B  2 C  3 D  4 B  5 C  6 A  7 B  8 B  9 A
1 0 D  l t  C  1 2 A

45 Emails - basics

1 m witng with rcgard to 2 Please fee free ro contact nre f...
3 look foMard lo hearing from you 4 Thank you very nruch lor
seldi.g JoL'CV 5 I cdr otse aly lJnl'e'asrsrance, please
6 hope youte we 7 Ths isjun a quick note 10 .
8 was wondern9 fyou could help me. 9 d .eal y appreclate t.
10 Great to hear from you agaif 11 Shalllsend you a copy of t

Exercbe 45.2
Firn emairReason lor witing / Body of ema l/ Finalcomments /

Second €m.i:Preliols contacl / Body ol emai /Flna comments
Thnd emai:Frieid y open / R€ason lor writ ig / Requen (or Body ol
email) / Friendy close / F nal comments
Fo!rth enral: Frendly open / Bodyol email/Ofier help / FriendLy clo5e

1 great pleasL.e 2 !€ry impr€ssed 3 with reg.d
4 usetuldiscu$ion s wondeing if 6 grateful tor
7 hearng from 8 As Equested 9 an attachmenl
10 rclatonto 1l don'l hesitate 12 lurther assista.ce
13.e 14 Please 15 gel  back 16 Doyouw;nt

46 Emails - internal communiGation

1 say/ ' l  2  quick note/  remind/  Please
3 let / know / advance /co-operation

I heres/atta.hed 2 UnJortunalely / slqn ficaody I wanr/to
4 Let /know/else 5 Shal  6 Getback

1 Im pleased to telyou that 2 'm sureyou willbe pleased 10
hearthat. 3 woud also ike to take the opportuniiy to tellyou
about . . .  4  Would a l ls taf f  p lease note that . . .  5 l thoughtyou'd
be interened to know that... 6 | would like to thank you all for
your  va uable contrbuton.  7 Thanks agan fora l lyour  help leaLly
apprecate t. 8 l'm very qratelu for everything you have done.

1 c  2 d  3 b  4 a  5 h  6 g  7 f  A e

E m a l l : r c + 8 e

E m a l l 3  4 a + 5 h
Ema l4 3b + 7f

ANsWER KEY

47 Emails - commercial

1 stand 2 bDchlre / specifications / r:ng€ 3 particllarls! t:be
4 draw/attenton 5 meantime / hesitate / dned lne
6 Fol owlrg / attached 7 delivered / atest 8 conditons/terms
9 rhipping / invoices l0 acknowedqe

1 P D  2 D T  3 P R  4 P  5 P D  6 P R  7 P D  8 P R
9 P  l O D T  1 1  P R  ] 2 P  1 3  P D  1 4 P  1 5 P

1 ii you have anylorther questions 2 'm confidenllhatwe can
supply 3 laho notice thatyou can personalize 4 would be
happyto make a sample s we do ofier qlaitq dscoun$
6 lhave been looking a lyouf  websi te 7 lcan lnd no menton
of di5counts 8 you ne€d to s€t up a trade accourt

I lhave been looking at your webtit€ 2 ralso noticerhal you can
peEonaliz€ I lcan ind no mention of dscounts 4 l'm confident
that we can suppy 5 We do offer quantty d scounts
6 you need to ret up a trade account 7 would be happy to
make a sample 8 ll you have any funher questions

48 Emails - cugtomer issues

lwillconlact with them peEonaly and nake sure thai they resolve m

I l'm sorry rolel you thdr lhave ro ponpone our me€tn9 nexl week
2 Once agar pea5e dcceot  rv  ) r  Lere aoooge< ror  d .
inconvenience.auted ! rm pleased to tel you that lhe lems yorr
o.dered are now rn ttock We wll be shipping your order today.
4 rcan assure yo! thatwele dorng every'th n9 possbe ro rcsove this
issue as quckly as possible 5 Yo! wil be pleased to hear thar we?e
extending our onlne rale for another week 6 've ralked to the staff
involved and l'm conldent that our procedurcs are rcbust and workng
properly. 7 we regrcr to inform you that we cannor process yo!.
order due to a laqe ollsiandng balaice on your account.
8 Thank you very much lor bringng th s maner to my aitenton.

a )  3 t s  b ) 1 / 1  c : ) 4 / 6  2 / A
Exer&e 44.3
1 .ete€nce 2 slll 3 deivery 4 trsured 5 rhipped
6 inconvenience 7 sales 8 insist 9 attention 10 satislactory
11 to.ced l2 long-term

lwas very concerned to learn aboutthes ate delivery of the parts
what yoo ordered from us
I h.ve be€n spoken to our stafi n the packing depaftment and 'm t6o
coofidentlhal ihe goods leit here ast week.lcan ony assumeitthat
the€ is an issue with the.ourier

Once again, please accept ttiat my sincerc apoogies lorany
lnconvenience.aused ytu
Shoud you have any ffiquedons, pLe.se do not hes tate to contact

49 Emailg - arranging a visit

r d  2 h  r .  4 a  5 9  6 e  7 f  8 b

1 i^ l i r  2  6f / Io t  3 on/ f rom/to 4 at /on 5 in  6 at

1 lose 2 be ann0lled

drcpped me ofi / check-in / ex.e$ baggage charge / through / quere /
gate / rush / board / turbulence /touched down / p.ked /rank/stuck/
rp me off / Eeipt / early night
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ANSWER KEY

t heeway 2 ext 3 siqnponed 4 on 5 for 6 miss
7 Turn I pan 9 down 10 bocks 11 on 12 main
13 fo low 14 for  l5  or

50 Emailg - rcview

1 lee / contact 2 shal 3 wonder 4 offer / hesirale
5 remnd 6 know/do 7 would/ take 8 appfe.ate 9 note
10 ponpone l l  welcome/dsc!$ 12 send 13 lake/r€solve
14 not.e 15 asslre 16 oiier 17 insst 18 crrck
19 acknowledg€ 20 accept
Exercise 50.2
a ) 5 / 1 / 9  b ) 3 / 8  . ) 2 / 1 0  d ) 1 t 4 / 6  e ) 1 4
i )  1 1  / 1 6 / 1 8  g )  1 2 l 1 9  h )  1 3 t 1 1  1 1 5 / 2 o

l note 2 remnd 3lnalzed 4 attached 5 evenl
6 attend 7 qetback 8 co operalion 9 re l0 pot
11 ctc! ate 12 make sure 13 te 14 done

l e  2 h  3 9  4 n  5  6 d  7 a  8 c  a J  1 0  1
1 1  f  1 2 b  1 l m  l 4 k
Exercise 50.5
I  wi th/ to 2 n/ to 3 lor  4 fo.  5 back/ to 6 on /over
7 in  8 at /  n  t  h / fo.  10 about / i rom l l  h
1 2 I o t / a l  1 3  b y / a t  1 4  o n  1 5  w i l h

1 9on9 2 wonderinq 3 €qoesred 4 caused s Folowinq
6 dong 7 made 8 hear ing 9 us ing l0 .oncerned
11 getting 12 buying 13 arached t4 foRarded

51 Preseniations - opening
Exerclse 51.1
1 Or behaf of 8CC l'd lke to . . 2 cao everyone see at rhe back?
3 lusl a few words about r,rysell 4 Im in charge of plbk relations
5 l 'd  lke to show yoLr . ,  6 l ' l  ta lk  aboul  our  m.rkel .nd how.. .
7 l/ lmove on to dscuss cunomization 8 We locus on talonng our
producls.. 9 I ve you a lilte iechn calbackground 10 Let!
beg n wth ths i6 l  s l ide

l c  2 e  : h  4 b  5 l  6 9  7 .  8 d
Exerdse 51.3
r h  2 e  3  4 9  5 . 6 j  7 a  8 d  9 k  l 0 b
1 1  |  1 2

1 discus 2 gve 3 show 4 talk 5 rcpod 6 look 7 fill
8 take 9 brinq 10 make 11 outline 12 dea

52 Prcgentations - main body

I leads 2 menioned 3 cone back 4 d qress
5 in more detail 6 concreie erample 7 focus on 8 nre$
9 As/can see l0 hghight 1l What s 12 relaie / context

I have a Look 2 highlight i\ryo thinqs 3 notice
4 you .an see how 5 My own view 6 emphdize
7 at ths pont  8 ets 90 on
Exer.ise 52.3
1 Aslhewind passesove. these/ / iheyact lkearr fo i ls / /andth is
generates l i t / /and turnsthe st ructure as a whole 2 l lsmoE
efir. ent n terms of energy production, and its also more gable wilh

2 tak aboul 3 dealwiih 4 turn my atienion lo
6 expan 7 cover  a consder 9 menton

772

53 Pres€ntations - closing and questions
Exirdse 53.1
I that cove6 eve.ything 2 the next steps 3 look at some optons
4 there is the opiion io 5 generated a ot of discusson
6 may be forced 7 woud ead to 8 some d fficllt decsons
9 ourjob is to conslder l0 qive the floor

I poini 2 explain 3 experienc€d 4 for 5 op non
6 catch 7 scope/.ftetuards 8 glad 9 on 10 mLn/.ome
11 sp€ci i  c  12 comment 13 hand/back 14 co(ecty
ExeKise 53.3
d l l A  b ) 2 / 6 / 1 1 / 1 4  c ) 5 1 1 A  d ) 3 / 1 2  e ) 1 / 1 3
f l  4 / 9

54 Presentations - k€nds I

1 grow/expand 2 lal / d@p 3 improve/recover
4 slay lhe eme / be stable 5 move h qher/ rise
6 evel otf / slabil ze 7 shrnk /contract 8 edge down / dip

1 boom /oash 2 double/ halve 3 edge op /dp
4 grow/shrink 5 .nprcve / dete orate 6 peak/h t a row
7 nay the s.me /vary 8 rse/ la

I wenl uplgone up 2 grew/grown I rosd / nsen
d lell/ laller 5 g owlr 6 pxpalsror 7 .olv"clror
8 mprovemeft 9 recovery l0 variaton 11 hal

r rapid 2 q€dua 3 sluggsh 4 enormous 5 moderate
6 slght 7 excellent 8 eicouraqing 9 disappoint nq

I slowgrowll' 2 ngrlcalr lse 3 rapd delelo.ano.
4 slghl improveme.t 5 considerable variation

l  f i o m  2 o i  3 t o  4 b y

t have seen 2 s c.lsing

5 i n  6 a t

3 wl  br ing 4 was 5 were rs  ng

55 Prcsentations - trends ll

1 Becaose q lour . .  2  Because o+we c l r .  3  du€!qol r
increased. . 4 a rcsultol:olr... s resulted i! a s gnilicant .
6 resulled 6f tom dillcult... 7 whereas it fell... 8 Mofeover,
they 9 In spite of lhe fac( that . . l0 Despte re delaying

1 dueto 2 even though 3 n spite oi 4 as a r€sut
5 Howeve. 6 Moreover
cxenise 55.3
1 d  2 .  3 e  4 c  5 b

1 axis 2 hqhlght 3 reached a peak 4 hav€ been lat
5 a slqht inoease 6 Not ce 7 in line with I more rapidly
9 rcuqhly l0 while 11 mplicatons 12 Although
13 hghly lke ly  14.  eadto

55 Presentations - rcview

l b  2 g  3 h  4 d  5 a  6 c  7 f  8 e  9 j  1 0
l l p  1 2 k  1 3 m  1 4 r  1 5 i  1 6  1  1 7 q  1 8 n
1 9 s  2 0 o



I  l 've d!ded my ta lk  in tothee main par ts .  2I tyouhaveany
quesuons, please feellree to lrterupr. 3 Let! examinethis in more
detai 4 Jun to d gressfor a moment,... 5 OK, thatS al I want
ro sayabout the inst point 6 Le15 move or tothe second point.
7 My own vew on ihs is  8 Asyoucanseeon th isner ts ide, . . .
9 What is the reason forths? lhe reason is 10 Let me explain
wth a concEte exampe. 11 began by te ling you a linle about . .
Then lexpla n€d how . After that ltalked about ... 12 Thank you
al ior comig aid hope 1! been useful.

3 with 4 on to 5 io 6 back to
1 0  n / o f  1 l  l o t  1 2  n l i r

Exercise 56.4
1 nad/ ntoducng 2 digress/ momenl 3 useiu /background
4 examine/deta 5 €xpan/concrele 6 high ight / diagram
1 d-)at - t  a  e. r  8 b ' i19s/erd 9 erpan/again
10 queston/opin ion 11 s.ope/af teNads l2 tme/quest ion
Exercise 56.5
1 Notce 2 axis 3 ufits 4 draw 5 rose 6 neadily
7 have contnued 8 alhough 9 steady 10 groMh
11 due 10 12 Even so l !  on 14 over  15 to 16 nque
17 ook at 18 look off 19 we.e rca ly ooking good
20 haddone 2l However 22 hasbeen 23 sudden 24 drcp
25 feasons 26 about 27 comrnetus 28 highly 29 likely
30 by

57 Meetings - opinions

1 what 2 in mind 3 seerns to me 4 my poinl ol view
5 agree 6 Youte righr 7 up to a pont 8 you mean

Exercbe 57.2
1 However 2 Adually 3 Luckiy 4 obvously 5 hgenera
6 -Feooi i r  

s  7 Easical? SByrtewdy 9 nayopr. io .

Exercise 57.3_
1 Strong dsaqreement 2 Polrte degreement
3 Not gramrnalica ly possbe

1 Realy? Do you think so? 2 'm not so sure.bout that 3 l'm
sorry that3 not how lsee i1 4 | rea y can'i agree with yo! rhere.
Exercire 57.5
1 b  2 c  3 a  4 9  5 d  6 1  7 e

58 Meelings - making things cleai

I rn ssed /say 2 cear/ saying 3
4 arrive/lgure 5 exactly / mean
7 alow/expiain 8 ittle / specifk

i u.derstand /expa n 2 throoqh 3 over
4 s lght  msufdef i tandinq 5 put /way 6 come in

1 whal 2 how onq 3 when 4 how often 5 who
6 which 7 how mr.h I where

59 Meetings - problem-solving
Exercise 59.1
1 several/ d,aa with 2 open lp/vies : suppose / riqht
4 sounds/work n praciice 5 pros /cons 6 On the one hand/
on the other hand 7 make a suggenlon/ nnead /why do.'t
I implcatons 9 genera /altholgh 10 besi way lotuard

ANSWER KEY

Exer.ise 59.2
1 OK, leis do that. 2 What about .. ? 3 Thatb a complet€ waste
oi time 4 Why don'twe ..? 5 Yes, that would work realy
well. 6 5hallwe ? 7 Thatsounds ke a qood idea 8 Can
make a suggeston? 9 ca. see one or two probems with ihat.
10 'm not realyslre about that. 11 Thai mLght be wonh tryinq.
I 2 I donl think it wou d work in practice

Exer.ise 59.3
a )  2 1 4 1 6  l a  b )  1  / 5 / 1  / 1 1  . J  3 / 9 / 1 0 / 1 2

I  apoblem 2.e lu lon 3 a sLggest ion 4 adeosror

1 a€ fac€d with 2 tacke 3 lqure out 4 work towards
5 come up with 6 ends weight to 7 impement 8 h€s behind

60 Meetings - leading a m€eting

'  F .ghl  / : ld '1  z  r l /dpooq,e l  r  Lror  * lpep I  S,  beSi l
4 bathroom/hal  5 copy/aqenda 6 take/  mrutes
/  ey lwo'd:  I  baCgoLrd,Jsel - l  9  dgerdd /9"r '11 'o l9q
l0 b lef /point  l1  s t ra ight / i tem 12 k ick/of l

I agenda 2 mnutes 3 qet through 4 item 5 kick oii

I AmE 2 8rE

I rrhink we can slop lhe.e. 2 Id ike to sum !p. 3 There are
lhree main conclusons.  4Inrerrnsoiact ionponts, . , .  5  Are
rhe.e anyoiher poinis? 6 Have lmssed afy'rhngT 7 ihink t
wasa lery lseiulmeetrig. 8 | c rcllate lhe minues. 9 Carrwe
l ix  a date now? r0 Ca.  j ls thaveaq!ckwo.dwthyo!?

ExeKiee 50.5
I coLrld you jun hang on a moment please? 2 Ofe at, tme,
pease. 3 Lelsl€a!€ th.t asd€ for the moment. 4 Can we come
back ro rhis larer? 5 lthink we need to ook alths in more detai.
6 We need to analyze this in a ittle more depth 7 ls ther€ anylh ng
esewe shoud coisder? 8 whal othe.ways are there to approach
rhis) 9 Can we 9o roJ.d tl^e lab e lo see,f ever/ore ag?ei
I 0 Lets 90 over what we've d sclssed so far.

61 Meetingr - negotiating I

ll quoted 12 march

knd oilson ot / discount / limesca e / think .q of / lalking about /

I qlite high 2 were yo! expearing ! Someth n9 around
4 iandad forths market 5 a ltte ow 6 such large discolfts
7 so lonq 8 have n mlnd 9 production schedule
10 iems of p.yment I1 pre-payment 12 €gu ar customeu

3 prlorities 4 mean 5 tfirn
8 mnmum 9 concer.  10 tmes.ae

1l  €asonabe 14 guaraniee



AIIIiWER KEY

62 Meetings - negotiating tl
EJGrcise 62.1
I minimuhorder 2 viabe/con-etfectve/run j p.e-payment /
lrct time 4 upfront 5 'll advan.e / batafce/ detivery / cash ftow
6 authority / by myself

I vable 2 uplronr 3 baance
Exeftise 62-3
1 pre ier /ord€r  2 prepared/ terms j  have/mnd
4 acc€pt /condt ion 5 wt t l rg / .omp@mke 6 shoutd/posibte
7 sorids / reasonable 8 momenr/revew g throlq / rd.
l0  qols tage 11 cose/deat  t2 j ls t /sqn

2c order /4b discounr / 3a proposat/ td deal

la deta ls / td deadlre / 4b concess on / 2c compbmise

63 Meetings - diplomatic language

a ) 1 3  b l  4 / 1 3  c )  8  d ) t  € ) 8  f l 1 t 9  s ) 1 2
h )  4 / 6  / 7  i ) 1 / 2  l 1 A
cxeKise 63.2
r e  2 a  3 j  4 b  s c  6 9  7 h  8 i  9 d  t o i

1 Therebjlst one rhing d tike lo add. 2 To be honest, that
w o L l d  b e  l e t  d ' 4 c r  I  ?  t l s € e r s - o n e t r l y o L r e o e i n g a t i  p
oot 

"r|c 
r Wo"td. I n be belFr ro Jse .d,t rarsponi

5 Actua ly, th s ine s nor very proftab e. 6 trhink ir m ght be bener
ro reave lhat pofl u.til ate.

I l $€ ordered- s.000 oe.es. s1ai so.l o, dEco r1r loud yoL 9ve)
/ | you !il! 5u% r advd Te. we sojd give you gererour rerms lor

64 Meetingr - rcview

fhe .han ooe.s the heting
Rlght/thanks lof coming / sends hs apotogies / housekeepinq / short
break/copy oi the agenda / rake the rninotes / sr€ight / item / kick ofl
Matek prents lone altenati!$
dealwi th ths s5!e/posandco.s/oplon/ lavol r /at though
The chat asks Canile far het rca.tion.
ied/have sorne exper le.ce

up to a point / true / trying lo say / put it simp y

The chat block ke intenuptian
lln et / ilnish /come back

cotred /wrong / seems
Marck cone.ts the nisuntletstanding
exp a ied riyself cleary/ meanr/ trying / mattei of lact
adnana nakes a suqgestion

Matek rek.ts the suqgstion
sounds/work n prac( .e/  poinr
rhe .han widss the db.u$ian
approach / anyrhing e se / consider
camille gjves an opjnih

carefully / imp caiions/ on ihe ofe hand
Adnana facues the discussion
ara r2e / iitile / depth / tend
Marck asks far clarifiGtioh

let me put il another way
fhe chan keeps the discusi@ novinq
leave that aside / relev:nt
Camile iu99es6 rhe nst steps

fhe <han ask fat rcpettion

Cahile repeas

Absolutely / acton points
Ihe cbdi checks ag.€menr
qo.ound the table/ move on
atter some tine, the chan doses ttp neeting
mpul /usetu l / f i r  thetme/have a qukk word

I get d@n 2 are yo! tooking 3 miqhr be abte
4 drd you have 5 Insread ol 6 :re wetatkino
7 a viableoption 8 upiroit 9 reaty not su€
l0 moving ioeard I I are you happy t2 be prepareo
13 solnds reasonabl€ 14 hav€ a de.l

I Ihat might be quhe exp€ns ve 2 We woutd waft a signifcanry
ra.gerd6counl. 3 Thee! jun one lhing td tke io d t
4 Wouldn l il be b€ter 10 tplit the orde. into nro consignments?
5 'm not tolally convinced by ths eninare. 6 tundeEtood we
could have ihe produ.ts on a ria basis 7 What so ot qlantty
we€you lhinking ot? 8 Unlonlnatety, r m.y not be very easy ro
arrange that 9 Wete having one ortwo ssoes ai our f.ctory right
now 10 To be hon€sl. we were expecting a Mo-year wafianly.
ll lr seems lo me th.t your new fanqe is more or tess r e s.me as
youroE range. t2 wouldn,l it be easer to pay a inte morc afd
ship the goods byAif Express?

65 Susiness repofts and proposals - repoats I
Et€ftke 65.1
1 execurive summ.ry 2lndings 3 cover page
4 fecommendarions 5 contenrs 6 p.ocedure 7 appeidx
a terms ol EIer€nce 9 conctus ons 10 acknowtedgements
EreEie 65.2
1 l  2 n  3 b  4 q  5 l  6 e  7 m  8 l  9 i  j O c
r h  1 2 9  t 3 p  1 4 a  1 5 k  t 6 o  t 7 r  1 8 d

66 Businesi rcports and p.oposals - repods ll

I lhrssolution 2 share / <o taborate 3 centatGsource

I conslderable/ are expec(ed ro 2 tend to / miqhr noi be
3 Ar the ea.liest possible opportln ty / a production p anning me€t ng
4 quite poor / may be 5 retaiive y/ financial resource5
6 lt is possible that/obtained 7 is tketyto be/consequefl.er
8 many people are / typictty teads ro 9 a.ising from / p.esenred
l0 oumerous/encouraqinq

1 The eme strategy Gn be lsed 2 rhe envnormenra impact of
thse changes willbe consideEd. ! can onty b€ done 4 shoud

67 Businesg reportg and proposals - proposals I

1 scope 2 Gantt.han 3 deiverabes 4 stare-of-the art
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1 .ut/shorten 2 positon/ eading player 3 secondary
4 co.duct / survey 5 in-depth 6 extensive/lield
7 rcmaining / absorbed 8 cost€ffediva manner 9 long-laning

r b  2 b  3 b  4 b

b  2 d  3 d  t .

68 Buginesg rcports and proposals - pioposals ll

I reduce bad debt 2 outsource to emove fixed costs from the
paym 3 ncease the absolute vaiue oi e.ch lr.nectior
4 eihancejob pedormance 5 reduce tumwer ahong key nalf
membe6 6 enhance mantainablily 7 complywith €gulatory
standards 8 conform to a sp*iic qua ity meihodolog,
9 preserye the va !e ol egacy synems 10 reduce dNntime
1l irnpemenlthe most proven approach 12 addrcss health
and safet ssues 13 avoid lablilyconcems 14 focus on core

Exer<i5e 64.2
Cornpiance,/ (firsl and ihird sentences of'Adion Plan and

Capabi tes / (fn* two senreices ot Custom Computing: specia
expertiseit second sentence oi 'Action Pan and Deliverables'; lourth
sentence ol 'conclus on')
Value,/ (th rd senience ol 'Cunom Compuringr specialexpertise )

69 Bqsiness reports and propotals - linking
words

l d  2 h  3 a  4 g  5
Exercise 69,2
l i e  2 e 9
Exe(ke 59.3
I Moreover 2 n conlGst
6 In pancular  7 Overal
Ercr.lse 69.4
1 Regardng 2 Cleady 3 rn padcuaf 4 n fact 5 rvlo€over
6 On the whole 7 However I 5econdly 9 forexample
l0 So 11 whereas 12 On ba ance

70 Business reports and proposals - review

I This repon was commisoned by Ha.s Oberlander, CEO of the ALito
Corporation 2 am 3 oi m;rket 4 ln padiculal 5 steadily
6 signicant 7 On the demand side 8 research shows
9 are keyio 10 an impact 11 sLch as 12 dfappointing
13 market research company 14 ca.ryolt 15 concern
16 typica ly 17 are Lnable to 9o very last 18 findinqs
19 io owlng 20 inceas ngly 21 tend 22 dueto 23 main
24 payn9 more atention to 25 linancialresolrces

c  6 b  7 i  8 j  9 e  1 0 i

3 .tact 4 lngeneral 5 Theefore
8 Clearly

Capabilitie6

Understandinq your nock losses

Staffinq
/  , /

17!

ANsWER KEY

We propose to conduct a review of your store to see how C osed
Cncuit Telsision (ccM cameras could be used mon efiect vely, and
then complete the installation of ihe synem
Your goal is lo educe shoplfting by innalling wall mounted cameras
inside your store, and to have these Inked to monitoE at a cent.al

The poject wil in.ude thefolowng aclivities:
a ldentityih€ besl locatonsfor CCW cameras and lrna ihe cameras
a ldentiJy the best locaton ior a centralsecur iy desk, wrth the

moniloBand a visible presence of secuity pe6o.nel.
A timelable tor the diffe@ri phases ol the prolect s included as an
appendix. We stimate that the loialtime equned forthis proj€cl is

oeliverables ror th s ploiecr wil include
a Approximately 30 CCW cameras, wilh two asso.iated monitoE at

thecenrral desk, all f!ily instaled and checked.
o All additional materials such as cables etc.
we rccommend thatyou conlract bur companylo intral a ccry
synem insde Fashion Supe6tore. This synem wil dramati(aly reduce
your loses due lo shoplfl ng

Ou. approach is based on our Menty yea6 erp€.en<e oi poudng
secunty slutonr In rhe retai s<tor
We have run this pogram successfully in over sixiy l(atds
We willassign ro ths p@te.r the foll@ing leam:
. An n-store se.lnty expen, M. Bob P.*er *tlo has (F t6 Fa6

expe.ience in lhis lield and p.eviously rc.t€d fd ih€ pol(e
a Fourqualined eleclicians.
a A lrainet Ms Bearrice Ste.ne, member of rhe lnsllule ol Trainiog.
See the figu€s in the attached case nudy, which descibes a very
simlar prcleci that we canied ollt an year

You wanl to do lhis in a con-eftective way.
Aspecialreponon how 10 manage secudty peBonnel, paftic! adywith
.egard 1o alw.ys k€€ping the r attenton on thejob
wewillcharge a tot lfee of €254,000 forths prolect. This incud€s al
the tems refer.ed lo.bove, with no hidden extr.s.
8.sed on the figu€s you provided us and on informalion obta.ed
trofi p.evious assignmenis we have caded out, we esr.nate that this
system willpay for ii5efwithin eghte€n months.
In addition, the synem wil help plov de a snfer env onmeit for
shoppe6. When they see the (ameras they wll fee ess wored abod
dange.s such as le.vinq theii bags unattended on the f oor wh e they
look al clothes This safe. e.vironmeot is ikeyto eadto5hoppeu
spend ng more time inside Fashion Supeutore and therelofe spendinq



ANSWER KEY

Intewiews

I Interview with a private equity invedor
I equity / debt 2 build up/ brcak down 3 eiit
4 playels / lawyels / tax

2 Interview with an entrepneneut

3 have good insi nc6 about other people
4 donl go to 5 rclk alongside dploy€es
6 get bored quicky 7 ned a good ieam behind lhem
8 difficult

3 Intorviow with a managemer* trainee
1 a test for nume cal and problem-rolving skilb
2 an interu ew \4ith an HR manager wjth nomal job-r€lated qu€stions
3 lJrci. wiere social skrlls ale obr€to€d
4 a .oleplay exercise io test management skillt
5 a teamwo* ten wherc a grollp of people dil(|iss a scenario and

choo5e the ben idea
6 a rcport witing exercise

4 Intervlew with a supply .hain rn.nage.
1 F (f |st tler supplier and second tier supplier a€ r€ae6,ed)
2 f  3 F  4 r

5 Interview wlth a 9ale9 managet
see snpr

6 Intervlew with a mark€ting dilactol
Product b Price b Paceb Pbmotion b

7 htervi€w with . finance dlEctor
1 receivable 2 overdraft 3 cash flovv 4 sheet
5 invokes 6 variance 7 gov€rnanre 8 auditoE

8 Intervi€w wlth a human re!rcurcer director
1 b / c  2 b  3 c

' l
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