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What drives the world economy? The simplest answer to
this question is 'consumer spending’. And what drives
consumer spending? Some combination of the factors below
is genwerally considered to provide a reasonable answer:

GDP growth for different countries

Grosa domesitie product (GOP) measures the size of &
evnnbry’s econemy. 11 represents the total value of all goods
arid pervices produced over a specific time period. Growth in
GDP i ome of the primary Indicaturs usid to gauge

= menstize] fhe ealih of & country’s economy, Usually, G
I exprmed g5 o comparkson io the previous quartes or vear

Government trade policy

The twa polis of goverrownt policy ane liberalization and

pregectinmism,

» ‘Liberalization’ ix associated with froe markes, open
borders. derrgulation and the froe movemmient of capital
arnumsd the world.

# Trotectionism’ is sssociated with government
infervonhion, subsidies; quotas and lanffs, and restrictions
on thie mseement of capital

Mathonal governments do lave some genabne chokoes here,
iven i they are consirained by the policy of thair regional
el ing bloc (eg the EU, NAFTA, ASEAN) In thee end most
comntries have a mixed cconony which i= somewhere
bBilveeem the o exinemmes.

Generally speaking, free markets promote growth m the
workd economy, and protected markets slow down the
prrocess (althowith they miay have a beneticial effect an
particularindustries insde o comminy).

Consumer confidence

I consumers ape confident about temorow, they will spend
the level of unemploymaent - if peapls’s jobs are at risk, or
thary-don't have 2 job, thew will spand Tess — and hoose prices
—if poople’s hovses are worth more than they paid for thern,
thary: gl rich and will spend maore frealy

Interest rates

Intenest rabes are set by Central Banks, When Interect rates
are lov, consiiers and Brsineisis ean bormw AT
cheaply and these s & stimulus b the economy. Buk the
chuap crodit alss covses inflation and too mud lguidity in
the eyatem This higquidity leads fo bubbles in stock markabs,
hﬂu&hgmurhﬂ,d:.ﬂhﬂ'rthtﬂmhl Bank sees the neod
b eorribrial inflation and cool groseth o Hise, 1 ralses inbarest
Pibis

Exchange rates

Currencies fluctuate against each other: the euro agsina the
dodlar, the von against the vuan, This is due to-many comple
factors suich: os the underlying strength of the economy
inbenest fabis differentials and specilation. Having a strong
currency makes imports cheap for domestic consumers; but
bty exporters (Whose products becoime more expinsive
oRersedal.

The business cycle
Economies go through oycles of growth and contraction
{= slovedown). This is covered in unit 2 '




Exercises

1.1 Find a word in the text opposite that matches each
definition below. The words appear in arder
1 rakes samithing wark, prowides the powar-far sometiing

£ removing the rules and laws that contml busnass activity
3 imaney that the govermmenst gaye 10 suppart industries ar

redugs the cost of products
lficiad Bimits an the gmauit of samething

I

[a%es an’' qonds Toming inls & couniry

Emitect, restroad

the armeunt of oy it -crculation

perinds of tims wihen pacple pay more-than the real walus
ol something, balls ot Sir e alioud

s il an nporant effect, but ana that isn 2aay o notice

OF 4 O wGh

10 {farmall the dagres of differance betwesen things

Mowe do the same far the wards in “Effects of

globalization® opposite.

11 wihien . peaphe Bave money o everything they need far s
g lite

12 thie ability 1o rina e ard s

1.2 Make phrases by matching an item from gach calumn,

1 ORI = rrerssmant of capital
2 frem and coafrcion
3 qgrenith hardars

4 e “—— spnding

5 open o liwing

& standar EEneCiancy

7 ermwmnmental rates

8 guods strengih

G mierest and sepaces
10 cheso rroibility

11 sogi= damage

14 wnderlying cTedi

1.3 Use phraces fram 1.2 to complete the sentences
balaw. The phrases are not in order,
I Theeconormy will groeee i (OAELIRWS GEEETOR g nSINg
2 Conswumers and buetinssssy gan take on 10 meck delbt if
there B ey pecess fo -
Ecpnomic growdh brings matenal comferis, but alsa highe
prices tar the basic necestites of He h athes wode, AN
goes up, DUl S8 O ods poud

Ll

cosl ot living
4 Egonomies ob fthedugh cyeles of
(= boanm: am bast]
5 The rmain toal svslabls to 4 Centeal Bark & s ability o set

B Cwer the leng term, edchange rated dépand an the
af e aconsmy

1

1 THE ECONOMY

44 Read the ariide about the US economy, then answer

the questions below. Chedk any unknown words in a
dictionary,

M snuiaCiunng in the LS sowed mons than [omiges
in Qototer gs factones receved  fawar onoers andl
production coniractsd, 35 industny’ eparf shosod iy
Mesasaciuring 15 an the verge al sisiing 25 the desgenmng
RouEing T wsakess demand for-conalro ol edEnmen|,
furnliure and apokasces: But, an-a monecpositve il e
wesker dollsf s-boosiing sxpors and Re|plng ComduRnes
that oo much of 1rar business oversess,

Fhese ligures maka [t cleat wiy he Fed cul INEes]
rSigs Dy 2 gquerter point st waek, |0 thelr statermenl; Feed
poficy makgrs-sain hal, the owllodh, for the scoeamy &=
uncestam, svan afer sohd growth 8t quartes” Thesy aodled
thal, Lgsics ks Fointlation mughly Gatance e cownside
rigks 10 growtn

Fingd a woard in the text that maans

Pl

[T IO T i}

{fve wiards) naady stappeng in (ks progness
peried when somokhing &omadch s Yipremesf 4l than bafare
halpmg Stmething 15 o

fxhert Face) Cantral Bank af the LI55
appraxitiataly

toe pooe 146 for some discuzsion topics
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Hastory shiws that there B a business corle that repeats again and again, although of coorde e getaily vary.

each time. Look at the diagram below. The outer drcle i the cvele of economic expanston and contraction,

The next dircle insice shows some sectars of th economy that tend fo dioowall 8t particular Hnes during tis evcle.
The: cirche inside shat shows interest rates and mflation, Firally, the mner circle shows the stock market eyele.

Grawth

Lt oy rindd the dingram. starting at twelhwo’cloek, This
point marks the end of weakness (n the economy and the
nnrly signs of groveth, Whit has cmisad feese green shisats?
The clue i= interest mbes. which boftomsad ont aroomid

eleven o'clncks Lot infarest mbes mean cheip borowing for
individunls and companies. Amongst the quickest sectors In
respond are consumer discretionarny (sg estausands. lekare.
travel) and technology.

O theri are early signs of growth, transportation picks up
{more goads ore being shipped), and indostry spends more
starts o rise, and so boads puifer. Tonds pay a fived oot of
interest 1 their bondhalders, and the valie of this interest is
eroded pver fime ps inflation goss up:

The peak of the cycle

Al gond things must gt ko an end, I sl olilock o

the dingram., By nor inflation has become o problem, and
Central Banks have raised Tnteres! rates 1o deal with it That
means that coedit iz Hght, ondd Boreowing Is expensive. The

ik markef recognizes that the end Eooming. ind peais
st bt the final peak in the Brvn sscirais. ma
wwihch omore defensive siocks e consamer siaples o2
food, honsehold prodicis] and orilines

Contraction

Now #'s seven o'clock and we've eriesed the pesiod of

oontraction. Stock mackets ane lifone. fas Cotral Semds
seg the danger and are krw'ering b roies. 5 SRooUTa
spending and avoad o recesion. Bomds moonl cesmeely
ter thie drop in Fates; and they' s el S 5 Bl o

ssafety eflec as invesion eoors restoas abows stocks

The bottom of the cycle

Eventally, financiale start s secoses i S sniictate mrice
hﬂrru'l.rinﬁ..lndthm h#““: oo
abatit #ix io-nine monfhe § in the meal
scanomy, Just lie 3¢ the sop.of S opein. S skt seemy
Les keronay Mamihﬂ#-q'-h'w th
SOBOmY 'ﬂ_ﬂﬁ:‘hh“.—i e vy bl
ovele mepenb apmin



Exercises

2.1 Fut the words in italics in order 1-4.

i

The econarmy, starting a1 teelve o clock on the
diagrarm, shows. ..
[ | contaction | | & downtim

| | empanson | @n upfum
b Th siock marke], sterimg #1 eheven o'clock on the
chagram, |
[ | baftoms | peala
| recovers | fuwras down
2.1 Match eech sector of the economy 1-10 with an
Industry group a-j.
I Baiic materas B & Epargy
2 Capital goods 7 Bnanciss
2 Commenl seivims 2 Techrdiogy |
4 Censemes discrenonary, | 9 Tramportaron |
L El:nﬂ:mzr :Ila;:iF_I. L] hlrhE!-
i hnmls. rm.mranu
b stesl, chormical

Y ™= 2 i

P o
-

p TR agencies, auckiindg
racherery, iagme

Feaisehicdel goods, Tood intalling
Bankeng, isduranss

sofhaane, CommuBEatieas sgupmient
o production, gas prodction

Elec it wates

airlies, lnglstss

L3 Underline the correct words in (talics, Check any
unknown words in a dictionary. Same ideas below ase
also covered In unit 1.

1

The cansurmer discrefiondny sectin of thieconomy stans 1o
racover when intengst rates are fugh /oy, andl st beforg
thie general acenamy paoks L) hurrs aswn

Irnvsters favtlr the coisumer stapiles sactor b the
heairming £ end & the growth evcle. [Ust a5 The mskes ahe
plckifa Up / tubRing B,

il & government of Company wants 10 bofow misdy, i

ean issie & bond | an obligation, Investors recaive & fved |

vanablE rate of interest-avet o fixed pedicd of tme, dnd then

g thesr ofigingl investrment back at the énd,

A rs iy Inteemst ratey makes borrowing chesaper ! mong
Expariihe, This.cosls ! stimiulites te seonomy

Ceribral Barks ionver interest rates IF they think the szonomy
15 Iikishy 8o gronw £ oontract; and will act aogressively if thay
think thens 15 & dengar of a:boam / fecedsion,

Stack i dekets tand o antiopate fmove i e st £ et
fir Changes i the rasl aoanamy

Inierest rales tend Yo bottom out bafone /afrer both the
Stock maskets and the réal acanarny.

A rising market 5 called & bagt £ Bl mirket. Peaple wno
thirk thata pardculae rmarket & going 15 ese n the future
o descibed a5 Being Dulsh | bul-ike S ihat madket

£ THE HUSINESS CYCLE

1.4 Complete the text about dealing with the business
ryl:h with the phrases in the box.

umwrm-r-:rw fabout kit ey baseraang
Daicy makars srde-eh'a:ﬁ @ LG

Mamm ceairal Bankers @nd gavernment -
i) Can they. :ﬂéjm
A comtraction from turning [nto a mdessian? Weat ool
are availabile 1o them? The foliowing 1hree are the most.
rrescetant;
interest rate adjustments
The drangest and Fastest b5al in @ wneakoning Bdonomy
i fhee Central Barks' abidy to cut ntarest rated.
For companies and indnsduals with exsting bank
Iu:-m-., repaymoni ard rediced; for gthars,

_  bedcomes e
u;q:mslm Hmt Cantral Banks deap Tites by guartes-paints
o, at crucial times, hal-points. Lowering rates sill 1akes twa
of three quartess 1o bonshs an spanomy aht it does #5o
harve unfortunate ;
The negativie contequiEnssd an that |t vwisikend & nateon's
currendy, and that ory growh |t cases may be infationany

Eronamie stimulus

A natianal governmient Can chodse to apend oy

~ Leally meaney it must bomme - on 24 socts of projects 0

arder w stimulate the exonommy. This puts imoney bads nlo

people’s pockets 50 that thay can buy goods and servioe 1o
bodrst the economy.
mamﬂm'wﬂ- of achiewing the same eftect. The probem
msu wehiell these measiees (ead to hich levoly of

. Eventually thist

debt will five 1o be repald.

Regulatory reforms

Aty ean implamant iefarms 16 Bha Liw i sedar 1o
Mmﬁ Thasn inclide mansures e enhance
wﬁﬁnﬂmm

lart a now hutinsis, ole.

J/Io ke it paser to

See page 146 for some discussion topics,
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Deciding to export
Why expart? The twan msst important reasane ane eely o be

I o increase sales and evenoe, Exporting will allow yim
tn take advantage of any tmder-used capacity; increase
production, neduce unit costs through reomamies of sl
e inerease proofits i things go well

Ta diversify, Relying on jostyour own domestic market &

risky: Salling to ather conntries allows you fespread e

rigk

Hask Bodore dh:id.i.nE I:-u-i.-:l.'[:rdr:l: fhirre i a log of research bo be

done en the toreign market:

& Packeronnd: sconomic situstion; political stability,
currency sk

& Market sire and L'l.'i:l:'l}' Pmd‘u:t demond.

l'.:'-nl:u.'PnliI:il:rr: stmiliar :|:r|.1:ld.u.|:|:| .ulm.u.d.:'- it thee mdrked.

# [Hatribution channels agents {who set on your behalF and
reciEve i cotmission, but don’t buy goods on their owin
account}, of distributors {who actsally punchase poods
Fromm you for resals, like o wholesalerh,

& Prameotiona] moteral: sales and Suppor rraforial nended
it thi loeal [.lnE:la.p_;r:.

& Lustomier service: procediins for enguirdes, comgilainis,
warranty clalms, servicing, ete

& Lepsl roquitements: fechnioal, safeby and environmenial
stancards,

L]

I'he Hirsd step in exporting is kely to involve an infermediary
(e local agent, distributor), They will ha'l.lﬂil:u_:.a.] ki lad ge
and contacky in the pniamtilisr market [Fthings oo well,
the-exporter may then dicide by establish (5 own presence

in e forelen market such as setting up b sales office and
vearehouse. Thisallows direct contact with customers, faster
delivery and more conteol of the local market,

Thvs ey dssues for an exporter aee a) the method of payment
— st the tble below —and by who pays for Bransportation,
This latter [Ssue & covered in e contract by spedtving the
relevant Incoderm (Intemational Commencial Term) for that
particular corsignment (= quantily of goods shippoed at the
same Lme),

Other options

Exporting b= one woy b soll vour goods infea formggn market,

but thene are other options available to Lager companies:

# [oint venfune bwo companies (3 foreign company-and
a o] parmer) work together But kéep their own legal
identity:

# Forvign Direct Tnvestment (FE; o business sets up
pperations in A feeign counby or acquins (= buyda
loxal Compamy
o Ficenging: o company sells the right fo o 2 patented
TN Process, Of SO Comhne ol e perlisg,
or o tradermark, in exchange fora fee or o novalty, One
parteular case of this is franchising,

FINANCING INTERNATIONAL TRADE

Letter of credit (L/G)
R e | ER T IR ﬂ-l.m:!m ’ payTad i
Cash-in-advance (Pre-paymant) %. Tha importer oy DOGUmentary collection
Tha Importer pays the Iwales in whan the separtes prasents sarain A chespsr variaton of an L0 The
acivanee, belors shapreant. Whens | ‘dogurments 4o thair bank. two barks make no guarinises,
thiy BNy piy & par in acvnes, [te 'hm‘fmul doeumsris nancad Fa but gimply handis the sechangs of
called & 'down paymant’ trenapestation doounsns (sg Bl doouments.
atlaging). inEwrance documaris,
commarcisl docunmmnts (eg invoics)
Open account Consignment wﬁm
The mpplier chips the goods, and T e
the - pays tater, acconding
ta the teema of the conract This ie Tf“”m in stack, out oy
mﬁ;mtmmdﬂm mfm them afer fhiy henve b



Exercises

2.1 Find a word in the text oppotite that matches each
definition belaw. The words appear in order.
1 [thre= words) spreading costs over 2 larger numiper of
iz, and therefore producing-thinos moe chaipl

2 (three wordsh mstead of you, or 85 & represéntative of you

3 written promise that a company will repar something if it
breaks; guarantes =
4  hig building where‘large ameounss of goods are stoted

5 spacisdskillsor kpowedoge
B name o design on g product that shun's- 1t".'. i £y

particular company
7 morey paid for professional services, or 4nrrr~11mr: amount
2 maonay pad &0 someone whose ideas or imveniians you'ra
a0

Mow do the same for the words in ‘Financing
internaticnal trade’ opposite,

S CCUmEnT rEguessing payment (§lse celbed 2 bl

10 fmrees-words) listgaing detalls of goods that aship, @i &
CarTying, 5o acis a5 a coniract 1o ranspart thime geadd

3.2 Make phrases by matching an fem from each
column,

1 take sdvantege —. just your domestic markat

3 roby on e en somsbodys behalf

3 wpred T of any underised capacity
i et e fisk

5. patabish & prosence 18 the terms of the contract
6 kacop your own o docurmnants

T ‘handls the E':tthqngﬂ
R pay according

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,

lotjal (elinlity
in & {odaedan markot

I b 3 eurrmrinsr &
W

TYPES DF FINANCING

W

3 INTERNATIOMAL TRADE

3.4 Complets the text abourt Incotérms with the words in
the box, Notice the glassery at the battom.

CEQRARCE CLBTOTRS  dOcieTeRiaie SRt
l‘lanmm_q' ﬁ:ldl:[l-ﬂg p'ma terninal  transt freck

What ame IncotenmsT
Irscoterms state th responsibilibies of buyer and sellar in
ralation 1o manne transporation - rat sl thl.'ﬂ'l!hii'g
n;nm bt sl othor asociatod ooty such a8 Insuranae;

. &t.mm. ad grourid

4

The buyer pays for the sea crossing:

A price quoted EXW = whers the seller makes the gacds
availzhieattheirawn ' _, amvd tha
biyer collects them ther, The boyer has m.smnsjhllrrgl fiear all
tha ather transport costs and risks from that paint snwards
i the price i FAS, then'thesellar alsy cowers he eost'of
inland transport iy 4 ar radl 1o tha
port of shipment, and of uninading the confainers anio’ e
dock The buyer pays for * e thi
ship plus-all the ot from that point

FOB i abmast the samie, eacept beme the seller pavs (o
toading onin the shig, et the Buyer

The selfler pays for the sea crossing
Wi ihe goods ame-on the ship, IF the price has besn set
so that the selier also pays the *
|= geod and the syitem, al monng these goods costs
thesy thene pre further Bcoterms 19 be used.
W O e seller paye the et costt and handes the
isearl T ' {= paperwork), but does
m:t pay Ll indurance whnls the poods 4 m

At With CIF the-weiler pays
irviurance i vl Bub m bath cases therr eamonsibility
ordte a1 tha pert of dectiution, while e poodk are still on
berard. Thes buyer hae respanshbaily for uninading fees, loml
stotadgi at a = , e impar licenca,
dufies wned Tk, the custam brokers fies and onward
dhaliunry 6 this BLers own prRmses
iy the final case, DO {05 the seffef who pays for
Eurﬂ,Hug,and.“im alie has to handle ary qustoms
problens. The bisyer has no
additional cods or mﬁatﬂ h.u.u{m_ur:eﬂ-mpm
sutael i the cantssct will refiec thisl

Glossary |
EXWWE Bx vmrck CFR: Cost & Fraght [
FaG: Feee Alongsids Shin  CIF Cost Imsurance & Freight

FOR: Fren-Cin:Boan O0F Calwersd Duty Pald

See pane 146 for some discussion topics:

The business world




o Setting up and growing a business

Initial idea

St hats an idea for 2 new hosiness (0 'startap’
Magbe they spat.a gap in the market, or mayvhe they

have an ichea that # similar to existing nifers, bt wirth 2
competHyve edge Potential soroes of fingnoe for this new
bugkiess include self-funding. backers soch as friends and
family members, abank loar, and 3 venture capital firm.
A banlk will vennt same sort of 11:'.«|:|.1r|13.' in casethe loanis
fisl h'.'pu.hi, and somitimes the :F-ersnn': hisu=e k= offered
aa oollateral. The fooardh Dflh-:l'lﬂ, serybure r.:.pi:u:l (V)i
alteactive for buasinesses with a hlﬁh p-:n.1fi1 Flnl:-onrr.al in the
medium et bat |‘1i5|1 siorl-up costi A VL company will
afor funds and ke on the sk af the business fﬂi]inlq, vt
in exchange will wand a large nomber of shares. They aim
b sl Eheset Labes, when' the business goea prblic,

When fimncing 1= in place; the nsinsss is regisbersd as o
Iegal enityn sale trader, partnersidp, Hmited company, etc
St ountt 5.

Early months and growth phase

e Lhie buisimess cam skart mading, The nsk of faitare
im the fiest bwio years §s very high, Ofen e problem
5t sales; but cash flow; the company has o widk [ s
Irvotces o b pabd, and messiwhile fhe debis ame piling
tap. Tha brank will coly exterd its Ehe of credit up
podnt

Bk hopefully the boasingss achieves & critical mas of
customers, and establshes Hself in Hae rn.:lrkl:'l:fllm.'l;'. 1t
enbersa prowlh phase This eady gnmveh endy bo be
organic = irnover incredses, the company employs more
sdnfl, it i|l:l'|:1|JFI5 a supply network, bz, The majeeify of
amall companies fust continue in this way - growing o
shrinking year by year depending on thelr managerial
akilly andl general market condifions.

selling the business

Howewer, there are ther 'pmasihilhirg. Thie founder of

the busmess. may decidé o sell the business asa going
concer They mipht sell fo 0 competiton op to o company
mmlina; 145 1.-1-:|.'l.=|r!||'J ik that market, Thae h'u:,-'q_'rs- Fiere

are bioking o grow theough a strategy of soguizitions

{= takemvers)-an allemative to the sraitgy af (Bl b
growth.

IFO

Another possibility is that the founders may decide o
go public (= foat /list on the stock exchange), Here,
they sell thear onginal privately-held shares at an PO
{knitial public otfering). This brings in a huge amoumnt of
traney, some gomg directly o the owners gs reward for
thiedr hard work, the rest going back into the business as
relnyvestment.

TEN REASONS WHY A NEW BUSINESS CAN FAIL

1 Poor initial market research

Solution: Take tima
to resaasch the nsarkat

Cause: Startng a business
with a good iea, some

miney and 3 kot of theraughly befane wou start
enthusiasm —DUf n serous  1rading
resEareh

2 Cash flow problems

Causa: buying oo much
stock, cusiomers paing
late or mot 352l suppbers
raeding o be paid on time

Solution: produc roalistic
bl fla larseasts and puy
sinct atlestion 1o budgets

3 Fallure to liston to customers

Cause: Sticking with your Solution: Actively seek the
ot aniginal [déas for boo iy of custoeners, and act
lang orwhiat they say

{ Bad business-location

Cause: Taise eoumimy —
cheap leaze i the wiong
reighbounood

Solution; nrrmarmber that
acoesiibility hor CLsTOmers is
crucias

5 Ineffective marketing

Cause: thmking that & gaod
product ik ssll tsalf

Solution: ba crasties,
cenktantly fovien the
rmarkating plan

& Owveroxpansion

Cause: being ioo-ambitionsd  Solution: be realitic

7 Overspending

Solutlen: planning, keeperg
some cash in reseneg

Cause: spenming your saed
Mmooy 0 500

B Poor cuttomar servica

Fause: behavious of sme
EMQIOyEES

Solution; tralring
MRS, company eulturg

8 Underestimating the compatition

Solution: watch
competitors clomely

Cause: azsummg that o
have customes kudalty

Solution: be flexizle,

IEC0ORIZE opportunities,
adapt

Cause: complacancy aftes
initial suecess lack af
infavaban




Exercises

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

1 smadl advaniage

2 people who suppcrt & plan, e-sn-emallr by provighng morey

3 pecperty of money that you promise to give someant if you

cannol Tepay-a debt

4 ffovmal two words) business that is a T-L'n;'ie unit from &
byl o Bconting pointof vEw R e S

5 dacuments oiing detals of producs that someone
P Boassnt; and requesting peymant for-them

& [phrasal verh) moreasmg ina way-that & diffscull 1o manage

T INCOME, fEdeEnLe —
(e wovds! & successtul busines
companies that have been bought by oter Companes

o m

Mow do the same for the words in “Ten reasons why a

new business can fall' opposits,

10 caradully and cormpseley =

11 finformal ph st voky continging 1o do something
'|'|1'["'ﬂd..l| EPaerigeny 11

(2 fhas wisrels) samathing that & cheap tut could e b
LY

13 small a¢ea ol a tswn :

Td (e wordsl maney thal B ased focsiart a new DuSTess

15 bairg faathiul iooa prodoct § brand £ campary, gt
16 beirg too satsfed and confident, 50 that you SLap Tring
10 impetue

4.2 Make phrases by matching an item from sach
column.

1" achise ——, a pap in the marike

2 walt y miore statf

3 oo fr iraices 1o b paid

4 emiphay =—  Critichl mam

E spiot the rigk of the busines: fiding
b takean oT Shnnk year by e

7 bring in of sredit

B enfer the business a5 3 goorg GoHEOsi
0 extenda line public
10 oo # huge amount of monay
11 grow & giowith phase
12 sal arganically or by acgusitions

4 SETTING UP AND GROWING A BUSINESS

4.3 Fill in each gap with gne word from aach box,
written together

aveT | oher

charge  cul  etimatd  Sspend  perfonm |
fde- spenad  fake

1 1f yourgrow a asmess tap quickly and @ke on oo much
rigk;, Yo MEEEERaTIE -

2 1 yousel goods-at & lewer price than your compatitons, you

e YOLIF COmpetioes,

3- M you gort-make o rmudt morey as expectad, or
you e less spooesful inoyour job than exgected, you

I your compary goes past-another in terms of sales, prefits
msnicet share, @1, 1Hen youl L

& 1f you usa too much money, of more than you: planmed, jou

& If 'puu sk a -:len[ for e |1tk maney fusuady: by mistakey
wou. . themi.

¥ If you use your authority (@ eject semebody's decsion, you

Lhseemy,

B H ',u:u_] ||-ur~|-: that something b smaler or 2ss mpodtant than

11 heatly 15, you i

4.4 Read the text about franchiting, than answer the
guesticns hakow.

Wuum o Fkis to stErt & rew Bosiness: porfaps fumming
a amall mtall cutlal? Francnising 16 an stivinus ot
How' does it work? Tha paren| company (he franciisar]
offers you (the franchisea’) te frademirk, . pomucts. &od
Business -melhods. Yol pay Wemean vl fée i uge-the
name, end then pay 3 pacantage of e umover a8 well
Yiois will need to fullil certan corporals icentiy: standends
winh 8= these relating to hraitume o stalf uniforms: 11shard
waTk Bt he Bovaniages dfe mam Waure iaing & well-
know brana and the rizk i2 misimizad
' Framitha franchisar s paint of view e benefite ane claar
'I}q-::un lesve tha day-t-ciy running of Ihe business to
you. whits getling & share of your tirnoves.

Find & ward fram the text that means:

1 any place whens & product & sold =

2 mongy yoil pay to do dofmething dof to 3 profassional pertan
hexr it i) =

3 dosomething pratnisd; reach

4 gl af suality.ar achiewenrent

5 opsratingand managing

Spe page 146 {or same disoussion topice,

Tha business vworld
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Company types

In |..'n.'|.'_, thero are varous bypan of bisingas i;lnli!:.". Fowr wach
ome there are different !uﬁ;r.'l arrangoments to rﬂEisﬂrr!hu
Company, difforent rr.'q1.1.im'nn.‘|t'_:- foor ]:lrn-.;mﬂt'mE acoounks, atd.
The main busines= tvpes ann

Sate trader [UK) [ Solé proprietomship (LS

A gingle person cewrs and opechies a busioess;: Legally,

v bissiness his mr sepirmte exBience from it ownes
fproprtetoe ). This means-that all the debts of the business ae
ihe delds of the owner

Fartnership (UK and US)

Tiwis ur more people work together and share the dsks and
prafits. [ost like s sole propeietod, the parners are fully Hable
firr { = pesponsible fod) amy debis the business hae, This s
referrpd o w as omlimited Nabiliy',

Company (U5 and UK) | Corpoaration (L5)

Ther bosiness is o legal entity {hal §5 sepagate from 5 ownies

= the shareholders: The owners ane not fully linbde for the

diehs ol thie business, [nsiead. thelr lability (= potential risk)

i resiricted 1o their share capital This is the amount of cash

that they have contribwated o the company: This is referred to

in law = Timived liability'

There are twen main hypes of COIAnbes!

# Private COrTpany! thi slinres (A mE sticks) are |'|r|-l.'.1lu
im the senzs that thry canmot ba bought by membors of
this pl.l.hl'in:. Thewast maority of éompantas fall into thie
category Thﬂ!.."m- ofbery-gsrmnller r_nmp.mlqlf._ with cshares
held bw & lewr Bucimeas associsliesar farmily mombond

@ [fuhblic companys thi shares aro opendy iradod ro 3 pui'll.'i-l:
utrick m:rh.mEu. Thasa aro this Larga, afton wipllknamen
husinesszey. The word '].‘ﬂ.ll:!“i." should novt b combusnd with
‘sbate-maned”. A “wtaweeawmnod onforpriue’ 1S is nwwmed
by government,

The Board

Pudnlic comvpanivs are cunimolled by a baasd of direstors |"thie

Beward?”), alacted by the shareholddes. Mo all Boards ane hully

indepondant, but In genorsl thie sole 18 tor

Gk lomg-termn seentegy.

® Ar.pninl: a Chisf Execuitive CMHosr ICED) and olhar
rrgmbers of The semlor manngorsen ) beam o ree tha
company dav-io-day

& Agk quastions about any shovt- or medium-term sirategy
d-w-n'lnpnd I1}r this CED, amil i SLp s TR - Ih.i;:l' s
:Empd.

B [Dhvereso the F-'rnrrurntlcm of the finanelal siabemenls.

& Appont and ensure the independance of the compary:’s
audifors

® Lhorees and AT Teel

® St an ammual divndang:

Whe chooses the Board? In theory, It's the sharcholders.
At the Annual General Mesting (AmE Armmsl Meeting of
Stockholders) the sharehiskders can question Beard members;

y types and corporate governance

vote to accept or pefect the dividend, vote oncreplacements
for retiring Board members, ete. But, in practice, the sifoation
may be different. In particular, moeet shares-are held by large
institutions, and these may simply sell thelr stake i they
aren't happy, instead of trying to change the Board,

In reality: many Board members are chosen by [he CEC

and the shareholders simply approve these memibers.

Corporate governance

This whisle issoe ol e eode of Hhe Board, boow seniore
managers are responsible o shaneholders, and how the
cormpany o, 15 referred boas ‘comporate governanee'.
Traditionally, different regions of the werld have had
different models of corporate govermance.

Angle-Americen modet separition of cwnenhip (s
shisehaldeni srd tontrl De managessl: prionty-given ta e
‘miwrents of Farshoidern

Evropean | fapareese madel: serelar fo the anglosamerkan
maidel, but o gredte reongrvtion af the irferets of olhe
stikeholders sich b ervgloyees, sunpiers, sy lnnten
{iatg bwarbiak, snned He comimaity,

B et Askin 7 Latin mvsdel: famsy owned campanies with o

indeperdent Boand ar nutsde shameboiders,

."".in::-l.t-nd.a:!.l::- thiz traditinnal patiorn k= broaking diowen, amd

the tituatirn s more mived. Howoene, the 'Fnl!-:ml.'mp; i

principles of corporate governance ars widely acesphisd:

# Respect for the rights of sharchoddar.

& A clear definition of the roles and respongsibilifies of Baard
inemsere.

& Integriby and sthical behayionr

@& [Hiclosure {= giving full infnrmmation) and bransparemey.



Exercises

5.1 Underbline the correct words in italics. |

1 Money that & persan or mmpany owes & oabt ( Aabiity.

The weord mebis/ fabiitas, whan wsed in the plwal andina
farmal tontext, has thesame meaning = but it can a5 have
g wider meaning of “legd respansiilies

2 Theword pwner / aropnieton means that you legally have
something — arything. The ward oiser £ progseion means
that you hiave a bisiness (and s more formall |

3 Fyou and wour basiness parners s hava §he same mees
at the same time, than you dwde ¢ shari the risks If you
separate the raks mto smaller parts-or diffeant cafegones,
thien o oiwoe f share them (= split thiemy,

4 Asharshoider Frlakehdider ! stacichoioer is someans who
avens part af a business, i Brtish Enalisn, & sharshnloer
staketodder £ stockhalder 5 the sarme, in Amarican Englsh
A& shaveholder ¢ stakehoider / stockhaider i anyong whio has
ar interest in the success of a plan, S/stem of organzation

5 Hyau're o sharphclder in & dommpany, thin every yesr you
FECRive-an inonma Ca orofif 7§ divaerd pacd aut-of the
compaiys fcome ) profits | dhvolends

6.2 Read the definttion below and find the word in the
text. (It appears twice.)

(formal] ‘a penergd temrn for any mstitution, comgany,
partnership, govermment abency, o ary other Srganizaion
wihich erits in lew as 3 separate and cormplets umnt.’

5.3 Fill in the missing letters,

1 I wau're corngletisly Bable for sarrething, ther you're f ¥
ik,

2 I yau're ekl for aomedhing in s then you'rede I
liabhe:

3 If yowasarrindyvkival are liable for something, then you're

per.  ally hable,

4 [fyauimeay be dable for something, then you'repot. sy I
liable.

5 00 wou keep shanes for e oy fhims, 1hen o b ihiprm

B I you by and-sell shares, hen yoa them

5.4 Find a wword in The Board' section opposite that

matches sach definition below,

1 watch tha progress of something to make Wi % done
corecthy; supgreiza

2 aeterral firms that officially exsming the fnancial recoeds
of & company 10 s8e that-they'retnie and forec

3 anamaont of the: paafits that the comodm s
shareholders
4 maney nvasied na EEiness

6 COMPANY TYFES AND CORFORATE GOVERMANCE

Now do the same for the ‘Corporate governance’ section
5 the quakity of beng honest and having high maral stendards

B - daing. things In & Wway that aliews ather people o Enow
exactly what fou're dong =k

5.3 Make word partnerships by matching one item from
each box. Then use the word partnerships to complets
the text below.

domind  egs!  lmded nonopmft

annly  egdsaron NG oo

The letters that follow a company name can =l you aboul
FS-FIETE I law

b the UK, & prvate company as "L atferits name
ibecause of the el Hyosserdand -
a pubfic company has PLE [standing for Pubhe Limited
Company).

In the U5, *LLC" (Urited Liakslay Companyd and ‘Corp” ane
lnpmtlmm eguialents to “Lid" and "RLC°, atthough the

govarring company formaton i
dﬂl'mﬂt In th:rh-.-n oountres,

The lsbiers 'Ine iMeening “noarporated | ae alsa uzad in
the LIS, and they cover & vary besad range of organztion.
'I'I'u-_}mn mf::r_j:nan:."’ that s separats
from 14 ewners such a5 a private company, & public
company, a? , g sporis ks

5.6 Cover everything on these two pages with a piece of
paper. Write down the Full f-nrm al these sbbreviations:
CED, AGM, PLC, LLC.

See page 106 for some discussion topics.

.ﬂiﬁp#lq—rmﬁjr"
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Geopolitics and the world economy

What blg-picture sgwes are Bkely foodomimate
propolitics and the world deonormy in the coming
dscades? Hoge are aome suigmesdsiis:

I The growth of the BRICs

Ihe big story of the 215t tentury is the grovwth of
Brazil, Koasia, Indis and China (phus the Middle East).
This is cerfain to transliate into increased geopolitical
itlzence for theso coumtries,

5 The decline of the dollar

Che tmpact of the previoos frend = thist the dollae
Wil [omes bri-stabus s the word's ressrve furnoemicy.
Cerbrnl bostls will hold feower dollars, and nil wall

b priced in a range of correncies: Bot what elée will
happen in the correney amea? Will a commaon Asian or
Latin Americin currency smorge? And what about the
invbernal contlick over the mum - shonld i be strong i
et mfln o o weeak to |.'II'.'|F! e portere?

1 Climate changs

Cilohal warming is happening. Howevet, sny sobution
that hiakls back the progress of developing countries
e likisly 1o be mesisted. Deseloping omintries can
Lt it doveloped: notions of hypocrisy - wesiern
cousitries have alneady been through e industrial
prast and meoast have thee lumery of thinking abonot
sustinable groweth, Developing mations don't have
this baxury

4 Peak wil

Global oil prodocten = goim io peak very soon =
Ehisrie’s fust nint enenagh left i the groand. So sapply s
shrinking. Also, developing nations are hungry for nil
= fuir transport, dndustey, e, So demend is rising, Mot
together falling sepply and rising demand and wou
get ene thing: much higher prices for the foreseeahls
Futaares:

S Energy secarity and aliermative energy

Bome couniTies have i loT O energy resourtes, oS
dow't, A 1F you don't, you have a major geopoditical
preblem. |05 called dependency. Put this-ts:ue
tojpether with pook oll, and it peings in one direcion;
altermative energy: But some green activists are
unnfalizte abowt this - solar, wind, tidal, eke can only
meet a fraction of the world s energy needs The nne
technology that might makea diffenence is nuchair
And that, of coursa, 15 controversial

6 Shorfages of other respurces and commodities

The bad news continues. As well 25 @ shorlage of
enengy, we're alsoshort of water (in China, Soathern
Earope and the Middle East), And as living standards
else s we'll find that many agricultural commodities
(e wheat, com, meat) are ircshort supply as well

al issues for the 21st century

Management and business

Manzgers yare asked, "What do oo thiek willl b the key
tuasiness suss of the Yist oemtoy™ Reaed their replieg elow,

% For me. branding and degign ame the key fssuer, Castamars
can eacily Find good guality and value-for-money - all oot
tﬂl'ﬂ]]l'tlt-ﬂ-ﬂ affer Bhie, Ta tunive wak need morno than ‘|'|'ri=r
yioal Aesd bll'lHd'mg. Withaut a stro no |:|-'rarl|:|r Yo hkave na
custamer Lavalty and ao pricing pewer Aad hnkad to branding
Is desfan - cuskamess will pay For design. These ar the majar

battlaflelds in modern butiness, rot cost ar quality, a0

e

i"blh auf oegqarization, finding and developing talest is. gaing
ol mjor s, Thare's 3 declining birthrate. and the
increased mokility of labour means that waorkers can choase
where they sork and far whom. 56 talant is gaing ta bein
short supply. And that's particularly trie for Enowladge warkers
and creatives, We will need to Fnd ways to motivate them and
rebain them intide oor arganization.

B8 [ the modarn workplace, managing diversity is going ta
become increasingly complax. We've got Ssuss of gendar
pthnicity and age. We try to-make equal epportanitias warlk,
but we havent done as well as we'd [k, And now we have
rew: problems of multicultiral management across Ratonal
barders, Imagine the problems when t2am members from
different coltural backerounds hold wirtusl meatings on the
wnb withoot the chance to get tn know each ather in person, S8

BB The ssue that we talk abopt more and mane thede days 15 C5R
— corporate social responsibility. U'm (aiking about fain trade,
the environmental Impact of business, the effect on local
commisnitles; sustalnatde development, Liboor practices: and
stuff k= that. Campalgns by activists can affect your profits
amd destoy waur bramd.

b

LN many indstries & major issue is the threat caused by the
Imtemet. Bascally, IF it can be digitized, 1t can be pirabed,
The maisic and soffware industries have already boen Bk badly
by this, the film industry s neact and publishing will follew, S8

-'.'{-!ner-utl!,r spraking, gionzlization has been godd for business,
But now there 1= 3 backlash against globalization amaongst
the public. This is creating politice! prassures for protectonism
and for local spurcing to protect jobs. For-gs that mesns
merluced aciess-to world markets and kigher cosss.

o9



Exercises

6.1 Make phrases by matching an item from each
calumn.

1 geopolitical ——_ WaITTIIng
2 chmats T influence
1 gichal Qo
4 sustainakiz change
= ek acitvmts
G green standards
T major ol

B living battlafickd
9 pricing Worker
10 declirmng AT
11 knpwieage fmpect
12 enmwireamental birtheate

.2 Complete the beginning of each phrase with 115
cormect ending.

| beshor e——wu0 supply

7 bahungry = furtume

A bt in short Tw, Cecookn

4 have a commen Besan T Tesouroes

5 price oil in far resolinces

G ACCUSE STRone aof: ypocnsy

1 the coming tawodd markets
& o the fonoseeatle & virtual masing
9 fhoid Currency
10 Pave Aroess dofars

£.3 Find a word from the saction 'Management and
business' oppesite that matchas the definitions balow.
The words appear in ondar.

1 good qualfity (e guanbty) m relation 4o the price

1- beirg Taithful; shways giving suppers
3 peopls who use thest miaginaticesn or kills to maks Tl'u'a;

4 (hiiman fofolrmen] bedn tomeane
b thie fact of being alther male or femals i
6 capable ol caontinuing far & long o 5t the samae leiel

T -astrang, negative reaction te something theat was previgusly

popular—
B gettng a prodisct or :untnurent frarm soméwhers

6 GLOBAL ISSUES FOR THE 2157 CENTURY

B4 Fillin the gaps with a different form of the word
in brackets. The new form may be a noun (singular or
plural}, verb or adjective, Some wonds are not n the text

1 Glabal  WAAFIROE  (weim)ang the
S ——idestroyl of the ervironment &a
. {themat) the paanet,
2 Graen factivel and other pressure
QEIOUES Ere pesoming meraasinghy

finflussos) in determiping the
ienvircriment) poldes of firge companies
3 Genetic LErnlinger| 5 very
Ceontronersy, By marny
devaioning nanors 568 Itas The ooy wny o ensure

comitinneg oo L) iy A rec LTl
(prochsce)

4 Thelr government's (pcenoeyy strategy
i5 one of recwd sindustrialized. This hes
hath Istrang)-and
1k L

5.5 Complets the text about fair trade with the wonds in
e box.

STOCNS OEVIngr nl-*ﬁ'.nrul:l;wh'm oy
ey sEndais S

HrETT

Fw trade o an arganized seoal mmﬂ'nenmhluh mmnm
=T s far labour, sockl policy,

ervronrmentifsm and sustainable devileprment

goy® __ of far tride an:

& Creating opporiunities. for sconomscally desdvantaged
nrtu;iutmtrp paying & fair prce. 1t s strateay lar
e ucing
" ﬂﬁﬂq‘ung pretucers’ indepentence by apsneng
T e i et ] Bwlcling

mAanaperren| dellly
w Safeand ety wodking condtiong
. Bl

& Goocl aoydrommertal practioes and respordi by methods
of productian,

.Iutﬁu'lmkhas i erifics, Peaple say that too much ol tha

¥ - price pad by chnsumess goees 1o the

'Ehﬂ!l:; ﬁﬂd mﬂ'ﬂ'lz long teem fair trade aperates as a

1t puts 3 prf e floor wnder 3

Sei page 1496 for some disoosslon toplos.

The business werld
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Management styles

Every mandger will be different, bul over the vears
managemient eory his edablished theee broad categories of
minnagemient style)

1 The authoritanan manager

This person is stoct, demanding; contmlling and peobably
towr tighed dn thesr views. They take a top-down approsch. But
some staff ke this - they know where they stand and what
thelr-responsibilities are. Their jobs are dearly defined.

2 The consensusal manager
This puerson beliEviain comssitalion, mnd in mul:h'ing and
miemtoring thair staflf b help them develop. Suborndinates
wswally ko this Bype of manager, but the manager may Bck
wiiriorand fail toshow feadership

I Thee hands-off manager

This person delegatis everything, of just kaves problems

i thi heses that they go away: They will justify thele sbyle
s rropowrerinent (B giving control over decisions bo other
pooplel, but subordinates w41l fecl a lack of guldance and
suppirt. Liaisen betveon colleagues {co-workers) will be
pnevcrcimatisd,

An impectant pointi that management style might miloct
e company cullure s miuch a= thy presenality of the
individual. 5o a hieranchival company with-a burvaucratic
devision-making process will suit one tvpe of manager. On
the other hand, a decentralized company where low-level
msnagers can lake the mnitiative will suit another.

Weealuo have o remamiber thit different busness situations

Wwill recquire diffawsnt mianoge bt quaakitii:

& Consider the rrainges who g methodieal, sysbematic and
orifanizod. 2 thal alwavs agood thing? Mavbe therare
srhuntions whers (s better o be mbaibive and fexible, or
i takit decisinns quickly withool keowing all the facts.

# Considor the mapager swho tea good team player,
eosoperntive and supparkive. ls that alvays.a good thing?
Maybe thero are situitions where it's better tn work on
our cwen, baingr aelf-maotivaeted and proactive.

Qualities or skills?

Hera ls-gomthing witeresting to fhink abeut; negice fhat
i Bk abiove hitse ls fefernce o I:l':.'lL".'--a.l.‘l.d qualities, fol
torekills, This disdinction = im portant, Qualitics are'a part of
vourr Sharacter kid p—."m.nn]il.':p' - |'J.'I.I!}' warn prasant at birth ar
fnemad aarly in vour life and you will find it hard 't chango
fhizes 1|'Iil'lﬁ.'5- SLillls, however, ane rJ'Li.nE-; you can I — ik
hoar to 5-]'!-“1' ancibae |.|!||‘||.:|_'u.:||_:.|1.-r or Ei.ve a Emd Pr#ﬂnhl:inn
Skills can be developed and tmproved through practice and
exporince, qualities moch ks so. That raiees many iesues
toir training, parsoial development and carcor choica,

it styles and qualities

Person specification

When looking for candibdabes for @ particubar job, many
carpanies prodice bath a job specificatlan and 4 person
specifiwatioon, This helps recrultment agences and for ihe
human resouince depantment to find sultable people. The
persm spiication willindude ihe skils needed, experienoe
needed. and personal qualitles of the ldeal condidate. The
e belew shows the final section, personal quallibes.

PERSON SPECIFICATION

Ykills and abiliting
This fdosl Hﬂﬂid-:tll.w'ill baabls to domonstrute gy ‘Fullh'l'n.l
w=illu

* An bl s

Personal qualities
Business knowledge
The ideal candidarn will:
have 2 good undersmnding of the market
¢ heep up go date with dovelopments in the field

Seratngic abilicy

Tha idenl candidate wilk

* e able o transhate compasy sprategy, It indlyidual
business unit objectives

* ka able 1o balance conflicting busiasss inserests witlin the
srganizntion

Organizational abillicy
The: ideal candidane will;
¢ bea pood adminluraer
be  pood dme-rmanages
¢ be consthemtiaus and tharaugh
¢ b apood sam-balldar

Relation to subosrdinzcoo
The ideal candidarg will:
* bervm an ability ve motivata
briznde wehign co deologars and when g2 rofer upwarss
] ‘Iul.nupgu-ud nes of cammusication
¢ have an ‘open doce' pollcy
¢ be a.300d [scencr
% have an abilty to-concrol ard gva faedback inoan
appropriaoe way
Charagter
Thie icasd mndtdate will:
© ke challempis
* boprapared ty take Heks
ba hanast and ransparent
* ba single-minded and determined
boable o recover quickly after a setback



Exercises

7.1 Find a word in the text opposite that matches each |
definition below. The words appear in order,
1 expecling other people to obey riles completely [

2 neechng a kot of your-tme- e energy

3 inniohing the agreement of-mast peaple in a group;
democsatic - =

4 grang fraining or advce for-a specfic jdb or-task

5 advising and balping someone more generally owr 2
fanger time period

B machange of wicrmaticn between peapis 10 that they
swork well together

T where people and jobs ate dieded into many levels of
ImprEtance

B taking action before s r'EEdn:I rather thar waltmg untll
presler develop =

Wow do the same for the words in “Person spocification’
opposite,

9 shoyeng & ot of care and sttention

10 ncluding every passible detail and awosding mshh:ea

11 swanting to Sosametting sary much 3o that you sl s
ket arvethir stop o .
12 a3 problem hat deleys of s10ps pingrass

7.2 Change sach adjactive [nte sn opposite maaning
by fillimg in the letbers, 1T there is o prefis, it may ba
de-, alig-, in- or un-.

1 !|.|.!'n|:|||: byeeau L

& cenlralized centralized

3 co-opstatlee co-nperative . hedplud
4 coordinged coardingied [
5 direct direcy

B fleadis flexdmle fri d

T hande-olf hands-

B honest oneat

g iniultlee ran al

10 rmethadical carel

11 orgarizsd crganized /me. v
T Blfecses i) acide

13 supgorine 1) ptaiar s

14 top-down b -

15 trandpanent | Elenr

T MANMALGEMENT STYLES AND QUALITIES

7.3 Choose the best adjective from those in 7.2 {both

columns) to describe thess managers.

| He's under & ot of pressure and looks warried 21 the tirme
He's really

2 (Oince she's made & ofan, she doesn'y like cranging it 5kes @
bt

3 Helikesto get II'I'-'I:H'i'E'ﬂ EII'II:| o thirgs, rether than jusl
taking about them or making other people do them, Hes
g —

£ Her desk B350 untldy -papersevennvhere! It really

5 He podutes complicated rules forewnthing, His apprsach
1% yary

B She’s honest and apen and doesn't try 1o ide amyhing,
Sl sy

7.4 Make phrases by matching an item from each
ealumn,

1 [Ete—_ an yaur own-and be seif-motivated

2 knoww tha initiative

3 iwark . yizign and fad to shaw leadership

4 take siare you stand

5 keep quickly affer 3 setihack

6 gne ageneral strateqy into specific objectivas

7 feoover up 1o date With developmants in the field
B fransiats feedback In a0 appropdiate way

7.5 Complets the text about teams with the werds in

the baox.

B b.IHE;L;n; ._.:.-.-.-' aur rqu_ﬂ:r;.;ci- _wld.hg
Eumg  progness rupa-rharl. PN

The 2bility-1o-lead 18ams 15 3 key sl - the madesn
tusness world. Tha team ieader has to move betwaen &
rariaty of approaches: ' . imstTuctions:
and supenising cesedp attme, ¥ and
ancouraging and offenng sdwice at ather times.

The tearm leader is of courss resporsible for manionng
owerall ! . bt anee the team & op and
5 ard he ohyettves and eam e ap
claarly defined, then he or sne may be ahle 1o take & hack
seat-for short perinds of tme:

Eam meapnbars |ike 1o feel Miat they @n
TrRir iges wirhouT the leader

"._ I ! umn T neck &l he ime
th-ﬂr ﬂ:l ﬂmm T'Hl?Jlarh'-
im'IiﬂIETHITI [Eater 5 expecied 10 give them torsinicive
3 n Their perfarmance

Sie page 146 for some discussion topics.
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At the planning stage of a project the amount of work required can look frightening, To make it manageabls; you

need b develop an overpdl fime frame {bmescabi) for the project and 2 schedule fiimetable) toshow the dates

ot Hmes when mdividual things should happen, Hepefully, through good time management, you will be ahead
of schedule. Amvway; as long as vou're on schedule, therd's no problem. What you definitely don't want is (o be
bebind schedule. That means vou'll be.under a lob of siress, and whien you're totally stressed out, your work will

suffer. Yiu might have bo work leng hours to catch ap. And i vou're - manager, you probably won't get paid

overbime = s just expeched of vou,
M e, s it alweays your fault There can be dilays for all sorés of reasons. Things can tke longey than
planned because of croumstances bryond your conteol. T that case . wiell, deadiines mightbecome guidefines.

Whal eani Ve de o imiprosie Your Hme managemient? Here are some tipss

¥ Use o dignd (0mE calendai] o plan vow fime Safiwan
s agged duch-as Chdloek include tres funcion, But many
paopEs notr 8 wal chart with stickas ard coguEcodg 1o
o) chifleent acteilios.

# Muike ol pian wned thirm priavitee the e Do Hoe i fanky
firit = thwt impartang, Wnpledsany or fime-consumimg ares: Then

voul fuen b8 e RS arpasant aney with 8 clear mind Son
gt distracted by-corg the srall s taaksTirs
¥ LU 2ok s

¥ Enpiand use shEfilng sysem on saurcampute prapedly,
& len of the workifow in Bosiness invalves elecionic papersark,
B WOHE TR TOErel Do T aEcess doouiments, ooy inem

ihae them and schivethem

¥ Delsgite

¥ Dot by 1o bea pereciorist in esandhing It thkes Time o
gt things absoluaely nobtand tive 1§ mardy. Shers Cuty can
b ascEptable; aguckand dify” sofution iy b DK, TRes:

Lasance quality, cast-and tme

But of course you knobrall that, and you have already implemented (hese suggestions Yol e canatul

tim management o plan your workload. You never put off unpieazant fasks or [ose concerdralion. Because
of-thid, vour work is stimmulating and rewarding, You do evervihing with calm ard focus. At the erd of

each day you go home with a sense of achievement. You say o yourself, “The world is 3 batter place today
becanse of what | did inmy job." Bight?

What do managers manage?

Dperations

Flanning

berting andt achieyirig tarpet)

Imprpsing procuctiviry

Conrodling, delegating snd diving leadbatk
Diacision-maxing

Sarstying oustomes feeds

Manapng qualiny

Minagenn changs

People

Flannno stafing neect and recruming anid selecring new mufl
Deveiaping theTasnt, uppoing ahd gueling indiidials
Belagating snd monitanig

Meaivating

Meraning conflict

Camying out peffairmance sy

Reparding achissament

Finanece

Prepaing and regoipnng budges
donisring the nadget

Contalling coats

Miaking Irmvestrment decslons

Informntion

Lhainrgnalon pericgaling m mesings
Regihylisg 1o errally

Ietegrhaming

Acradsng Infarmation on the company [T nefwork
Heading and wiibng repons and proposals
Keeping Blejup lo-date

aeEaking in pubhS ghing presentatons

Career development

Managing 3.'-:h.|_r st
Developing your skils and competencies

| Mitending confeierces and seminars

Reading about recent idess and developments inyour figld
Misiimignig sies



Exercises

.1 Fill in the missing lettars,

i

& i The projedt = .goeng very well. In fact, we'm d
of schieduds, Thework]  w s organized sfficiently
andwe havea Bigwad th waihedi
snesing the o (ffsent stages ol the profect and whst
everpareshould b daing [like our tesm ieader = <hp
has extablished tha genoral gu lines e cwr work.
bt the lesaag iF G 16 us fo pr e our ks an
& day-ti-tday. hass. Of fourse, there am e
cha. ngesio fa-p, butso far we've been abile o
m-§ thane challenges ity & great exporipnes. | find
thee Wik =t atnig anel ris i, H% ghale e a
real 5 et an i

o ach

]

Gl The work.  d in this propect is far bigger than
anyone expectsd. Thenes 4 ot of unespected
P works that A% very Ime-con_ 1RG0 COmireELs,
Things are'not gaing welk. in fac, we'na d
schedule, We might eyen miss the dea
Everyore & totally 51 [+ . People ame
1sking sh ~C & and oquabmy s suiterig. s (ust 5o
frustrating, and ns-not even o fasl — T5 entinely diue
to-gincu ces b d aur corarol, The only
wialy we'reegoing to finkh this work wihin the given
e fr is by finding some- kinsd of gu and
di solution. | kno (1T isn't Kdeal, but what slse
Can e ol

8.2 Complete the sentencas with the verbs in the box.
They are all used with tima expressicns.

Aoy fing make e oulin
———  fum et of
T Howmisch-time de you
boaks about management?
2 kenow you're bisy, but | wonder if you could
soree T foerarion b checs my |

on reading

Tepurt?_
3 Thats it We hawe to finsh fiiee Wa'ee
time.

ob|

B ORGANIZING TIME AND WORK

Plegse ten working devs for delhvery
Lastweeie | sivhoursovertime, They'ng
going to-pay me- fme-and-a-half,
This Teally [sn't important - we'll
rrch fierg (F wve g ik Loty just leave if
Thaesan excellent ided -wedould
afgund e weeks on cur. planned schedue by dong |t
| got destracted this afeinodn, 11 have to

_ time by saying late at the offioe

fog

fanight

5.3 Look at 'What do managers manage?’ opposite.

1

ot

Firid-a word that & used &y o ways!

aba planof bow to spend money, and o) e maney itsetf
F|r||:| il r|:|rrr'|al \'mrl:l that 15 used (n the field ot human
FEsOlmes o maan spEcitic’ knowlediges and stilly, In other
wordls, knowledge and skills that ane wsed for & particufar
Lk a8 particaiar job

4 Reazd tha text about delegating, then answer tha

guestions balow.

A i misnagors have constraints oa fhalr i - s many)
tagks smom urgenl and uitsl and yal no cne peren
caf teekle tham 4l Onlegation i the: answat

Dhes ou've: aopaintecl he - porsan. responsibke o (e
parfcylar lask, you need o boal fhem thonughhy:: He
It Suany @re you . gaing. b allow ther?: s e
shiestled they fmport bk (o you wih progress aptates, and
I sedist detal? And whi Blse reeds 10 B i §we oo T Adtar
el s ricd et you who peecs B snte whint's Bagpaning

l:'-u\‘ﬂml will b g ey [Bsue What hapoens' |l ey hi an

mnmm:mu?m CENT e Al (g rasnonm bl By
from tham - tiguring out soluions 1o proolems wil ba @

mmda mntivation for tham. However, you do need

'll,'-FHEi'tﬁ Bure thal m ate completed successhlly,

Find 3 word frodm the text that means:

N

& ki

lirmits
desal with
give necessary information
{foer words) be part of agmupquE-:rp{E tt'at
abaut hrmething _

ffovmal) proklem
fiahrasal verh) being Sble to urdarstanl:l solvimg

ha*- infomatan

B.5 Read the following sentence and dedde if it's

g

rammatically correct,

Cince your 've aopainied e responsinie for the pamiular msk,
you resd o bisf them rhorowghil

Compara with the third sentenca in the text above.

See page 145 for some discussion topics,
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What is a plan?

An orgarizabion’s vison (Bypically 5-10 years) shapes itz

strptipy [3-5 vears], which in burm shapes its pland (1 yaar],

A plar

& s obpcilves which can e freksired,

B answeers questions that stakeholdaes (e slamholders,
anks, smrployecs) will ask

& builds in options

& Identifios and duant e sl

& shoves how o mdrmize those siska (aad porhaps includes
i comtingency plan fee wisl Rapgasie O Salings o weong)

& allowes progress-bo b messu red

Mher etk te nots ane

# That there iz a sl o planning I terms of management
e ams] research,

# That all plans:make assumpiions, aithoagh these ane otten
ik ksted explicithy

# That therr are soane very specliic Types of tusines
planning (e project management is o distinet business
function i ts swn mght),

Elemants of a plan

M commprelhensive basiness plan for a large company might

i the follkowing

& Infernal smalyss: this covers the stoengths and soaknesses
ol thie organization, historoal pedfonmance, trends o the
buislness activity amil corment reseames

& External analysts: this coviers misrkets; customars,
thie competition, fas, leglskatlon; the gememl busnes
Enyiresment, ¢ic)

& Caap analyslsi thisstarts with b Key s rabsed in fhe
Elrmt fwel porings above, and highlights thirve areas whers
thiene s a gap between where vou'are novwe argd where yoo
want o be,

& Adction plant swhit needs o be dome o close the gapst Do
et meed o b Imiproyed? Doss tchnology nesd fo
b gpgraded? Do staff need 1o be nefraines?

8 Resouroe asseshment: whal the action plan nesds by teros
of hyman mescrutces, material reseurces {og plant, spoee
el bl ings eqaipment), IT mesownoes and financal
eI T

B Targets spedific tangeds- for financal retuns; costs, market
rhane, sales, grovdh; customer satisfacton, quality, ste

& Finandlal issues Gish (e foreoasts, projected profit and
o (T L)

Look st the Contents page of the busimess plan on the dght

[t & the kind of plan that a small or medinm sized busines

might produce by define (= siategy going forvard. The plan

might alse be nesded toshow toa bank itnew fonding 15

recpalred,

Business Plan: Contents

1 Summary and main conclusions

2 Intreduction

2.1 Current situation
2.2 Need for change

3 Internal analysis

31 Internal strengths
3.2 Internal weaknesses

4 Market analysis
4.7  Esxternal cpoortunitics
4.2 Externad threats

5 Marketing plan
5.1 New product ideas
5.2 . Pricing issses
5.3 -Eales targets and market share targets
5.4 Geographical diversfication
5.5 Improvements 1o dstribution chanrel
5.6 Advertising campaigns

b Operational plan
5.1 New plant and equipment
.2 Effisency of production process
&3 Productivity 1s5ues
64 Ideas for saving costs
6.5 Duisourcing proposals
6.6 Quality issues

7 Financials
71  Cash flow forecast
T2 Profit and loss forecast
8 Resoure 'mqu-irum:nh
&1 Human resources
=



Exercises

4.1 Find a word in the text opposite that matches each
definition. below. The words appear in order.
1 all those peaple whis heve an interest in- the sucoestof &
plan, sysiem of onganizeton
2wy wordsl-a cobrse of scton that you-wall take 1
semiEhing bad happene in the futus oLl
3 belietsahat ans wsed as the besis for anidea, Gut which
gy el be pormect
. I]r'.!l:lual [TLBFII]E'S of gevslcnments, tendences

(Termal laws
rhakes peopke notice something and think about o

i un

¥ -a facary ar bullding where an industnsl process takis
piace anid all its hieay machinery

8 things that you try 10 achiess

S e words) phrase affen used noa busmess oomlest to
mean ‘i the fature

Mo do the same for the "Contents’ page opposite.
10 prediction

8.2 Onge verb from zach group doas nat go with the
noon at the and. Cross it out,

Chisck ary unknown words in a dictisnary:

I cul, estiymats, mplament recover  cost

2 | pocess achieve garbhold of, withhold  informatien

3 corsier kesp oped, meef, suggert  opiions

& be based an, cary out oo, make  research

5 dentify mivmize, quantfy mech ks

o oot forecast, genemle 5ot uo -sales

4.3 Match a group of verbs 1-3 and a group of

adjectives g to the nouns below,

Chack any unknown swords in a dictionary.

1 achievs, excesd, f&l shart of, mest, reach

2 clanfy deal with, discuss, explore; focus on, rase, bckle

3 coma ugp with, go ahead with, iImplément, beep ta, put
Farwasd, shelwa

A ambitious; coarlingenny defailed, te-paint, iong-term,
pealiste, straieqic, three-year

b ambitious; annual, high, nimel, sealstc, @@les

¢ basc, central, (omplisd ruial, main, sice, uniesalyed, Wil

Piin tamet. T 0 bplan T 1] Imoe

9 PLANNING ANMD SETTING OBJECTIVES

9.4 Rewrite the sentences using a verb + an adjective
fram exercise 93, Keep the same meaning.

1 We wll go above the target we had althe beginning.

Wl Excoed aur e tanget
2 Wewill go below our vearly target.

Wewil ______ fur targel
3 We deaded to start the plan for the nedd three pears

We decided to the

Ean

4 We will have o stop our 'plans for the futing Taltheagh we
might contings with them Liter),
We will bave o e ]

BT
The-issie that they wainted us 19 consider 15 very
complicated
The ssae that thany I VETY

]

2.5 Match a group of verbs -3 and @ group of
adjectives a=¢ to the nouns below.

1 afange follone, go according 1o, revise, stick to

1 achepve, tall in, Tulfil, meet, reach, e

apies, cut, incease; plat, modice suck {0, subre

5 T]

clear, key, imsed. long-tesrn, makrn, overall, primang, spedl
annual, draft, ficed, Bmited, o, 1l maketng
ambstious, busy, strict, ght, skl

m o m

ohjectye || whadule [{hdget

6 Rewrite the sentendes wing & verb « an adjective

from exercise 5. Keap the same meaning.

1 AL s podtl we |ust meed todecide oar gensral ohjeciaa

A1 s poaht we (LSt need Bo ]
___ ohjactives

Wi mist kesp 1o the scheduis — thera's ondy qust enough

tife

Wi gt the schadula - i yery

1

2 | hatie i geea provisonal bedost so0hst they can miske q
dehar. (I chn be dhanged Bied
| iy 2 a
budget:

See page 147 for some discussion topécs,
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What is leadership in business?

l!:l:la:']:,'. an entrepronanr ehoiars ]l:ad.-:rﬂﬁp TT&&}"H&H thieir
mvnb‘u:]mmdﬁmhtti]ditupﬁnmmtﬂt Bt ki
hizad of a tearm, 1:|:||:l:|.11:|:r|.u11.t-:|: |wr_' Drﬁ.‘l‘l‘li‘.":ltl"ll.'ll"l can also
shewy ]ET.H:'E.‘I]'Ii:P. What do s 'PED'FI'IE hiawe i oormon T
Acgood way o answer this i= to ook at the dithesonee
bebwesn leadership and mamagement. To smplify grestly
# Loadars look at the big picture, wilcome change, e good
i m-eil.'iv.:lrin-ﬁ' and i'rd']unnn'.n.ﬁ. and work wall alome (or at
tho head of feams).
& Managers look at the details, welcomme stabilliy, ore goad
at uuprn"i.ni:r'qs. and wark well as team membwiz.
Inaclditon, managers fend 1o get thelr autbarity from their
i {n bumis weiths aubordiiiies ), wihille leaders et thiotr
authoeity from theie personality. Poople just turn io lesders
for guidance, regardiess of thelr positon, They Bive a guality

ol }'H:'l‘:.l;_mﬂ :|I1l|.'ll:hi".'L
Eight characteristics of a good leader

I Vissom: this-mians genemting ideas about the way ahisd,
el then getting buysin (= commitment foa shaned goal)
froem b prople,

1 Mothvation: as wiell as obvipus things like salary;, this
i hipdess prassse, apprectation aod mcognition

Motivation

| Asurveyby Kaissn Workleig with nikers
In 8 wida range of industry Facagmitinn
mﬂm{ Hﬁlﬂ'ﬂ] Huiping ethera
’:ﬁ;‘mm Varied pnd inTeresnng work

Financial rown

Coatl working stirpepiede

Empowsrment

Physbcal envirgromend

Motice tha dominance of the top three calegories:

4 gensa of gohievemeant, and hawirig thil achiessmant
recognizer. appear fo be-strang moliaiees. Posalve working
relstionshipa ara also iImpartant Mokkes flss et Tinancisl
rewiard’ wasonly rankad sisch. Thighis quitia surpeismg

Thin ssaarshars: fran asked people what mada them lesl
biad al wark, Hers, the mos! common rasponss oy bar wis
‘a negathve exaerlenos with colleagues . & ranpe of ome
facinre ware alen rantioned: laok of recognition ompany
paliices, strete, bodng workl sic_ltema that were maniores
leds nhen ncluded: |eok of sUnpart. having 8 hao bods, (B0
of dirgalion and unsstiefactory favels of pay Thesa did nat
LA i be mpodant dematheetoes

!i

(2]

Emotional mtellipence: this vsed to be callad empathy or
irttuition. It means ‘reading people’ - knowing what they
want or need.

Empowering others: (ol people what you expeoct from

them, grve them the kools they need to sueceed, and thisn

get ot of Bvele way: Leamn 'bo lisbens nothing is mae
empsrweslng than being heard.

5 Being trestworthy vour behaviour should be consistent
with your bellels: plherwise people wion't frist i,
Actonsspeak louder than words:

& Taking risks and managing change: leaders need o be
chanpe agents — nca fast-moving workd; any onganivation
i sbnnds sl weill fadl, But change brings resustinice.
Leaders have to explain why chamge is nocessary,
establish a process, involve everyone, provide suppor,
costumunicate the oo bevmes and-share the beswefits,

7 Focis and falkna-through: this invoelves setting priorities
and doteyg what vou say you will do, Unfortunately, many
lgaders are poor finishers.

8 A sense of humour: the ability b laugh at yourselfis a

good wiry to belng others along with you, Tt demonstriles

i 'depree of seli-knowadpe.

5
e
&
5
i
H

a8
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-

&
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Tha researchers drew the following conclusions aboul

motivation:

B3 taskenrientad besiness world, 5% impotant 16 B
memembsar that reletionships ard the ‘ematiarml” femersion
1 wewtk &re very important:

0 Racnaniton and pastve feedback are the oyypen ot
medisation

» Employees ask, What's in it foo med! Bigrieds SL0CEsS and
glistomer safisfaction Fid not éppear & mobi/ational factoes,

» hotivation ant detnciivation are rot equist and sxedt
oppostes; For example, whie 'schievement’ was the
strongest mothatorn lailure was rarely mentioned & &
gdemoiiaiar



Exercises

10.7 Find a word in the first two sections of the takt
opposite that matches each definition beélow, The words
appear in order.

1 froewc weordisd from the begimning

2 (three wards) the whole sfuation, nos |Lr5r Qne part ;h’r i

3 the Wiy N '.r.uhu:h SCHTEONE & Inwoiwed In-an activigy; postion

4 understandmg how other peoales feel
& knowledge that ishased on feelegs 1ather than facs

6 giving semeans more crntrol gser thair ife and work

T ablpto be trusted
B results

10,2 The text mentions ‘pralse, appredation and
recognltion” as belng a part of motivation, Which one of
these Is the strongest mothvatos?

102 Loarnegrs of English ofian use the weord
‘sympathetic’ when talking about someone such as

a good leadar. Pirt a tick [} by the daefinition which
matches how a native-speaker usse this ward,

1 Ieendly, nlce |

2 wailing'io yndesstand someone's pronfams-and help them |

10.4 Make phrases from the ‘Motivation' section of the
text by matching an itam from each column.

1 peitive— o imbemin (Mot

e T 1) = fepdback rom Yoor boss [moinmio

3 seme of recoan|ton (demativaton

g Ak of cxpErEnces with oollsagues (dematiatar)
5 company oriented biainess werld

& ohysical polines

7 lask- v

B financal BT T

10.5 Camplete sach santence with the correct form of
the word in italics. Sometimes you will need o use &

negative form (de-, un-).
I fead
a Itsthe _ rompanyin the fisld
b Wethemarksr
c 5She showved excellant = —— ability
2 mothaie
& “hense of adhievement & probatly the number ong
= factor
b | left my job bacause it offered no new challenges | wal
b and e

10 LEADING AND MOTIVATING

3 mansge
a =

SeE
b This atuatian & outof confrod ity camipletely

~ phangsin 3 fast-mioving wordd isa’l

A sty
& A o wedl dose goses me 3 great fesling of

b My wedking conditrans ar termtife: Thay'na jist totalky

5 anales
4 She's good st separating @ comolex protslami inio i parts
- 5y very = —
b On the whole | agrea 'Mrn _I,n:|ur =

0.6 Read the text sbout influendng, then answaer tha
guestions belaw,

Lau.rJnru. are geod ol nHuencing peonls. It & I-i-ﬁdm*d'-l']ll
— wery Irparant, bub olfén - onoeed Ii'lﬂxﬁhglﬂg maj
take ihe form of pemusding pecple jo edopt-their idean,
lnspiting paople o achisve caftiln “goals, o ereating
ralatkinghips.

infiuenoing regueas 3 mix ol nlerpErsonal, commirscatk,
presaniation snd asserivvenass ekillg: And most rmporkstly
you fesd 1o s abis o adant and modty yowr parscoul
shyie whep you 2= the stiecl 45 having -on otfers; ou
e2n loree your jdeas on other people — ey have o faol
BCknowledged, undersiood and aporaciated,

-'I'I‘E}'E‘h.q kind ol buzz srotind & goad infuenoer, They don'
maan;-Barme and. esmolain. They =se wha! neads doing
end then starf tElking 10 athars (o try to gat agreament i
B,

Find a word from the texi that means:
1 reach, wsiasd in gefling
abulity to express your idass firrriy and sontidenl |:.-'

L]

3- heard and accepted
finformali abng of pléatans or Brritement

I

5 infarmal camplaln i s annemiog way
See pane 147 for some discussion topids.
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Every budiness faces risks, and many of these are insurable.
Instirance may b obligstory, or optional, bul it s certainly
i part ot prudent nsk management. There are two basic

types of business insurance; lability Insuraince and property

IS ICaAnCE.

Liabllity insurance

Liability insurance covers damage caused (o other penple.
Anemploves might suffer o work-related accident, or 8
visitor might slip on a polished Aoor and broak an arm,

s eather crse, they oan sue you and will v to prove
negligrmoe (= failure to tale enough cang), Ther is also
product liability insurance (in case someone soes vou after
usiig o prosdic ], ond professional indemity insurancg
vAmE malprachice imsurance] bn case a client sues you for
mutking n costly mistake while advising them.

Property Insurance

Property msuranes covers damage o the insued s own
property: Damage might be casssed by fire, vandalism, ehe,
The company might sl need automaobile nsumnoe,
Some policies Include the servaee of 2 la'.-l."ll.rur {fml
attorney ] in thie eviest Bhat sou’ oo sued, while others don't
And {t's imporfant o remember that your protection i
lErmited te the masimmm on the policy. [Fa coart awards
damages thak evoesd this !'iguru, thiem yima're liabbe o the
ohi Flesreca

Policies

When veuw take aat an insumnge policy (Fe contract), you
make a regular payment called a ‘premium’ to an irsunen
The policy states how much will be pald and under which
cireumstances. Read it carcfully, check the small pring, and
in particular check any exchision clauses, After a year, before
the contract éxpires, you will be st a rinewal notice.

Insurance is avalable through weveral channals: agonts (fwho
work direcily for ong insurance company), mdependent
brokers (who search for tye best policy amonest many
albermanves) and direct selling (often over the Internet)
Agpmis and brokers work on commission,

Claims

I you need b make a claim, you fill ool a faem and wait og
It ter e prrocessesd. I the fscrance company saspecks tha
wou'ne inderinsuned, or claiming too much money, they can
appoint a [oss adjuster (AmE claims adjuster) o examing

the sltuatiom. Eventually, they pay oul and you recaive voar
Compansation,

IF an insurer foels that |:|'||._-!.r have taken on oo much risk, then
they can go b o reinsuramoe company. b provide cover for
themsehves,

But you can't insure against ...

Strategic risks Integration probleons ansing from @ merger or acmuittion
Changes 'n the market such 15 3 new compatitor oF change: in demanel
Mlew technoiopes' that threaten your butinsss model,
Palitcal | Ecopomic Instabiity in 2r axport mirket,

Breakdawn of key equipment.

Supply chain probiems ate delivery, quality lssues ete.
T filure: foss. GF cista. darmage due 1o virses or hackers
o il that £3s15 oW ha reat s e

Operational risks

Financial risks Cash flow (= liquickty) problems

Bad debit

Increased bank chirges an 3 bban {more expendhe oedit),

Changes i forern exthange rates.

Emb=dzlement {=wien somaone: sieals money from: thisir own compary).

Mew employmant legsistion,
TMew haiskh ard safery lagislation.

Failure of compliance
(with new taws)



Exercises

11.7 Find 2 word in the text opposite that matches each
definition below. The words appear in order.
1 zersible-and carehsd
2 |egal respensibility for something
3 stark 4 lega! piodess- 1o geb money from semeces

4. formal protection agairst boss or damage

5 delibarately damagingdhings

B (two wardsh makes @ decision to gie someone
comipensation

T (twowords) sactions of 3 contract that sey what isi'
covered by the centract

B o words) wiitien reminder that & W‘I-‘l'l'ﬂl:l & gaing {o
end soan and you must pay # youwant i o continug

g f,n".!.lasm' |.-'En'.:-l give money as-the result of an meurance

chaim .

16 money that semeore receses because of damage thiy
hore suffamed

Mow do the sama for words in ‘But you can't insure

againut’ opposite.

11 (g o) moray thas woll never-ge ooliecked from
customers

12 ffarmal the pactes of chaying 3 law

11.2 Make phrases by matdhing an item from each
calumn,

1 belegally=— for the diference

2 trylo prove darmanes

3 award - ohiged 1o do something
T [ regligencs

5 taks out a renswal momce

& take on an Insurance palicy

7 besent the srmall print

3 check too much nak

11.3 Cross out the item which has & different meaning
Lo the others.

1 o ofspdde fie, pufds, sulirl & Claim

[0 meel pay reecT Serfe d claem

consicermtie gl podenmel sevaln, Sgriiicant ik

o avovd, face, nwn, fake Ca sk

[0y eSSEss, rasESLTE, TR pesigh oy The sk

Lh B Ll Bd

11 INSURANCE AND RISKE MANAGEMENT

11.4 Underline the comect words In italics.
1 How much b-ihe nsuance e/ on your car?
¢ Do you Fave Insurance for / toanyong 12 drive-the car?
3 You have 1o ke ouly ke un bulding and contanis
Inswerance as 3 conditon of the morigags
4 Thi palicy prosides insurance sgamsr | o favowr of loss or
damage by 1 up fo £5,000.
5 Weve Insured all pur IT equipment for /v overa million
BN
B Can you daim the damegs by an wour [nsurance?
T They aigd ! maae a daim for / of damages
8 Thereis a mk mof of consimens by froem these products.
e wall hawve to withdraee them from the market,
8 \We aeat/ win rek o be | oo beng sued,
10 You'should go to cowrt | 'the udge —you have a rght
regharul claim,

11.5 Complete this went about risk management with
the words in the bosx. Check any unknown words [na
dicthonary.

contrgency phvt  damage Unftebion.  esralatkn rocedire I
erpascye foore  memieeial aciion Ak eRSeSATETIEY

Some comganies haye a sk-takmg. rutlure, '-I'd‘ﬂ!ﬂﬂ!ﬂ-
want fesi ! : E!.Iﬁnm
cire, the semor managers of lege comparnies are likely

to prepare regukar ¥ SN
typical ool here 53 fek mags This I'ﬁ*prr:hahlll'l'fﬂﬂ 'I:h.l
harizontal s and impact on the vartical aos. Ky risks am
brainstormed and then plotted an the map. The platting
process belas to carify the rsks, snd themn laads on 1o
discission sbaut sk managemeant,

Sarme riges can b raduced or shrmanated, othors wal Have to.
b accapited. For fhose io th latler categtey Lhe carmpany
npet tohava s (= Back-
up pland fes when things ga wrong, Ths could wolve soma
iritind maoadiines ok thie Situatien deteriarated, and then 20

- (e rere sinior

[ TiEr mmpnﬁ:him ff 11 turns ints & criss

#nd orizes 00" happen — managers have to respond 10 1t

-.nﬁmgr-mﬁarﬂ'hh’
fintended to-improve the sitiation) on the spot. In @ worst
mﬂ@mﬂhﬁt#ﬂhgm becames 3

See page 147 for some discussion topics
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Manufacturing

Manutacturing is the transformation of raw materials o
Fnished products. Tt happens in fsctoried, plants {= Fange
factories) and mills {usad for specific industries, e stee] and
b tiles],

The word “manudacturing’ s often astociated with iIndusiries
Itk anstezs, chemicals, iron and steel, These Industries, based
o mukss prosduction, wen onee major enplovers 0 areas fike
Americn’s "Bust Belt {ineds, Indbina, Michigan, Ghio) and
Englaasd’s "West MicHlands” - pegions assoclated with readily
avisilable coal, Inbewr and inland wanerwars {= camals). In the
parriod afler the Second World War these Industries provided
jirbes bor lange numbers of blus—collar workers. working in
seure; well-puod jobsand protecied by anlons. During

e B0 ansd B4 these industrics became unprefitabld (n
Adriericn ond Evrope. Production methods were increasinghy
bl bl and this type of heavy indusary. switched to ofher
couintries, particulaely Japan.

In Japon a new approach fo manufachuring emenged, 18 had
mikny labels, but Tovola Production System was the mivet
commion. Key sements of thisapprach wore elimination of
wasle, reducing inventory bevels, and increasing eficiency
thwough e simplification and standardization of proceses
an] procechures. Many ol the care cancepts still in use

MGINEERTNG

rcrit bmating and ooofing
il ROUIPETETS AN MRrninaTy,

TYPES OF
| ENGINEERING

today are Japanese words suchas 'kazen’ {conbmuious
imprevement] and ‘kanban” [checking irventory [evels with
simple visual signals)

Thie new approach led to a renalssance in manofacturing all
o e world, and evobvad ints modem-day philosophiles
such as Loan Manufactoring and Jisst-In-Time (JIT), Thede
preas any eiplored inounit 16,

Meowadays the term ‘manufacturing” has a much wider
scope. It includes aerospace, autometive, biotech, chemicals,
chothing and footwear, electranics, foed and bevirages,
paper and printing, pharmaveuticals, plestics and polymees,
shipbuilding, stesl and textiles,

Engineering

IE & company makes mass-prodisced producs, (s genecally
refermed toasa "manulfcturing company's It responsible
for comples progects with o high degree of customization, it's
generally refered Beas an ‘egiieedng company ',
Engmeering as @ protessional activity involves designing,
botlchng and testing things, Engimeers ame fascmated By oy
and why things work:

A simplified breakdown of the many branches of engineenng
5 shawwn below.

TAL EMGIMEERING

GINEERIMG

SOFTWARE El

Oiperany BiErny COrmatar E’ﬂrlhlﬂ
; .' BT I E.E.I'|.'d.d.y Fp:du_ﬂ_l., menilanng
g ingusirial processa




Exercises

12,7 Find 2 word in the text opposite that matches each
definition below. The words appear in ordar
1 fwed wiordsh nintural-substances; before being mads into
something
2 red-supstance- that forms on meta when i gets old orwet

3wtk - olass

& prmanzations 1hat repesent the workers Ina paricalar
industry

8 notmodern enough to be useful

B - all the itemes in cne-particuiar ace; stock

¥ call the thirgs That @ partcuiar subjact teas with; renge

8 mformation that has been separated info difiesent groups

HWow do thie same for the words in Types of enginesenng’
opposite.

9 walis built-acrass a-river o Create alske

10 mmachines or tools thiut de-a spacial job (NOT souipment’)

11 the process of getting rd of something

12 foosed firmly ar'u.i distply.in something sl

122 Maka phrases by matching an item from sach
column,

1 mass = jot (protected by unions)

2 wel-paid R"\.._H iedustry {eg seel}

3 hieawy N congapis (ol a phifasophy)

4 come S pngabaction (methods in industng)
5 continuous quality 10d industnal prodects)

G wide improvement = ‘kaizen’)

7 residential scope (of 'a subjact or acthityl

B conssten bulldengs (i cvil 2ngineering)

122 Underline the correct waords in talics,

I tachines, especlaly large nnes, ane called pgliprmenar
frachimory: Al the iools, machingsand ciothes, #1c that you
rited for a paricular job e called sguipment | imachinany

{  oomiries of actiore That hasea partioular rewl i5 § process |
procesre; & wint ol ciend something, ewpecialy The corred
Ar AWy 158 procees | prendes,

3 Uspless mAteriall and facts that sre |oft after & process s
finished e callsd podiation ¢ casie; damage ciied Tothe

drairanarient by herrful chemicale {5 callad podufnn / wasne

12 MANUFACTURING AND ENGINEERING

12.4 Match three verbs (one from each column) with
a similar meaning. They are all typical activities of an
enginesr,

anafze — #s5tahlish keep an eye an
gomstruct s put intoooperation find out
dafaiming “axaming cafry cul
mmiplermert SUperyEe o over
monitor aszemble puit together
slimrate replicate gel rd of
evaiunie fix be n charge of
manage R it
rEpE Asgess weigh up
simiilete iR puit back into
wisrking ondée

In general, are the verbs In the third colemn mone formal
or mane infarmal?

125 Complete the text with the words in the box.

em?:u.mlﬂ_f:.‘-f;fe (EeTh .ra'.'anfrqr fisk [

aTn e wpasbaeaamg  wereinog

A Targe I5 @ place where mintal ks heatea and fhen paused
Intoa’ ————— s thefiret step In the supaly
chain for many car parts, And the higgest forge i the wodd.
is Bharat Forge. i Pumne. india, :
The compary was founded in V5861, and in the sarly
:IEr.i:ll:I-E-s- gained a eputation for q:ujrtgrand
. Thary, in 1988, & spent o huge
r of maney on bullding & high-ted
(T n-enginesned |J|.:|rlt. Along with this mvestmgnt in
echiogy. came an sal rmanpower
Fﬂn:llnmaﬂy Bhasat Forge hod employed a poarly edudated
o bt e 1 started repacing them
wHH white-coltar college graduates.

When the outsouscing wave Bt the auto parts industry in
the 19905, Bhiarats now plant wes ¥
and feady (o compete

Mire recenily, & has begun & strategy of acousitions In

'El.i-tl'.".‘:'.l&-il-l:' ‘China. Mostof its production is 54l i ndi,
it s and low Iabour costs, but
ﬁ;ﬁa-ﬁlﬂdﬂn of srall glarts nearer to-the customer reduces

supaly chain *

Soe page 147 for soma discussion topics.
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Sty the diagram of an automotile plant and the notes that explain what is happening in the different
areas, It is based loosely on the Vabve Trocks plant i Gothenburg, Sweden, and some of the vocabulary
below is specific to the automabile industry: (Check ina dictionary if necessary) The assembly line starts

om the left and moves to the Aght, and varions assembly stations elong the lineare shown by small squanss,

e ot Hadd alther Iy
mlmrmﬂr.ﬂﬁhﬁmmlhiﬁh

Hﬂﬂhﬂmw”—imm& - :
ﬂ'rlﬂth Ko siirg that thiy deck B, Thi Ml staga,
Mm&uﬂi ‘elure lewving the
2, Serage srer parts 4o mwmw mﬁma-l rau':.p.::n'h mﬁg@ww
0 the sisombiy in g stored. “ramge i spanners m&m o b “Any faulti or
bere. There iy no aeed for a lage them g thalr ol “ekintrupaicin
s 88 Just- 0 Time are desit with
.m:& that thers 5 very | i ey,
i::uhmu':jpn the plart..

This particular factory s a very modern facility and’ the
Enilh:dru:hmtaﬂrmﬂ.mnprdhmmmmﬂmlu
(here are no problems the plant can achieve very high levels
of thremghpal — perhaps 200 trucks nolling off the line every
diny:

However, sometimes the line has t stop-and the machinery
is idle, O course the machinery s designed for heat'v usd,

?ru. H 'T.Q, mu-ﬂh'l'mm
s arma for workere
uhﬂg:'m planms and oven frew,

5.- Frent and rear sl
deliveied from other

Witk war

mmw:h; r= diliverad.
ﬁqmm:ﬂqﬁml all the
_ chetie i e

.mm

chagsin ::_] Mmpnuminmm

: ﬂ:llr‘fﬁyﬁm \

3'm%mnm i

o
it
ﬂb 4 dering the curcent

bat there will always be seme wear and ear Asimple
mechinical foult mey b easy to Ay, bobif o key piec-of
equipmment i out of ovdes, then its o very serivis probiléin:
Dby mre vy expensive; particalacly when (heee is.a Tull
order book-and the plant is working st masicoom copacity
The svsbern relies on regular malnbenance s thit downtinne
= reduced,




Exercises

13,1 Find & ward in the text opposite that matches gach
definition below. The words appear in order.
1 large factory where an mdustrial process heppens
2 peope wito-put- together or repair machenes o eguicmend
3 [mionmal a !uffu-: |= latters gt the end of 3 word) used
with many nouns. and adjects®s o mean speaking of” o7
‘referning tat
4 percd of work time in 3 place whers some pecpie
work dunngthe day and some wark a1 might

& differences between things that should pethe same
£ a building wed for & particelar purpose

T made specially for someone’s particular nesd

B |.|'IE ampunt of work that = done in & partiolar panad of
time

9 (pbrasal rerbj g steadiy of

10 ol Being used (machings o factoreas) -

11 [theee words) damade which happens when 5|:|r"E1J'H19 15
beeelplp

12 the peceod of time when 3 I'I'IEII:hII'IE i '.'.:tu-r‘l;lnq

13.2 Study the language box balow, 1T shows language
for describing objects in a factony. Check any unknown
weonids in o dictionary,

Mrasuremenis

Tts farugth' ! width [ height [/ depth i thicknes & 30 cm,
1% 30 e lanig £ wade { igh f deep i thick,

it 2 e dorg by U5 m o lside by 1.2 m high

Tha plpe 15 75 erin dismeter

Thi aves of fha erpss-saction & 4 Sguare metras,

Tha polume fespacity) 5 8 cubic metres

It el 20 kg - rotndad up to the nearest kiogram,
it wesgiht & 20 kg

shn,p-u__ g [ h
Itsflan cuved, squaie oreafar fraundl, secTamdn
cplinohicel, L-shaped, shaped ke the feirer L

Cover the language bax above with a piece of paper.
MNew loak at the disgram at the top of the next column
and fill in the missing letters in the dialogue below,

13 INSIDE A FACTORY

5

£ Hiow Digos he steed tar?

B I 100 centimedres '
10 centimetnes

A I sedry, Sh Rolse (N the Tactony i very (oud! hd you say
that te 5 100 centimetnes?

B: es, and the w t 15 and the &h g 10,

A K, That means that the area of the Tor -8t I5
150 55 # cantimetnes,

B: Thats nght

A e how ey o Y

B: It 5 82k,

13.3 Stady the language bosx betoaws, H shows language
for describing problems and adjustments in a factory,
Check any unknown words in 2 dictionary,

by 15 centmetres “w oy

il i 1o The fearest kilcgram

PFroblarms

The gears hawe seized’ Lo

A balt has worked iooge:

A lnack has shagmed off
The scraws fenve Corme oose
The seaf ey Dursi

The leyer as farmmed,

A e il

Tﬁ:m HwawE uT oLt

A«diuwmmu

e nipa 1oy clismanthe Tha unlf

Cart s it/ sherton Jwadlen | Bightan £ leaies (12
Car we geeid of upd Can we tow i down ?

I wevking CHC Bl s 1w faed toresad thi mactinng,

Mow match thesa verbs with the definitions balow: burst,
be jamrmed, rin out, seize up, snap off. work loose.

Nt have amy mgeg left
beeak ot with a short loud noise
break open suddenky

become not firmsy Sed —————
ni longer weork beciise somiething iz siopping the pars
from moving
G suddenly stop working

0ol U o =

See page 147 for some discussion topics.
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1 S———

Procurement or purchasing?

Tha waord "procurssienl’ means ‘fiding avd purchastg
supplios or aquipimeh, apacialle thiogs et o difbdl W
gat". The word “parchasing” inside that definiton &= a formal
wordd for by’ The ols dile "piscladine siamapee’ 15

shill nzed, althougly thess daps fhis peraos miphil e called
':-||.|Fl|:|l_l.-' chain m:|-r|..1g|-1r' and have biradisr ﬂ_l-r_.|:rm1§:ﬂ'.illli|_l-,' Frwr
BOMITCINE, |ngii:|:|rh. alc

Procurement

Procumeniend i o crucial Finebon o busimess —it's probalsly
b apen whore oot savings can be made mest sl

It i | e

I Finding suppliors: v may make cdiqect-conbact with
potontin] suppliee, dr Yo may ese plblie adverbakig in
Fhar torrms of & Roquaost for Tnformation (RFTL & Reguess for
Cluntation {RECY, or 6 12.,u||,u¢n;} o |'1'||F||_|1..l|| [EF)
Hackyround research: orce g miimber of posaible seppliess
have bhism bounel, o maed feodiseomdsr riasne bakarmd o
sheark Ehimie precatoct quality and alse thisr brack recond
for installabon, malmberanee and swarcaniley, Yoo mav
ecarrnmat product sarnples and perhiaps catey out some
trials.

Mugohaor you negotive proe, avisdlablity
custamization peasibilities, delivery sohisduilis, sie

A combract s dravwmn up

Fultitment: rhr=51.1|1r.-li.ar e, _n:h-pm anel dallvess il
produck Any installation and ieskning = carred oo

W otk Lhink of FrocreTmET ni @ mansifecharing contest,
I:|1'n1|.'.'|r|.;q all the #ems thul o o arra ko U the Firtishied
|.II|.'-\Ju:I (g rowy maleriels, '|'|:'|r.|1]1|'|1'||.'l'lh-i-..'|r1|.'| partsl It it
||a||.1|.7-|:n.-| m-every business, ardd includes e purrilua' il
e \'dl'it'l:l.' il El:n.'d:-. and services — mom low valus
itenes Like office supplivt b commplex and contly items Lo
ctriaLil Havg sery loes

Procurement is e g of Bosimess fryced apet It ..1.1|1up|:ii1||..
rithor o bockhandar feomoa -.-uFr].1|:||-r foca managher 083 thank-
w for I'L'ing chioger, o éollosinn Fobe e the o to fal=ify
prices, quality levals; et The EL has & very sdrict system ol
competifive tendering (= bidding] to aviodd thess probilens,
and many companies- ake pperali o threeway check of
prperwoek, This venlves W invalees and deliveries botng
verified by & purchasing mangger, the adeants payable
department and the plant manager.

Glebal sourcing

The retabed term ‘sovrcing” means “fmding and evaluating
suppiliers’. "Outeoorcing ' i dubcontracting work o exernal
comipanies. T these external companios dre im another
colindry, e (1% “glalal domireiye’ |or ‘affskanng’)

Global sourcing k- oonbrovirsial becwise of s mpadct on ubs
= a lprge mumbeer of prodac bon amnd bedk-oflice |obs ame Bt
orhore, Hovwever, [f the company becomes muone suctessiul
s a result of its lower costs, then new jobs jeg in salis,
markeling, consalting, project management) can e creabed
emeshone, And certaln jebeare nearly alwayvs Better done by
oreshone 5EilE = thioss pequilting coea vty oo Sesdble thlskin,
COhfshore counterparts temd o ngorewsly follow [nstmections,
lveo micent trends in global souming have been

The movement offshone of [T-driven servios sectors like

banking, telcommunications and nedis {ie nob just

rinutachirng)

Mearshoring rather than offshoring, lor reasons of political

prostuns, high foel costs; logisties and managdment

coantmd

Global sourcing

Benefits Drawbacks
By eduction in labour Complexity of
communications between

coaka
. people of diffensnt
cultures dispersed amund
the warid

Superior service levets
{eg-24-hour suppart}
Abitity to undertake
smller | praviously
unprofitable} pisces of
Witk

Extris transporkation costs
[mil prices affect shipping
costs)

Enﬁa costs (eg bravel

Tmiproved acceds to skills

Synergy fram working
with & partnes

{eg a transformation af
business processes arsing
from new ideas and e
ways of woerking)

and Living expenses) For
affshove wirkers visiting
the orshore affices

Issues of security of data
and: prvacy wihen other
companies gat involyved




Exercises

14,1 Find a word In the text oppasite that matches each
definition below. The words appear in order.
1 & wimiten staement-of exactly how much money
something will cost
4 (o vonds) an organieation’s-successes and faillres owver
time
3 extended pariods of temn-u = i
4 supplying the-thens that have been ordered
5 money ma't '|II:I-I..I. pa,l ilieqally and secretly 1o get semething
dose; bbe
6 =ecwet scivities of neople who Wwork together & do
=amething dshonest -
7 (formal) process-of invitirg supplies & I:||:| for-4 confrac

B docaments for gools Grwak flore
8 the interral poerator of an ormanizetion that
are not atcessible or vaiBle o the genersl pubic

Mow do the same for the wonds in "Global sourding'

opposite.

10 'art to do & peece of work

11 extra efiectswhen pecpde of Basingsies combae and work
ngethar

12 disadyartages

143 Completn the santanoces with the most sppropriate

word from tha box.

eimaie’  proposd Guohitionguods fendkr

1 I yo 528 somepna how much 3 jeb sl cost: and you
limit yoursell 1o fhat amount, 1han you gie her a8 an

2 I you tell samanre fow much a job will est, But yau
peseryE- e fohil (o change 1He armoufil (e 1 CicumsHnces
Changs o the wark Lakas \onder than axpedaiadl Then by
fhte thm-a £ an

3 IF pau Eoduce 8 lormal plan for a mas comolie geoject,
tellirs] the custarmar fcey you swill carmy it ool 30 Aok much
it il cost, them you makes a ¢ an —

4 I gau i the sarme as 0 #3, bt n resporss i a
PUBlE rviaton o e for the jdb, and s oompetifion
With ether srmilae companies, thes youput i a &

14.2 Complete the simplified explanation below with
thesa words: sourning, pracurement, purchasing.

e —

14 FROCUREMENT AND PURCHASING

144 Complete the words by adding a preposition at thi
beginaing ias a prafix].

In & busingss context, we can use theword ' share o
mean in/ frome gnother country’, the word & sham to mean
‘inf from your g catiniry’, end the word * shiore 1o

refer 10 & couniry that s higally plose 1o yoe awn, or
ter & reglon of your awn country,

14.5 Study the words in lists A-E. Check any unknown
words in A dkhpﬂpqr, Th:n qmwril-nu guestions belaw,

e "mrnetu:vdyl ask +-:r get, prepare,

PSR | a fuatation
provide (somebady with), subrmil, accept
i up, rn-al':t.-, Fiaalals IIII'ISI:I;I!r | 4
e aur Toeward, outhne, reect, subimit || R
irreitee, oid o, put somethrng oul o, ]
il ANNOUTICE, i:_.ltlmlr.. Pt b, el vwm i teecat
by, mntarral, [aegd, foroion, keading,
O-a fan | major; olfssds, oo rtoak, Fu'in-:ipal. :J..lF‘.\-pliBl'
ofshecs
E afan tengthy, unsiceessiul, protracted. peg it iem

frulzipss. pekinged, unpreducihe

I Divide thiewoedds By list A, based gn o whethir the supgdier o
GLIStSmer diesil,
™ groop. 0000000
2™ Qi

2 Divide the words in 151 8; based onwhether the suppdier of
Customes dges i,

1% group: —
2" g 3

2 Divice thes wedds @ |I!-1 £ t'as-u-r] on wﬂtthnr £ supslier o
Cirstomier dises i,

17 grodp:
ALt [ ] —

4 Divide the weords in h:-t o, I:qa-r.-d nn e mt-amnn
1™ grodipe = =
2™ graup: L TS

5: Divide the words in liSUE based on the-mesning,
Pomup 8 -

2" qrakip; = = —

Séi page 147 lor some dscussion Topics.
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BB anageent and tog)

What is the supply chain?

The supply chains the Ao of paraand rasw materials mom |
thelr point of srigin'ts tho fachiny giles, then through the
factory as work-in-process; and finally ouf of the Bctory a2
finished goods to be deliverad b thie (el customes [

A migdeen marufociucing opesation might hiave hundreds

of suppliees prividing different parts and compenents; e
eaich of these suppliers will in gum have thels ownsupplisc:
provvisding siplis pacts, raw materials, o, This-is the
upetrenny end of the supply chain. Sloilardy, the downstream
el Ehe chadn might conslst of distribuines, multple
custommvers; obd and will invelve batchies of goods being
shippexd o diffenent Gmes bo different pladies

Supply chain management

Prring the whede process, from boglinilng oend, venlory
He prarcts and goods} needs §o by stomed in wareboosss

il dmtribution centres and ten transposted as mieded.
AL (s brivedves a hige omownt of cempoterized
Information abug the Jocation of Inventony, s el
arencnl time at the nest pobind, ebe This infermitton hos e be
shared acrioss many different companies and 1T networks:
st ppelistes, custenmers, thind party logistics providers and the
mmificturer Bsell, The managenent of tis information ks
erlsenl Ha e swccess of the business:

The complexity of logistics
= L imvosbves Boly bt —
okl goorls,
=]
&l
ety the el or dordaied
g linndise: tear e po laper sali|,

# Tuinelides reveoe bogiviion (ie,
when goods ire retrnsd w the
maarnlacner, ehler beciuse of
cusemer Fetue, oF oversiocked
e I bl wnbadinng bete from one mesinn of damspot
] Bimactirag on b fusonhea This can be at i distritation
conitre or o wnrehome. Theve ar e poslbiliies

Hub and spoke Comsalidation
| Materiats are
| Braighi in 0 pne SHpMBnt e
| cental fooanfon | CIAmbea itafa e
| andl then sormed for | Rrper dhiament
| defiery o a wetery | v economy of
| af desrramione

necnn.il-:;ﬁd_a-tiun

Larpe shimmonis am
Erpdmn doun mio
gindler daby faf s
&f delvery

& vanety af emaier

| Pranipart,

oy supply chain management (SCM) makes sure that (he

right items ane in the right place at the gght time ard in the

right quantites. There ars of course wider strategicissoes

8 How many supplers shinld there be? And wheme?

¢ Where should the groduction fclities, distribution
cenires and warehoises be boated?

& What distributicn channels should be used?

& Which logisties campanies should be usad, both upstream
and downskream?!

& How can IT be used o integrate all the processes make
thom miore efficient, flag up potential bottlenecks, give
clear signals of demand downstream, efe?

8 How is cash flow and pavment to all the parties mvolved
in the sipplychaln gobng b be managed?

That im0 5CM s o collaborate with all the-supply chain

partmers to imrprose the visibility and velocity of invontory

Logistics

Thir swasrel Topgistica” refers to the practical lssues surrounding
trrEportation, wanshousing and mveniary managonisnl
Wheere fhere 15 an exlermal focos it maome or liss a

synereym fae SO Bud it can ales have an internal focus.,
gething maketiale from site Atogite B mside p company st
lilfenend stages of the business prociss; The term logistics’
in also wesed in smallee compandis whers "arpply chain
mianAEemeEnE sevrms -l promd

& T insuhves el handliog tiskde the tactons goods are
placed ooy palbets and moved wiowind o Torkd8E ks,

i dnvolves inmenton management atevery siage a8ing T
This fcludes the abiliy o track ftems o oansit,

& I pvilves geroidifeedon with celaed hosdoess fanetnns
siaih e prurcluasiog and plant Esagernent

f Iimvalves o choice of meins of ianspoits b Qasing special
g ailrkitiesdr vea fwith contuimers smeked up an wap of
il crtbobr' ) voael (Vans, o inaeks wdes oallieal) vall (using
wtahes S| frelpht cars),

+ I tvolves i dectsion whetlser or noe iocmse o chied-
iy Togisties prewides (L Tl |'1:rn].'|n'n:irr.'!1n|'|'i£iﬂ
mtegrabed pink=and-pack, wareboamsimg and rlj.m'l'hun'un
Thuew cam alsts et i forwarding apenis to lunadle shippimg
=II'!'-IJ1|:[EI11t'TIH.




Exercises

15.1 Find a word [n the text opposite that matches each
definition below. The words appear in order,

| -at an parlier stage n & pocess

I at & laterstape 0.8 process

1 preps of thngs that ars made (or dealt weth) fooethes

4 large tuskdings for stanng gonds

5 (o wordsl boldings used for the storage of goode which
will Lates be shipped 0. retail ouiletrs

B (four words exiernal firms that provide specialist
wervices sich as transportatinn-and svwarenousing

T phrazal venkl graw attendion tosomething

& deloysin-ane stane ol & process that makcs tha whole
process fasn In-nlngr

How do the same for the words in The complexity of
logistics' opposita,
9 coming tewards or arriving at {eg & factory or airporih

10 ifarmall gonds Sor sale

11 1aking ooads off 3 vehics

12 Itheee vwerdsy the design of the inner part of a
wiheel, weith 3 central pan and lines coming out of 5

13 lat weosan structures wied for roving or onng heawy
goads

14 (neo weards) vebasles woth special equgment at the fromnt
foe lifting and mosng heawy objects

15 iofaw the peogress of

1% |phrasad verkl amanged Intora neat ple

7 backsections of trucks thas cen be sepa@ied, and ae
used tar carmang heayy objects

V8 process of starting with 2 large giantity of goods;
soring them acconing 1o differemn destingtors, and
thary re-packagng thesm with rew shipping iabels

152 Read the definitions and complete the axamples
wilth ome of these words: carge, frefght.
1 goods carmed Dy shiparf agerafy |4 of
Exampée: @ shin canmig & of off
2 goods carred By ship, rain o gicesft; the sytem of moving
these gools
Examps, | SETATES

15.3 Maka phrazes by matching an itam from aach
ealuimn.

1 supply-— provAder
4 finished HH___ Customer
F final — ¢hain

4 logistics apent

& distrigution goods
B fonamrdng chaning

15 SUPPLY CHAIN MANAGEMENT AND LOGISTICS

154 Complete the text about logistics using the words
in the box.

Ehnzm;l gnsufeg  foeresing handing
 fnking | negatiring  sefecing  warebusing

‘Logstics’ & a tenm that s used in mduﬁmm m;ﬂ-
Lising & brad defirition it caninchude all of the folicwing:

Customer service ,
' = the nght produtt i sl the nght place:
af thi night fimie,
Demand ¢ — and planning

Eatermining the auantity of goods that nead fo-be idand
i, e foiure,

Inventory management and materials ¥

HE'eplng the tupaly-chain flowing, with no bﬂtth‘-_'htch, by
the quantity of ltems at'differont

lecations and différant stages ' the' process

Communication technology

e orgamEation b i1 Sunplees
with [T, for eaample 10 previde imloimation sbout demand
palterr o fociliste fost. b Time Sellvirg

Transportation

- ____ the best means of transportatan
{ie 3ir #al, shp, k).
Purchasing

N withysupplies about price, avalahility,
quaiity. et

]

Loeating and designing facilities that allow etficant storage
=nd distriution.

All the abend aciryitsed ikl bie codrdinatad proparly
Inwtably thare will ba tradasoth — less of ore thing and
rose e fomething ehis — in arder 1o atheve the b
outrame cuaral

Soo page 147 for some discusgion topics,

Y ey v et fee e i ey
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The Toyota Production System (TPS)
TS is the basls of modem murifachring, It was developed
at Tovota al the éad of the M and duiring the B, botis now
ured right aceces industry, TPS focuses on bvo thinga adding
imhisand elininating waste, Value b defined as any {fem
or i_'aal'uqu' Fer which o custimer (8 willing b pay, Anything
else b wizkts dmd has 1o b removed, TPS idembifed seven
catagorics of waghs:
1 Ornrpresduction! peoducng boo miach, or boo soan, o oo
quizkly. Dverpeoduction 48 minimized by oaing a "pull’
svebom | ihis pubans thak work dan't performed unless the
part is requirod devenatresm — a0 -in the end products are
made only 284 dirdct msull of cusbomer acticliv
Matorals handling: instde and outside the plant,
4 Movement: perfomiing tsks maneally thai conlsd e

al |I.'FI'I.'I.'I.|:.I}|:|.
4 Waiting: idle timie bobworn work stutions aleng the
production line,
Cnsar processing: dedng mose than b custimés neguined
ON AW i]['irlg by pay For.
b Invordie e braditg orte-plece How, Oni-plece st falss
Enawn ap “oontinoge: oy’ | 18 whien ilems an: prodessod
oneg ab g fime and thn moved dinectly o dhe nec process,
Dolecks: revivork, mipain oe washe i (i ainiplet form,
Dofeets arve rigaroasly analyesd ks mabe sure that they
don't happen again e ‘wrror-preofing’ the sysbem).

.

Just-In-Time (NT)

IIT &= a closely related concept. Here, pets and componenls
are delivered onlyas they're needed  at the elght time, in
the right amounts and in the dght sequence, Delivery to he
fictory gate sheuld be [TT, as should delivery to ingdividual
worrk stabions on the assembly ling, Thealms ol JIT are
ritimiing inventary, producing ilems at 4 mti set by

the customer, eminating any unnocessary lead fime, and
generally optimizing the Ao of materials from dupplives
through production and up to the polat of sake of the
firished product,

Allof these ideas are récycled in ihe modem comeept of lean
production’ Uearn = with Bide fag] A bean manufacturer is
comstantly trving b redece manpower, mabtesials, menes,
machines, time, space, mistakes and effort.

Kaizan

Behind all the richnicgees discribed abive lies the idea ol
“airen’, This is Japanese for ‘confimuous improvemon’

— making changes in small, incremental steps. This is zeen
as betmg done through feamwark, perscnal disciptine snd
involyving workers directly in the process- ol improving
quality. A practical implermentation of kndsen 15 “the five
5" appmach b workplace organization, Sev below, This is
derived from five Japanse wiords biginming with °5°, and
English translations have tried to find five 'S" wards,

13: Shine
Cnce the work area Has
ey sarted daud et (n

o, Clean it wh 50 that 4 Standardize
evierylhng shinesl Chaan C I
52 Set In qu'ier Ui area itself, s weell as yrm;ﬁ ?r—"?ﬂ
Arrange everyihing Bruipment antd ook Exarmple 1; thadows on werk
;;r:ﬂtﬂ::; surfices and imsde storage boves
shaw' which bools shousd be'whirs,
Example 2: & re-order card [caled &
‘kanban’} is attached 10 & e and
placed somewhere after the f1em
et Enrt f& usad. This: grees a visual
Rewisg dpnithig saral when & new item
in-thi wiitk Aees, i5nested
EEpdrating what &
neaded from whaf o
not. Rermove anything PINCPIS-3 place for
e : everytheg, and averything in
criiind its place
. R 55 Sustaln
Key Hﬂaﬁt thim"'rﬂrnmﬁmﬂ- Continue 1o operate
oride. standardization and and improve §1-54
reneataiility



Exercises

16.7 Find a word In the text opposite that matches sach
dafinition below. The words dppear In order
I (o wvovils) time wihen 4 machine 5n't working o Being
sed
1 the continugus mewement of sorething

fakts i the way something = made
making somethn again
trving b avoid for protect agamst] futre mistakes

e il

B taken i place {eg houte, office, factony) and given 10
O PO

T (T weowdtsd time ol st Berallovesd lor complation of
Al peration Or proces

8 all the weorkers. that s needod 1o de s partcoar king of
{aly

8 ncepashog gracdsally

Kow do the same for the words in "The five 55" opposite.

10 have-a beight, attractive appearance; produce ior reflact)
light

11 things that you hald in yeur hand and wse o do a
particular job .

12 (hao wandy] contarsens when HHirngs a5 ept unhl Dy’
needad

16.3 Make phrases by matching an item from sach
column.

1 add — weimele (Anorm o process)

2 bewilkng = a task ireanusiyl

3 delyver value (1o a product)

4 eliminale paris {ia the factony gais)

3 MEE SuE e pey lor something

6 parform stmetliing dibean'l Bappen again
7 attach Invertary, {usrg I

B chean up the fiow o materdals (using 1T
g afror-groot miaterials dnssde 2 plant!
13 handle the equiprrant so that i ghines
I minimze a wystem by rigomus anaksis)
¥2 cobrmze d kanban card taan d=m

_ G

REPLACE TOOLS AFTER USE

T8 LEAN PROGLCTION

16,3 Fill in the gaps with a differant form of the word
in brackets. The new form may be a neun (singular of
plural), verb or adjective.

1 TP5 has had 3 big impact on AEETLOTA
processes in many sectors of tha
(epanemic). Generally, it has made manofacturing much
Mare ipraduce|

2 It impartatt o make 2 desaled
aralyzel of which tems and taatures ada value, and which
gon't There is no point making
flimprowe) if the customer st wiling 1o pay 1-:|r them

3 Imd badly run factony many processes gre

wizstel and lewals of meentory ane

[Eale 1L T

L [escaed],
a4 Wik JIT, {dalver) to the factory gati o
the [assemible) ine & madse anly when
It's nesded.

164 Complete the text about the ‘Theory of constrainis’
with the words In the box,

bsitienspy  dvarich chistorrieed Ifidgpe AR
ub-apemblies.  gpachmnipatan
- A A=

iy ke iE TgEr
+-.n-++n:-r1t:

Thin Thiory of constrants’ [TOC) i angther approach to
raintainirg fow in prodution. A 'Gonstraint’ K i

! i & systern - sarmathng that bimts
furthar progriss. TOC has identfied four possible plant
layearts, whem tha producthon lines miide the plant o
arranged in tha 1 ol ditharnet labteis ol
the atpnabet 0, &Y and Ty

An olant-kshe simplest Hem, the work & dopein &
: ing. The rarstraint s sleply the
SonNes-operation

Miext is an A- u-.ant MEI:"",' e

conuerge tor g final amernl:-l:.l Hearg, 1re presblam is
| Al . o with conwerging limes amiving
at 1he tinal podnt
With & Weptant, ame rawe matersil 15 made it many fing
praducts. Heme thie problems octur immediately alier the
divengance: poinl —any TPefton Aohg one

. ; of the Y can fob (= vegl matenad
meant foethe oifsr baanch

Finally, wie hae a Fplant. A aumbnes af basic units ade
produced on a line and then at the
end. Thiere s a wide variety af fnal prodects This type:af
plant commres the prablams af mpst of the others:

See page 147 for some distussion topics.
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What is quality?

The word “quality’ has in yveryday meaning that has to do
with features, melinbility, performance. durability, sesthetics,
value for money. and conformanee o reguirements, It has
e specific meanings, particulardy those in the Rest few
sechions;

Quality control and quality assurance

Quality control is aboul delecting defects after they happen
[Hinvalves random sampling. spot checks. inspection and
testing.

Quality assurance s about provention rather thin defoction
IF & failiine happens, then i's solatod, the causes an
analyzed. and thore is a vedesign of the process or of the
s fo make sure i dossy't 11;1“14;!11 n.pln.. The alem 45 #ere
Eirlec s, to F‘I: lhinj.;l :"ia_hl‘ firet tima,

Quality management

Total quality managirment (TQM) is a philosephy that
waas vary papular in the 1980 and S0, It aims o put an
dwrareness of qualliy ai the bisue of all organizational
processes (o custormier service] and not just production
It puits an emphasis on & contineal inomease in customer
satimfaction combined with lowering costs by wliminating
weaste. Ik is similar i many ways to the ldoas discussed
i unats 15= ke SOM, Topota Productbon Systern, Lean
Manufactorng, kairo, ole,

European Foundation for Quality
Managamaeant

This eepanfsatian has fuken the ideas of quality management
and s trving 1o apgely then ool onganizations, iocluding
thinke I the serioe sector and public sector 1€ has o
Eramgweark for pesdssing-and Improving orgenizations that
is'based an eighil concepts of excellence; resulbs priembatiom,
custores focs, leadership and comstancy of purpise

He being faithful to aome and sbjectives), management by
precesses and [cts, people development end involvement,
comtmons I veend. e tnnesvation, Fl.l'l.l‘h'll'l':h]F
developrent, dngl corporite stcinl resporaibiliby

A variety of approaches

As con be seen, quality is atopic that occurs ander the
urnbeetia of many different philesophics. This is good

s for the aemy of conaultants called in to explaln and
Iplement the latest management fd, Bat certain hings are
sonmon b all the s pproaches: measaring and svstematizing
procezses; peducing variation; defecs and gycle thmes; and
eimployes fnyalyement and feamvork

The differences betwien the spproaches (and others not
mentioned above; like Six Slgma) are relatad boowhich ool
checklste, measurerents and tralning they use.

Qualicy isn't free — it comes with a cost. But If there are no
quality procedires, then the cost s much higher: cantinuing

problers with the product. a loss of eanfdence in the brand,

m@tfmwrmumuhﬁm are |ust same of the ways:
#ﬂt:mmﬁ}mthmmdnmwmdumwm

\ 4

Engineers have 1o spand time with markezars
dirmg the deswelopment of new products 1o
fac¥ate design-fosranifaciue Thems have

to b stippler capaldity surveys o make e

thit sappliers can achieve the qualify levelk that
they claim There have 1o be regular mastigi,
eclacation and fraining about quality mopeoeent.

¥

The company bas 1o mspect and test incoming
rmatesidl materml that s bey, processad, arel the
Tinshed: prococt Thers & also the oot of buying
and ervcEg afy equipment uked lor measireg

ard tERmgE

There may be sorap, rewerk, re-mspection,
re-festing, et M iese controe 3l a high lpoel,
then: permaps thers will b= 3 fundamental resesy
of suppksrs and materls

4

Time s needed 1o process customer complants,
to process customear rellrns, 1o des with
warraty clairg and o handle predact rells,

“quality:;

QUALITY COSTS



Exercises

17.1 Find a wonrd in the text opposite that matches each
definition balow. The words appear in crder,
1 things that a custormar 15 partioularly interested im; salling
points
2 lasting along fime
3 (e wirds) belng simdar to what cusomers expedt
4 talum; n:n:aslmﬂl srndll ghsantities for festing
g ﬂ'.m wordls! examining. 4 process suddenty, without
WaITITKg
B rratenali thal ane lel aftera promess and hasa no use

3 5-&1 uﬁhaﬂ.— ar rudet an which decisions are based

B ftwa wexds an emphass on echevements, especally sales
ard prodis

g something (bt is popular ar fshorabie for a shart e

[ ) e

i Wiandsl b long various activities take 1o complete

teg one preduction ring

I

Mow do the same Tor the words in "Quality costs’
oppasite,

11 Iooking &t hoby sasy (£ 15 o make nis prodect: not st
the features

e wevds) asking questions 18 find ot it

ol sogipliers ana-able 1o meet quakly sandsos

ITIa-1EI'la35 ar smill pal'll'- thaL ane e pedger wEetul

14

14
S words) e et of producs, for esample becawne
they e faully ar dangeeoiis

14

17.2 Fll in tha missing latters. Mact of the answers ara
not In the text.

1 F qualdy isreally good, thes iFs-outst, _ing quality

2 o gualiy & wually good, But not alkads, then s

war & fudlly,
3 H guality lsn'l &4 gecd 85 othes similac prodocts, then (1%
nf r eyaallty

4 quality & bad, then rsiead of saying “tad’ we aiten say
B quality
5 I you make certaln that something ha queality, e ypou

Era & the Huality, )
& owou Improve the gusiity of & product, then yail
enh rethe guality

7 I you stats it guallty that you want inan exsct and
dletailed vioay, then yoo spe:  fy the goality

B If you regulary watch or check tha quslity of somathing to
find out what'it hegpaning, then you men__ar the guality

17 QUALITY

| 17.3 Make phrases by matching an item from eadh

gedLimn,

1 random— checks

2 =pot PR first time

3 zmro % orientatian

4 gt e caMmpling

5 rasilts defects

B ennbiniw D

T armiployad mprmAamant
[ B eyele rezalis

9 ity irohwamarnt

10 oroducl clairms

L

17.4 Complete each definition below with a pair of
words |and phrases) in the box. Eadh term in bold [s
commanly used when discussing quality.

:nmpl.j.l?:u.ﬂ{'(lrrrﬁﬂ DRFESTMIET [ Aary [ram e movmT

imiEhoaningy . BTEnaing dafecs | perreermR TS
mavE: {00 I0e apnan o
mEEsLes ot usiness

vy Sl ¢ Iranee ikl |
predict / fewer mitakes |

Benchmarking i measaring pour | POIRITRIOCE
dgainst thef companies that am ' NET 1 EARS
antd 1hen using the infarmation o mpres,

Telerance: 5 e amalnt by which a

(e sEe) an befan the plm:e bacomias
& delect

IS0 9000 #va setof intermations? stardards of guality
Cumpamey can be audited for waith
arse of the smndards, and-thon Fl.lhhﬂ:r state that they're
Bo5000-

Hanconfosmande & when a reguilernent has not bean

fret. |1 does natneed o be 2 sorious defect, 1t could

be a simple o the surfice thal

Sl sigma is the name of o well-krown quskty

e it takes o highly disciplingd approach
L in manutactoring. The 2em ‘o
sigrea’| ariginally comes trom statistcs

Key performance indicators [KPIs) arg stalistical

af How well an Brganization &

dalng in padictar oreas, The term iz partbicularly comman
in producton and opemtions bul s wed.

Leading indicators o theae that
a fulure outcome, For sxammple, lewdly of gaff satisfaciion
are often 3 leadirg ndicator of quality A mare motivated
waorkfome wil make

Lagglng Indicators 2 thoas thit showe a fesult. For
example, . are s lagaing |hdicstor

of quality. Fewier daima mean that sarlier sctions to

i monw wearkssg, (A& lag” s 3 delay

batwesn two eventzl

| %a= page 148 for some discussion toples.
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What sales thinks about marketing!

Sales comsultants will quickly tell you how their job is
different to martketing. They're the ones wha have direct
coptwct with the custamers, they're thoomes wha roally
knnw wehat i going on i the market, and of comrree they're
thit tines: who live with B meecurity of sales targess and
commissions The markeling guve just sitin thair offices on
flxed salaries, -I:|I'E-|1I'!1]r'lg1:p .F.am.-:.r promotions or 1'hir|.'-;:|ng aof
new products that bder research will Wil fham no-one wanis.
IF only tha mnrh‘eHng Buys up-u-kn oy the I.FIJD!:_-B'IJ}"I mewe
inftem. this busineas wimild do wo moch hoter

What qualities does a salesperson need?

A falpspierson needs o be:
& EKnowledzeable (of the costomer and (heir neads. of e
products being sold, and ot the industey and fechilesl area)

Ty 7o entify the: diferent rale imside 3 company Who &
the dedsion maker? Whene advica wall they Ssten1o! Wh
will actually be Lsing thie product!

Take twme 1o wocidize and buld mpport n e fire Tow
moments. 5 sariiculae shewy interest 0 the cutompe

Hiree DI enrs-and o smaltmouth, Ask oty ol suection
Listen acthvely: focus your mzsntion on the ather pergon
anc] take reites, Knowledas 2l custamer eics i 5 magor
compelitive jdvantape — (ust as mparmnt 08 the prodas
Eeilurey o 1he price.

Cheste nsedh by restating therm

Refe 1o the inlormation yoao have colecied thrsaghoul the
irest af the ms=ting

g .!! . | 5l ,_::.,_ ,.
Bulld & case dowly based on the individual customess
ritizds, relher ey working from 3°5oripe

Be clear-and precse; (s the el of detakrequired snd
awaid jargen.

Emphasze bengfits ie whal & progoct does — hiow it wil
migke: life better for the cimtomear) and not just festurmes
{ie what it ig).

Lise the urmitiative affiset af & tormbar af banaits

Sed the: price by demonstrtg value for money. (Being
cheap |s el @ virtue)

® Visibly well prepared. organized and well-presented to
irspire confidance in the othir peion.

® Raliable feg they phone back when they say thoy will ),

@ Flexible (eg they'neable to respond to changing custemer
needs and offer tailor-made solutions).

1115 an ald-fashinned chiché to think of & modern sales

corisaltant s befiaving fike somenne whe salls secand-hand

cars. Thiese davs an aggressive hard sell very rarely works

Casstomers want torbe hislpad bo make their own decizions,

not tor be prishisd baofom they're resdy. The bex belowe g

anmie ideas for modern-sales technigue.

Therr ane n varicty of methods 1o close the deal a direct

feduisst. o command, & referenice tovan imradishe gain, foar,

prusanting aliematives, 2 summary, and finally stmply an

assumphion thak the customeris going b buy G behaving s

IFit's frine even thowsh the custorer hasn't octually said yes),

Diffarmnrtiate from the tompstition, withedt aperly kroeking
fham

Bligwe how your case 5 tilomd

Be crediile: theny confidence, displar your knoaledpe and
EnE 2ttention 1o et

Make your cass balievable by referog te some form af
proct 3 demarstration of the product a mention of other
sate=had customers, ging the retults of tests and research,
Usng the powar ol pumbery (ep 1000000 spid; 20 years 1
the mariet)

Pefer 1o an orgaing relaticrnkas with the curtomes:

Wisw Clyeclions gs.an COPOrUnRy - theyre a sgneofl
irisresl i are inevitable, First, acknowledas the Eoin.
Than, efiher remove the abjactien, or minmigs L
slgnificance, or Tum it into L positwe.

Lok ot for Buymg: Ygnals that show the customier i
fiearhy meady ©0omaks 3 desmion:
¥ The cusomor makas s reference 1o the prodict inwss

perfmpis ittt a0 assempbion 0 hee wayol talang that
they'rm the users
The cusomer aske about what nesulis they can hape o
azhisve e ey have-Doen usng the: peado Tar Some
fierem
The: customer sske afsrsales quecticns 2] guestions showut
imtalaten,



Exercises

18,7 Find a word In the text opposite that matches sach
defipition below. The words appear in order.

1 espersive and complicated —

2 qustomized, personalized

Noww do the same for the words In ‘Sales technlques”

oppasiie,

3 i PEET TSR In Wi pRaplE ke, JrdersEanc an mesnect
pach o har i

& [Teeamsona<t sampthing that hetps your company do Demer
Lhaes srethar

o wmitens oS, like the Sfses that Schors - use

B wiorts used by peopie in e @me pralesson That ie
difficult for other peaple t antarstand

T criticking

B aocept that somining e

182 Match the techniques 1-B to the sales consultants
commants a-h.

1 Respanding to the customers needs | 2]

Selling. the price by dhewieg how IEcan be divided Info
sallar paris [ |

Shenging by & faatire bas mars than ong benefit |
Selling the price by showing how money an be saved
Selling the price by offerng soamething et |

Saying something whon you're unable to give 3 Bilormadd
salution |

7 Agknoedecqing an objection | |

8 Chacking understanding | |

)

(= o T T

4 'Because yoll said that timing was important, 21 me take
Lhat point nest! | o gaid edrlier this had to be cast-
ilfective, 5a ..

o=

o

"Thils has multiple. advantages ™ £ This will also mphove your
eastng ...

H 0 vau keaw It woild cost & bat of money to do it that way,
and you would kose the exceptional value for mansy that
yoL're patiing here !

"You get this plus this.*

"“vous can speead the costs over " 'The-use can ba shaned
by different departrmaris)’

I wll el vou o reduce costs '/ This will elirmnate the
ned for L.

B "ves, thats cersnly something we feed io reviea.' [ s,
that & falrpoint, Cet'me 'give you <ome backgraeid 15
gl why wid 4o 8 that by’

-

o

B Lhat dlear T S Wosd It be useful to- give wou more detaily

18 SALES

183 Techrigues 1-7 are all ways of closing a deal. Match
the technigues with the sales consultant’s commeants a-g,
1 Direct request |

2 Commandc]

Immpdiate gain’

Fegar

Blterratves |

Sumrmary |

Bssumption |

S = E B T

I o gevie me the ga-ahead now, then | can hava il up

and running within 8 wesk!' £ We havis a special etier this

ot

b "We haye them In stock or immediate dalisery, but you
ko they'ne zelling very fast’ /"I pour can't give me-the
ger-ahaad today, the deliveny tima you need |5 gong ta be
difficult.’

£ "Right, et get this omganized.’ L&t e have witten
confirmation &s soan as you can and il start the ball
ralling.’

d "Shall wesgo ahead?' | "Howe rmuch would yod [ke?'  Wihen
shall we stz

g "hre vou more miterested in the.ragular model or the
axpoufive madel ' ‘Do wau want 1o schedule this tor this
menth or next month ™

- "o, | ean sae that this & geéng towork really wall fof
woin " 1 EH T yoo have no micie ‘questons, |7 st gat the
paperanrk from my bag '

g '"%o, this solition gives you something that works sl with

your fxistindg eguipment, i easy 1o irstall, dnd givesyou

sighificant cost savings Can'we go ahead?

18.4 Underline the correct {or mast likely) words in

italics,

1 So, it s ke this selltion wearks well for you, Shall we
pon frant oo afsad?

2 ‘W can have it up and rinming / up and going within a
ek

3 | don't want to Enock /oot the compititien, bt this s a
miLch batter prodiect

& This is the actual { (atest model

5 You're lucky — iI's Tor safe £ onsake this mooth: Ye'm
funning & special prommotion

B 'Yeu, the onein the shop windaw! is iy sale o sale — pou
can by i

7 Iri the week befora Christmas wie usoally see ven) high sales
yolurress | guaniities;

8 Morth Americs coungs fior o acoodints for J0% of our
iporicande ssleg

Bi

Ses page 148 for same decussion tapics,

Sales and marketing
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42

The phrase ‘customes service’ can refer to pre-gales
ieg enguiries, quotations], sabes (unit 18) and post-
sales (o order processing, returns, complainis,
warranty clzims): The phrase 'cusiomer supporl’ is
wsvally limited just o pest-sales.

Customier service 8 key business functon that ls
sfter overlooked. In an-age when many competing
gonds and services ane very similar, the quality of
Sustmer service fan mikica big diffenence Good
st er = rvice @n lead fo repeal busisiss, whetens
wnsafiefied customers el all tidr frierds. In the box
aprposite you will find =ome tips for good cusomer
service.

Customer relationship management
(CRM)

Crisbimer service often makes wse of CRA sbftware.
This allowes the company i provide o unibed fsce

o the custemier segardlessof their chanmel of
commindcation — kelephone, ematl, or oe-to-face

The costomior may hiave an iniHal endguirg, an arder,
am ammonicd el fooan order, s condirmalion of an ander.
a cancitllation pFan ceder, dnertgquiry abouf delavesy
dutails, an alter-sales eniquiry about using the produoc,
or @ crmeplaint, With o good CRM-ssslemn (L makios o
difference = I pvery mase fh details will pet logged
s that amy membsar of stafl can immediately see a
record aof the case. Having this informaton instanily
available omscreen is 8 huge advaniage. While ilking
by i cvmtormier vone knowe wehdch produici= they hive
boghe before, to what valua, how By pasd, ele. You
eanaleo see g reeord of which questions fhey have
asked, whisther they havo ever made s complaint, and
1f o s it sieas mecnlved

Active listening

A ko skall [or enstormmer sesioe staff smachve

lisbening: This means:

& LUse the other perspn’s namie

& Let the mastormes expalais Hie ssoe and pay mil
Atentinn whils they e speaking. Don'tinternipk,
cafapt for a ) elanfication quesbons and
b) pecasiomal Brief summarlis Those stmmardes
=hiow yon're listening and ame o comman grsund,

# Make wriften notes ol key poisks

& I there lsa problem, resisl the urge focacgue,
defend nrescuse Apologizs smesrslu and
ncknoawledge any meonvenience coused.

& If the conversation is face-to-Face, muadntabn good
ee combact and an open Bedy posture (e Baring
shightly towards the other parson).

*

Customer service tips

Lme things that make a BIG difterenca

*

It cugtamars have to weit, offer & drink, mamam:l 2
earmfartakile chalr.

Ba trlanhdly; Gse names: ramember pl’ﬂfﬂ#‘.l‘lbﬂi. ‘;'.IEﬂ'H a
Eirthaay card.

Frovide something free: coffes, Discits; pens, samples.
After an expensive purcheae lollew up with aoouick call
just o ghagk thedre happy

Frovids a life-time money-back guaramtes. Almast
na-one actualy returns produts.

Remembaear 13 provice an FAC saciion an your wabsite
and salas Nesahiin,

LG give Cusiomers [he rus-anune: i yoo can’l
personally ozal win somalhing, then stay with (ha
cusiomer wihiliz vou Rand them sver gracelully tca
collaague

Foarnarriar fsal e thing that makes-customers. most
arnoyid i whan ey passad from penson 16 pesEon
on he phone, Taxe resporsibllily, and i you can'l g=al
it AL, thish say Yol'l call hem back, (Yol may need 19
refer I upwaErds 1o your superisee for 8 deoislonfirst)

Maks specilic. commitments; nat, "Well get back to vau

inacouple of cays,” bul "Well gel back o you by Som
loamiorrow

Don't forget your existing customers

b 3
o
™

*

w

*

*

Oiffer tam & bulk piiichasa discoint in the future
Get them 1o upgracea their product

Eviary time yowshipa product, Inaluds & fyer, caraiogus.
special offer, gl Inside.
Have perodic promctions for ‘prefarred cusiomers’,

Insie customeds: o an evant: it could be 8 product
gamanstalion or seminar, of it could be a =ocialeventin

“an arl gallery | histaris building | interasting location.

Hava frequenl-buyer prograrms, and mail frequent
Dupyees with a pariodic newsletter,

Agk your cusfomers haw you can improve, Use
Cushrer ﬂaﬁsfaz:ﬁur surveys (and provide an incentive
tor them 1o be raturnied),




Exercises

19.1 Find a word in the text oppasite that matches each
definition below:. The words appear in ardar.

1 entered 25 an offic@ record -

MNow do the same for the words in "Customer service tips'
apposite,
I (ptrasad viorly ask wour boss 1o deal with an e

3 promiss to 6o snrnELhnn; i

2 (v warsls) when you Buy :.I::rnetmnq In I-arg: ArMoris

5 advertsement or snnouncement prirded oo paper; smal
izallel

19,2 Make phrases by matching an item from each

colamn.

1 folew up——010H© & |ife-time guarantes

2 prowice "o 3 purchasewith a quick call
1 b passad 2y IncormEnence caused
4 make Ll Lrge o angue

5 inchade specific commitments

6 o from person Lo parson

7 racit 2 fhyer maide evary package
2 acknowledge distails oz CRM system

19.3 Complete the sequence with the words in the box,

A CPEEnr A il ensuury.  infoeination
a1 ot (et the goods) | an ardlas e drdr
e papmant e prablern 4 pudilion iRe gudtEnan
customer CUSTRMEr sarvices
maken I
' [ sends
; ! E:
rEqjLests Lt —
1 s =
) e
.-'J 4
migkes L M
E i 1confirms
' _amd
| processes it
—_—F
| sands
; - 2T
recaives the goods and A
PEys "l | procesies
B L g
Lsends 8 recsipt
makes |
fl
= ¥ ‘ll .
118

19 CLUSTOMER SERVICE

19.4 Make phrases by matching an em from each
Columin.

body —— ELIstOmars
chanel e araun
COFTIman e irfarration
OF1BE de T posTiang

af eatiuscation

O wd R A —=
=
3
Ei'

OHe-Z 50K cladmn

Bl puenchaie L& arTlss

[Tl TR T (2t T

saticfactban disemund
10 warranty By

8.5 Fill'in the gaps.

1 The weords ‘guasantes’ and “warrarty’ hase very similar
meaniis. Howeler & o LUy has
a time periad that ca beedensdad and the wod &
Lised iy both’ Srarican snd British English, ahereasa

often-cannot be extended, 15 mone
commmbn it Bisish Englek and can be used with 4 mae
abstract medning (like 'a promise’)

£ FAG) standy for Fr A4
Qu ==

31 Custemi asks you 1o do scenething end vou avcid
giving e i defiride ardees then vou "give them the
| o' ffermall,

196 Complete the definitions with the words in the box,

rRpectetions . mepernnce  feedhack bty profie
EquitEeTl  Sellfachin ey
B T = ther feeding that a customat
getswhen they're happy
dooustomer 0 =when-g-customsaralag
buys fram the same company
J-istomer_ = infnematan, adiice ar

coiticism, caliberstaly collected trom customarns or given
mifcernally-by them

4 customar = asetol questions you ask
1o find auf customers’ gomons.

S ogistomer = what a customar fesls s
remenbers: about the service they have recaned

E customer = haw peoplo think they
should be treated

7 custommar . = an-anahsis of your
COESOHTIErS Ecvr.-::a'dlng to-age, lifestyle; wfc

Bogistormer = customer needs

See page 148 for some discussion topics

Sales and marketing
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What is a market?

The P-l'r.i-q:l "thi Fromch marcet :5_|u§l analhaer Ty nf :.1:|."in[|;
‘thio population of France, hut miarketing professianzils think
of n miackot i a o spacific way, Thi whols 'p-npula!m'r'. of
a country'can e briken down into markat segmients.

Iy B2C (bustness o consumer) conjpany, customers can be
diviced ascoonding oo
& Demographics: ape proup, penider ethnicity,
income, sorupation, social class, marital sfahus
8 Pavechopraphics: persimality, athtudes, Bieivle
# Gaographics: national or segional divisions,
cliy-centre of subiebin cusionsers,
& Berpfils looked for by the customer: price, overall value,
Spedilic Jeniures, (mags wWith peers, saseof-uby, service, oic
& Cursent purchipimg situation of the cusiomer: brands used
nowy; e and whers puschased, e and when used,

For o B28 (business to busivessh company there may be othir
Exctors: Por example, o BIB cormpany needs to koow the brpe
of customer (e manufactures, retaflec), the industry group of
the customer (eg by manufsckarer or elothing mamufactuner),
[heir sie (e sales volime, namber oF petall outlets]), thye
ewnership Ge privadeor pubhic), ste. B2E customiersare less
inferested in froape-and myote Dnberesbed bn thdngs Tike ability
b meet changing patberrs of demand, conststent quality, Just-
Ery-Tirme dlelivery, efc. They're also reschid in very differend
witys such as irade shows and by travelling sales reps.

Who should we target?

Chace i company has decidid how
ki segpment the marked, i can then
doany one of the followin:

® Torget the mass markey: e
compeny bargets one lange
market with a singhe marketing
stratepy. This wits popular In
Ehe carly davs of marketmg
(e consumer products in fhe
2l and i), but few - companies
Eoiday View this option ad
feasible.

& Target multiple segments bere, sach sgment will have
b5 twn minsketing strategy Most large comsumer products
firms o dhis —they offer mualtiple products of diffesent
price palnts with different messages. all within the same
product catepory,

@ Target one segment: amche market. The company targets
o srnall market, often with jest ane or two very spedialized
products.

& Target individual customers with tallor-made products:
there may be 2 personal dindogue to establish specialized
requirenents, oo the company may use data about
previous purchases (eg Amazon's book recommendations
bazed on what vou have previously podered from their
sital The Internet has been the catalvst for this approach,

What is marketing?

M.:lrl:nh.ng hnsi:m with *the focer Pe': product, F!.u.n:l.
promotion and peice. These combing o form the' markebing
mix for any, one product or eervice. Elormenis of "the four Ps'
e whowen i the table:

Product Place iRistribotion]

® Pestures and assocabed * Betalker
benaeflls & Wiholesaley

& Drasd ing fiv prodoct # B2B distiboton
ientiy] ¥ Apend

# Packaging (v thens may
be a bag Inside a boxg

# Label jeg printed
o e pachkage]

Fromution Prce

# Advertising # External factors {op

# Sales prumi:lnn:ms (og
spicial offers, distonnts}
# Mublbc relations

ebasticliy of demand,

CLEOmET ExpCtations,

competiior’s products]
# Intermal factors

{ig, profit requined,

markiet shame megquiced|

A wetll as "the four P, the term “marketing” abso includes

miarketing stratogy. Al i simplest, this inclides:

B Analyzamg the businis epvironmentt ussng morked
reseanchy

® Developing new products ard new markists,

[ ] ]-!‘.Hi:l;mding o exberrial foroes: the coEiImy; .n‘:|1'|.'|.tfr' ol
L‘l.l-l.'l:'lputil!ms-. wrovation; cultural |:113n|q|.:'. [ [

The tour I's’ arecovered n mone dekall o the nexk feue
LS




Exercises

20,1 Find a word in the text opposite that matches each
definition belew. The words appear In arder,

1
i
<

i

SEpArAe parts

fhis fart of baing male or famale

Pl af i Lamp age of who balong (o the wme social
LR

ifarman hining

(it weanats) this weies that & praduct &

riegchad m differant amolants at différent Tires

finforrmald prohs who ssif prodoctefor a compamy

Tyt inflasnes; airm 1o ki

pemsitla and kel o sicoeed

i ol particular prices that s Been deecily
Cheae (66 €9, 90 ar £123)

it woved) small groun of petential customerns whi have
SIMMAL nalists ar ihisneite

sarrething that resulis in mportant chinges

Moy do the same far the wards in "What s marketing?
opposite.

12
13

14

imparkatt parts of a progoct e
place of papar jor other matenall with informatian
an 1 that 14 attachad teran objact {or printed on it

[rhrae wards] hon mdch salés volume chianges whin you
change the prce ——

20.2 Write each of these words next to s best
dafinition: advertising, marketing, promouon, pubiicty,

1

2

: |

20.3 platch each word an the left with five words an the

af e weays used B0 encourage détrand Tara prodiec
fthemostganeml worel)

an-activity thiat atracts paoplet aretion o & pioduct
e gpect of #0

tellng people sacut & product (Bg oo the teledlsion,

in magdaines) i oder o persuades them o buy i

fare gapect of 420

ay Information that makes peaple notice & producs (ihis
fray be unplarsned, out of the cortre of the comeany and
not part of is marketing stra1sgy) —

right. Check any unknown wards in a dictionary.

agency
campaign
T
adar

fmarkal i
markating prICE

sechor
iham
ALratary
Tess!

20 MARKETS AND MARKETING

20.4 Complete each sentence with a word partnership

from the previous exerdse,

T I the goalernimant doesn't interfare then prices are set- by

2 "The fuur Fs' I:II'I.'E' the for & partioudar
product

3 The perentape of the market that yoi have isyour

& ‘Gponsored links on Google (when 3 cusicmer-saarches for
yaur product fypel is a very etfactive

20.5 Read what a marketer says about the history of a
product,

o6 e chosa fo tocus our stratagy on peoplein MHﬂﬂ
loang. and o wa launched te product af @ sirigs of BG
ek concerls ayver the summer, Wesoon gained mirkal
share, and alter lwo years wa weare the markal lasder
Bt affer & while consumers wanted somathing diftarant.
Ol competibars noboed this batore wa did, and ou salas
dropped  dramalicalty  Ratallers stopped stochkng our
brand-and wea had 10-shop making the products, We Bad o
tﬁmlm and thought aguin about our whele: stratacy,
Wa agrand that wa would bry ore momg fimo a0

The phrases below can all be used with “the markat, Put
thiem inta arder [1-8) so that they match the arder in the
sTory.

' ba fewcnd gul bf

put & product onts

brwak inta

PRaEA e

dicdd ta targat

Fe-a7iteT

Fall 10 coe chanped in

Lake cwear

20.% Divide the phrases in the box into throe groups,
Based on their meanings,

Fia — & onN o=

bo dvven outof  open LD comer e o
ailey  dapdoe Penelrale doamvale

break into BEke over pe forced oul &

Sze pages 148 for some discussion toplos
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b

"Product’ is the first of “Hae four Py of marketing: In
marketimg termes, 4 product i a solution fora farget market,
The word covers goods and services and can alsoindude the
warTanty, customer support and any complimentary products
(eg acld-on ftems such as & case for carrving the prochact).

Four key factors

| Features
Fentures are characteristics of a product that offer bemefits to
the customer, Take the example of a lelevision:

| Feature Benefil
BOFDLRL 5 m
sepem resodukisn
rurrrenel sourd

allows for more distant 'I.']'I:"I-'-"ljlg
chtar, miose moallstic Fin;l“ i
emhamoed BENSOTY £XPENENEE

Thu bernefita aburie aro callod “Fanckbomi ] bemefits’, 1
midelithon, thems are prychological benefits, These address
nevicls such A staine within a ek, Hsk neduetion, sense of
independience and happines:

£ Branding

Branding imvadves establishing an idenfity fora product with
thie goal of distingoishing it from competitons’ offerings
This i5 essential in markels where products are similar nd
competition & ferce. s particalarly impirtant in helping to

position e product high-end (= upscale /' np-market),
mid-market. oe ee-end (= seomnmye  dowmemarkag),
The'brand itsalf mav be the name &F a produict, or a family
of products, &or of [he company tholt makes them! Ik aeoolly
includes @ design eliment such a8 4 logo or'a: symbol

Loy Mike's sweposh')

Brunding i traditionally assoctated with B2C, but recenidly
BB cormpandes (e It ) have akso stactsd bo inviest in
Lranding.

= Packaging

Packaging Is very important. it profects the product dusing
shipping and handling. it gives visihility to the product
{attracting attention on the shelves) and it can pdd value (by
making the product rasier foousel,

! Labelling

The labed is attached o or pelrad on the package or the
procuct, Tt can atiract niteition with graphics or catchy
wirrds angd proseides Informa Bon fond o purchase decision
Lo skaw, [nbric, washing instructions for dothes) b asuslly
meludes a code for wse af the checkoul,

Firr muny products (eg food, phirmiceubcals) fhisne piw
iegnl reuiremients for the fabel relating te the Hating, of
ingredients notriffonal information and nsirudbons or ise

Brands: aims, advantages and strategies

AIMS ADVANTAGES

STRATEGIES

Stage 1 (brand=benefit):
when the customer sees the
brand, thay associate it with
the henefits they receive.
Stage 2 (benefit=brand):
when the tustomer raeds 3
solution to 8 problem, thay
automatically think of the
brand.

Bramd loyalty: customers

are less lkely to'switch to
dlternative brands in the
future; pratects company from
Price wars.

Brand stretching: rew
products an be added under
the same family” brand name,
Brand eqidty: once the brand
hax-a financial value, it can be
wold or Heened,

Individual (stand-alone) branding: naw
products are given néw names, with no obvious
connaction to other braads dr even o the
company (eg Proctor and Gamble's range).
Family branding: new products are placed
under the umbrella of an axisting hrand {most
consumer products, eg Gillette),

Co-branding: partnership with ancther firm
that has an established brard (ag Visa cards
camying the name of anather organizatian].
Privata or Store branding: suppliers produce
far another company (eg retail storas salling
oati-hrand tams mada by an outside compamy).
Brand licensing: otherd are sllowed ta producs
ttems carmying the brand name (eg o children's
mavie character feensed 1o o tay or faad
manufacturer),



Exercises

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

1 given frea =,

2 Improved
3 easy o TEmemhar

Now do the same for the words in ‘Erands: aims,
advantages and strategies’ opposite.
4 ghange from cne thing 10 ancthar

1.2 Complate the definitions with the words in the bax:

AGOCENON  AERres.  oquily Shess
inddar  loEnfy  maniger  siredchung
[ lrand A THECLE
peEnole have abalit & Beand
' brand = & pesan wh (4 i chane of
tevslaping ard sellng & brand
3 pwand = tha hrgnd dhat has the large
fumbie ol sl i s prodiet categony
& Peand = tharsippon that people giwe
o afarand by cantnend bo buy it rather than changng to
other bikandd
b beand = the value of the beand on the
palance-ghest af the company
6 heand = Lising i secesslul brand rame
b sell newe typies of prodacts
T twand = Wil people thisk ol when
they sea or hear fhe riame of abrand
& beand = the digree to which peaple
kncas aboud a brand

21.3 Find a ‘brand ..." phrase from the previous exercise
wilth a similar meaning to

| beand necagnition _ —

& Peand estérmion

21.4 Write each word In the box next to the werd In

= the idins-and beliefs tha

italics with the closest meaning
Destseling . econonly  esdusie | ievounis
beadng  koqery  faditonal | ogmankst
UOFCEE  pEie-foneney el
1@ an high=and,
orand
oA ke,
trarid
oA an dase brand
4 adidn o
brand
Soa an moo brand

21 FRODULCT

21.5 Fill in the missing letters. All the words describa
featuras.

B Have you seen ths amazing camara? It uses dn

'inn Iye lems mechanism 10 get G optical ppom, That's
amazing! 05 *fu v &uto ¢, and hasa ha  t-in flash,
It's ako one of the most ' table cameras 'vie ever seen - its
=0 "o i shat it easly fitsina shirt pocket I uses own-
tirand, “rech gole bartenes, Its areadly "we  -m e

st -ofthe-a  piece of kit .

@% e seon an “integr d fridge-freezar that'm thinkng
about buylng, The shelves are Mad]:  able and b5 very

e tod _n itcomeswithan Yopt & icemaker

s ey fit, s it will be Mec. el to i,
anc ey sy the materals can be "'rec.ed later so that
ek very ey _alk Ay Ins made by
a Tl _ e manufacturer, ard 1% "a ablewr a

r of colours. a%
& | want a par of Phigh-per LB sneakers, Thay
e 1o bie waterp 1 alsa, | do alot of jogaing and |

don't want o ingure myknees, 5o, 1hesoles should be really
M o1 ch=yoi kneww, *'sh__k-abs _ beni

aswell as being ©h dew rng. And Edan't want justa
*ta o palt=my Friends wokd just latgh at me Ko,
thiry have 10 b really Syl = if fact it would be

good i they were 2 2%im__od editon 29

& I'd lke to gat & cordless phane far my study, @ want a
raally ¥u_ nfr Iyane, with & gfd  ing battery

I will profoably add mced Bindssis (st oo i has 1o be

Yayn  able, and it would bs poed U have 8

Yigra-t _ch speekerphane i the hase far when |'m

woeking at my desk es

21,6 Match products 1-8 with thelr packaging a—d. The
underlined vocabulary refers to packaging. Chedk any
unknown waords in a dictionary,

| womi ceramies Bought from: an apan-air markat
necordabile DTS

ot baiight feer o superriadket

i sl quasting of paracsdamol tabiats

Theycome in 2 Qilstepack. whih & mself packaged
in & o (=-cafonl mede of paperbagnd (thinrer than
=

b This sitsin 3 cardboand tray, coveled by Trefspari
gellophena 11 hasa labal that shoee the “disglay untll dase
and the 'use by date (or ‘best befgre date). |

¢ Each one comes 08 plastc case, but wsually vou buy sewaral
in & shnnk=srapped pad. | |

d These ywerswrapped in bubbls wap 1w protecy themn, and

this was held in place with gaies taee (8 tvpe of gud tape),

B ah B

Sae page 148 for some discussion toplos.
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{place)

Thice® is the secand of ‘the four PSS = customers must
beable to oblain the product sasily and corvenienthy.
This deprmds on the digiribubion channel.

Distribution channels

There are three broad citegories of companies
imvolved in distribgtion:
| Rizsellers (called distribofoms or deakérs in some

markets) whi purchase products 2nd el them
i others, Thire are vanoons types of reselles 4
refailer (who sells directly o the final consumet),
a whokiealer {who buys from a manufactures and
sells 1o a refailer) and an inelustrial distributor
{im the B2B market)

2 Intermaedintes (eg apents and brokers) sl dop’
actually purchase the prodact, They bring suppliers
and boyers topetherin exchnngme for g fre.

 Logistics companies. See unit 15

Anwther npﬁun in diret distribution, whers B a6

o peeellen: and the manuwiacherer selis |J.i."u|.'||'_i." 1y thio

el 1=y, Examples heere ircludie

o Direct rarkoting the cusfomer plices an onder by
vigiting the company’s websihe, or srdering from 3
catalogie (AmE exalog), o by dialling a4 foll-fres
!ulep‘hu.nl: i mber

® Direct retails swihene a compary oprates 16004
rednil oullet e Hitebd, Fara. .."!;Fip'll:l

® Peniomal DE]H!‘I.H.‘ thiose cases, eodmmion in B2
where the HIEIFLTH“ actually kakes the srder and

armanged delivery

Coverage: mass, selective or
exclusive?

'I.J:EEE r.vl_':m‘l.'Panim winl msss SovVerage; buk only a
very feyvy e meach all l:nlml:l:ll custormers svith their
diafrivution channels, It i= .‘I.i'l'nFﬂ}'m‘ll’N]i:ih-l: in heEns
il ool & En-nd u!amp'lr' ala COmpanyy Hhat :|1:nJ|j." EAn
make ji= Frm:[uptl avaikable ﬂln:r_g.m‘hr.-n: fa Caca-Cola
Youi gan Ao it in :upﬂn:nn:kﬂn,-:mwnn:inm: shopes,
w_h'uii.nE mmaghines, mestaemnbs, hodels, ote. b T

ST |:|.:|n|=-.'|. have 1o ==t for saelective COVETAZE, with
fewer locationa and a moze focused tanaet marked.

A fey cormparies — those with I'niEh.-End pml.iur.i:

- chonse exclusive coverage. Heme the product 5 oaly
available at selected Lications=, FErhups it Ho|
airports and a few stores in feshionable shopping
districts.

I s exdent e Intermet has given all companies
the potentisl to peach & mass merket. However thus
L=t a8 easy as lbappears, becmuse they stll have o
fight &) o distingaish themselves from other web-
based flrms and By for vishility — by having good
BEATCN-ENgine opimizanon so that thelr name
appears high up thesearch resuits

Retailing
There are avarioly of retpil formaks

LORVEENCE Flone

aPErTanEr

SR Jn Gy DARE VA O
Eiarg!

e
|r| Catuingur

Casparirnany Siprs TS
Retailing {5 highly competifive. The fellowing factors can all
cnnlribobe 1 succe=s or failures

& Ability o identlly what produocts cusitmers vt

I.l.:.-'uul and .:.Im.mphrw i:g IJHhI... saapnid; decorh

Procluct presentatipn inside the store [merchamdi=ing),

el customer safisfoction with the shopping expericna:.
Laocation.

Dullding “traliis" throwugh ad vertising.

Keeping pace with technology: logistics, diutabages of custames
buying bebaviour, in-store technology at the check-oul ohe

2 & & 5 &

Channel power

Whiz hies the power in the distribution channel? Thi is & key ssue
Product power: This is when a brand has a hegh lavel of demmand
and the etailer has tosiock it ragardless of the cost 18 them,
Whalesale power: Tnis 5 when 3 whelesaler buys & large quantity
al low cost, and can then maks & large mark-up whan they resell {o
senpll, powerless retailers

Retail powers This i= when the retadir can chaose from many
supptiars and 50 dives down thie oHce & pays 10 them

Franciye

periailee



Exercises

22.1 Find & word in the text opposite that matches each
dafinition below, The words appear in order,

1 marey that Youl pay for asendce
2 o words) places whare products ase sold

3 fHaro words) when 3 lamge percentags of people are rathad
by a.dstribition channel

4 fphrassl verhyaciept something thiat 't exactly what vou
wWant e o

L “the way in whach somethingis armengsd

& thaityieof deccn‘a'hun and furmture in-a bullding

i |'h'1ree |.'|.r|:|r:i'rJ changing as fast 25 something efse

Now do the same for the words in ‘Channel power'
CpRODSsite,
2 [mivasal venl) usas agoresshe tactos 1o meke pces Tall

2.2 Match each deseription below to one of the retail

formats in the list opposite.

1 Small stora, good Incation, opan til late, fast checkout, But
Iimeted range and expensiee

38 small, privatal-ommed, Farmily=run stors — riien in 4 loesl
nesghboyrhood

1 Ondna-anly ratader sich-a5 Amazon

d Large wtore carreng just one product category legsparty
shows, offica-supplies, slectronicsl

E - Emphasieis on saluefor-money, anginally mairly 1:14'.!‘.1
retailing tut ncmasrgly moning min othar-amas ke
clothing

b - Similar t& & superrnarkat, but with 3 grester vatiaty of
procucty, bedtar quality, kigher prcas and betior senace
lirues

T Nequires buvers to make large purchases; imdfed product
aelectinn; may restnct antry to thie geners| puibic

8 Acompany gives parmission for someons 1o LS thes bransd
rama, products,; et in auchangs for partiof the pofis

27.3 A store buys something for €10 and sells it for

£15. Fill in the gaps with one of these words: margin,

k=L,

1V The . 1550%, The cost prca (€100 s
Increased by & half (€5} o decide the seling prce (€15},

e e A5 335, Thie profit {&£5) & & third of
the salling prcs (£15),

22 DISTRIBUTION (FLACE]}

234 Read the text about technology in retailing then

answer the questions below.

Technology & ehangap he fece of retalling. Hare-are just
some of e rew davelopmeants:

Electronic signage 4 small LGD screan can hencomponted
o -a-tag henging from the merchandise, of Iro.a stand-up -
sign poshioned near t. The dsplay showa price, product

ivtormatan, promctions, efc

Soft security lags. An eletironic surieliance (a0 08

mearposaten inle-a garmanl al \he pang ol marafasHre.

Thess tags o ledfls and paper thine A descs 8l he

paint-of-sale (POS) aulcensliog®y deattivales-the tag.

Sell-scanning Shoppers use & hord-held acanaar thal
EadE e Dar codes on (Eens ey buy They can pay
gulamatscally with the same device and heave ‘8 apacial
Eapress lans atihe obeckou,

Virtusl ﬂ-l:mm LUetames wew compuarized images
of oM ntenon snd fumizhinge The lechnotogy has: the
polenialio ohigrihsgsands ofiiems el fanndl De displayed
- the ratail floce. Aleg, it cen replicate the cmansions of the
.ammm kifchen, bathwiam. sic and show fow they
!lﬁ.llﬂ‘]i:mh‘. Wit the-nlarned additona, Coshomers cam mix
-!‘IL‘I h’ﬂim m lﬁ"rﬂﬂa’ﬂi pattans.

Find a word in the text that means:
firmals the usa of signg

a smasll b

{owmnal thirgs for s inra storme
{formal} a plecs of clathing

8 machine ar o that does-2 special jab

LD LA M =

place-whers you pay i &-storg .
thimgs ina roomesuch & furniurs, :arp-e:: argd curtains

=4 "

i |'rhre1:— IM:I.I'I::II]' pat l:hung.':_ together i different ways

See page 148 for some- discusston toplos.
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The aims of promotion
Promation®, the thivd of ‘the foor Ps" of marketing, can have
o variety of diffetent aims: 1k classie aime an
# T bitld avwareness of 5 new produoct.
& TorEinforee a bramd
& Tostmulate demand; either by geting new ostomens
fix bry & prostuct fog free sample. free tal), or by getting
Existngt custnmens io buy more, or sooner.
Bl promobion can swork In e subtle, often unintended,
ways: For example it can coeate an initial intersit in @ product
categiry and then convines customers that they have o need
For it — bsfire thew Ehinle abaut epecific brapds:

Promotional activities

Then: are four maln brpes of promotional acivity:

1 Advertising

This inclades ihe whole variety of media oatlebs: elevision,
radio, print leg newsipapers, magaznes), bemiet e web and
ennadly, direct mail, outdoor (ee billbpards; buses), indoor

leg alrparts, in-stone, product placement, mobile devices and
sponsoeehip.

Large companies rarely handle thetr own advertising: they
usually use the services of an advertising agency - perhaps
using dilferent agenciest for different prodingt Hnes.

Who does what in an

advertising agency?

‘i'-"ﬂ'ﬂﬁ wm'l. u'm -:ianttn dwa]ap the strategy
Creative team: —

penerate ideas and hak&um lnl:tlaimn:.‘ant I:h.mml'l
uﬂ'tathullﬁ'crnms&mam_

llarlmt researchers:

aamﬂs ﬂm numﬂmﬂnmﬂmn and feat creative
leas:

ﬁﬁﬂnmmum

AT St ]

-Enuﬂlﬂlr ﬂﬂﬂ&ﬂiﬁaﬂﬂ mmulﬂnmmed!a ard:
megotiate deals withthem

& Bales promotions
This inchedes coupors, spacial offers, confests, loyalty
Progeams, ek,

1 Personal selling
This can b gither foesto-face ar via the telephone. Soe
it T8,

4 Public relations (FR)

This has vacous tencions:

* Monitoring the media for any coverage of the company,
and malstaining confacts with people in the media
(g issulng rewy rebeazes oz part of o press kit)

* Keeping In contact with customets and / or employess
through company newslatters, in-hoose biogs, eic

& Crisis management when something happens thal
threatens the company image,

» Urpanieing special events o build both brand awanmness
and brand levalty, Events might dnclude partios; prodisct
dernorstrations, stunis, semminars, efc —efen m ensual
lpcations

& Building wotdwill through community programs and
philanthropy,

Other targets of promotion

Fapally, it's important to remismber that customers arim't
thet ondy target of promotion: Other targets of a marketing
message might be news media, special inferest groups

Leg envimnmental organtzations | opinkn formers

(e doctors o the pharmaceutical indostry), trade
assoclaliong, pantnersin the distrbution chamnel

(eg retnilers), investors, eploves, e An ofien overlooked
are is the importance of in-howese promotion: explaining a
new product to the sabes force and motivating them to sell it

Trends in
advertising

mng{ngmaiachnam

celiphone sereeny. mmlrﬂ'l.'mﬁmgsﬂas.
podcreting (audia and vides),

e P AL e LR R e AL = = =

everything will rumwttm:lﬂe mrh-.mm {ﬁutﬂm
compters, televigions and cellphones, but also
wallets fridges and :m]

M.diﬂmmﬂ:ﬂrh'iﬂ‘. .

tra.skirtu and measaring How: consumers respond
10 sdvertisements is becoming easier and more
{mportant.

GPS | htplqﬁmImHhﬂwiuﬂ:

this allows businesses 1o push tﬂrm Inraaﬂ-m—
mﬁﬂﬁﬁs{uﬁmhm mﬁtﬂmq




Exercises

23,1 Find a word In the text opposite that matches sach
definition bélow, The words appear in arder.
| large boards for advertisements inan outside public place
[2rE hoardings)
Z providing money for & specizbevent or @ Soors team in
aecer to atvariiss a brard name
3 news about something - on the tlevsion, on the radio, ar
I MEWSpEpEars and magezings
4 (two words! informaton Qiven 1o reporters thaf contans
mews plus supporting matarial (g background Infarmation,
photos)
& silly or unwsaal thengs thist are dong 10 git public #tention

B (formall kind feslings towads & person or organaatkon

T the practice of giving money 2nd help 10 people who ans
poar er in irouble
B & situation in whidh things gradually Begome very simitar

8 following the development o progress of omeone or
SQmEEIng
10 & aystem that bses radio signik from satellites 1o Showan
EXECT prstan an the Earth

#3.2 Make phrases by marching an item from each
columin.

23 PROMOTION

233 Underline the varbs that make sense in the
SEntendcs.
1 The agency camed f maced £ pubished | puid (ran ook owt
an-ad in a magazine,
{5 corect answersl
2 Tha magazine cared / piscea ¢ pubiishad ) put f an
fook gut the ad
(3 cofrect amswwers)

434 The items in the box are all methods of sales
promition. Match each one o it definition below.

oLl ety progiaer  Covilest

1 & sampobition whete thi witner gels o prize

2 savull pleee ol papar whieh you can vss to By gnuds at b
lover price

3 sharitermn price reduction

4 ewperencing o small guantty of & product sathoo
purchang it

§ oxperancing & tenace for o ghorl tira withtul parchading
it .

& 'Buy ono, Got one Do’

T wuhare customess arn offerde b jowatd lag dieaunt, Treo
privduct] far inegusnt purehasing _—

& wuhere g celebnly appesn dmeabiene ih cedie Lo genenats
CLstarmer trafiic

9 uding o older praduet o gart-eachange for 8 new product

23.5 Study the tabla below carafully, Then label each
colurnn 1-4 with one of these types of promotional
activity: advertising, perconal selling, sales promotions,
PR {media caverage such as stories about the company or
reparts an speclal events).

0f courie there may be exceptions]

[ - 4
. 145 L= tamotod
. ﬂr-e-w;-r . Ty
I non-paid pa
w-t_lum persona
lagging uirk
poar . wiry goad
high (1= (P

high Ihm.:ae r'-nr:-pnal:ll . h'-jr-

1 i ——_ an a4 in 1he media
A Rimusme. 5y i eontact with custamers
7 take " demand by offering o free tial
4 pace Treawarenpss of a new groduct
5 s hicha Soraumer rmpond 10
it CA g g b
G keap i Initial concept thiugh to the Bnal
ATEr TR |
7 monity tRrgetied s to a mobile dievice I
8 push i ey release i
1 2 -
:h'l'u'llﬁd .:l_l:.l:.ﬂml:b mass & targatad mass & trgoted
I-.-h-.isam Ibn Qne-way Ly
“Paymiil sl paid patd
rreration type pbn-ppran] _ ran-persoral
| Dismarid centicn fagging* ik
W-@Jﬂm gl}Dd ﬂﬁﬂd
Wessace- credilulily= = i e
Comt effectveness ditfieuls 42 kn medium 1o high
=il = femibmng Ve sl T Trredinity = e qualty of beng beleied Ang tnaisg

See page 148 for some disoussion topics.
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The importance of price

‘Prica’ iz the Jzet of “the four Py’ of marketing, and is

prrﬂ.'la'b'l}r thie one that marketers talk least abaot 18 doesn™t

apemn like an ﬂhi.']l'mlp; P.'lrl' it the p'lh— in fact & ]'_ln:rdu.:!'_l: FII'iEI!
mip;l'ﬁ' #.imp]:.! bo gmerated by a spreadeheat. ok decizimne
shemit ].'lril:n arp impaortant for many reasors

# Price s the most fedble and adjustable part nf the
m:ITlr.r-ti.nE i — it can bo rhangﬂd weTy rn[:ﬂd'I}rh.lnIFh:l.
v, Flmdud err clistribuabion deacishans).

& Pricing decisions are critical for revenue:set & price oo
levnt aind ¥ RS CHEl o pruﬁbg: gl i1 Kw ht_|,|'_'h and v
o eales and markel ghara

® Pricos i1'|1.'|'.|-n11:rr|.|: fevr First 'trnprqm'in-ny: 4 cuskomar may nol
raxrezidior the whiodn |;'|'r||,'|n|:|'|1|:'|'.;l-‘i‘l':rl'inl.]I |F'Ihtr_|.r hava diemiused
it -initially booause of the pricy; equeally'a high price may sav
'|.'||.|.||'i|.‘1..r' and SNCOUTARS tho ruskomor o tako ar intonest

® Priceic an impariant part ol =alig pmmnl‘inm. o unet 23,

Ao, what are the factors that have o b taken ints

snsideration when selting a price? Some important ones
arédescribed beliw,

Intermal factors that affect price

L] Pm'l'il.'lh-l]ll}r A PO sy l.q_q“n'll:l,- Iﬁ]l,.lll'ﬁ..ﬁ it el s pinianl
resbrm on 185 investmeid Ce iha oial costs of making

Setting a price

S Stwim paymant agsriomn

Ari e going o be adely pusmei
InceEniie for disnibution m@rmers!
Wit madbod i going 1o b adied Tor
imerraticral payment! beeurt 3

and markebing the product), Bub this redurm mens not be
imporiant —fof example with & new product that isa’t vet
established —as long as revenue ol least sovers: the cosls,

& Market sharé: a prics may be set artifictally Fow in order to
gaina hold In a new market or wheee there s a price vwar

8 Consistoncy with marketing stritegy: if the comjpany’s
overall stratesy 15 40 poslfon kel abthe highend of the
matket {and emphasize non-preice benefits llke quality,
service, ebe), then price will be kepl high.

External factors that affect price

® Elasticity of domand: in an dastic market, 2 small change
i price results in a big chamge in demand. In an inelastic
mriareet, o sl chasgge m prce b Little impact on
deimard. The trick is ik find U purl‘lnll.l.r'prl.-.‘e Bewied i
which profits {or cdher objectives) are maximized,

o Coshofmer IEEI.'FIEL"‘I:I.HF.ITIH: remember Hal opstoarners’ s
lan includes distribution partoners = thise ve odten the ones
swhio set the final price that the end ter pays,

® Competitors’ products: every, company. has to watch whal
compebtos are charging: The market leader often set
prrices in a market, and they'ro tssially abke to charge a
presium.

1 Exanvinm marketing objectivad
WL s micke positcn | [0 we
Wil rrlllﬂ Qi P Pl gl

4 Deierrmine promaodlomal priclog

I e [ o bea pramotice

e the follorwing ameall opdane

¥ ME sy afler A Lot pnce
fhan poermal

& Free procact: ted for the orite
o S

® 53les pEemoion. COUr,
lyy prog rame, e

& Buriclla priging oftay s
differert products &t ks satma
lme

= Lo learian 50| Deloay cost o
Anract cussamer raffic I a stose

3 Sgi standard sdjustnnenss

Same o ol ol the-folowing nesd o b fued:

b JuRATny dicoint
Thachs-dscoient

* Specid sagment discpant (e studandl

+ Gamraphical pricing (=g hecaysa of
differences in0CeE ng ttandieds)

2 Destmrmiine an nltial prkce
St dll of 1he folawing m
be sTnrme

& Lo+ marp

& Backvsand pricing (= what the
PILATRET i) 1'.l|||'|'|-;”.-!'.'l vy

¥ Paychaiogical pnomg (e just
Dy i rauid Tramibs,

# Pradiet ling pricing fie distina
e pesdivets & iffesar msdeli
Ira mngel

& Cornicetitios:pecig (sing
it account the competthand
otfednsl



Exercises

4.1 Find aword in the 1axt opposite that matdhes each
definition below. The words appesr in ardar.

1 able e be changad slighthy

4 arEcimE turfoser

3 fhrasal vans) lash an tpportumity e do o have sormeting

4 | anaush n payfar
5 {bhree wardd) abtain coninal or poaer

6 dang things m the same way
7 Ehvar ard otferine wa:,rnf ding somiething

# e werdy) ade faran additiomal smount
af maney abeos the standard ameoant

Mow do the same for the words in "Setting a price’

opposite.

5 an increase n the prce of sometning (8 the perceniage oy
wihich the cost price s increased) n

19 fhwo words) number-ending in 0 ——

11 & growp of products that are packaged ogether and soid
as a-set

12 things that encoorage vall to work: hardes, start 3 naw
achiby, et

242 Make phrases by matching am ltem from each
walumn,

I o __-h"n. & TR T T O your mEstment
L take T Sales Endl markel Shang

3 raguire ihe cofts with salps revenue

il DOVErR several TecTors INTO CONSHEraTn

5 paed yoursslf &t the high end of the markat
G posdicd helowy cost ta artract custoemer tratiic
1 %ot & el in: & nesw market

Fosall thia final price that the end User peys

143 Read this short explanation of discounts and

urdarline the correct words in italics,

I prarmpd f proper payment Siscount & ghven’ 1o help with
cash fleny

L& quentity discount Bicourages o [Brger punchass = any
ecanamies of Wame | soale can be passad Sver [/ paisad an
1o the final oustomes,

3 Trade discounts e Tor artners i the detributon
channel | canal,

4 Seasonal discounts ars gren dureg slack |/ isase genads of
the yedr, ordurig the January oromodons | sales,

24 PRICE

4.4 Match one verb from each column so that &l three
hawve a similar meaning. AN the verbs can be used with
's price’.

Incresse-—__ mitablsh wirk out
Iirinver R Attt Pt ¥ T
st 7 = attle on
negodiate figurs out hiring dewn
catrulaty Eut defarming
24.5 Write each word in the box next to the word in
Italies with the dodast medning.

gritactae baypain bodge! - excesEee

swtrlitant  falr  mfaed  Mb easanable
mcommendeg e seling

1 afan figh,
price
& afan o,
prce
3 ‘atan oo,
pnce
i the el
ey prce
246 Complati what & markefing manager says about
prices with the werbs in the box,
mreed v dop fesze held down  maiched
FECEVEd complaints aioul | restRoumd
waf mdc'._r':ur e fomed i rase
& inntally we ' __ prices atwhat we

thought was & reasonable level. Then our costs staned fo

Increase, We - gar prices for a5 long as
we could, but eventually we * them
Immediateny we * . the vy prices Tram our

cuistarmers, They todd us that pur prces wersn't compelithee any
rmore, Lip fo that point we had ahwiys = _
ur competiorns’ prices, o eeen slightly *
thesm, BUL i maoe. W wens in danger of ioing clstomers,

90 We © our whole pricing strategy:
Weoudntafforde® ___ our prices bick
down fo the previous level, angd anyeey this would have
locked very bad in the markel Instead, we annaunced that
wee would * the ruswy prices for twelve
rrinths, b givies soovee stabiility Megdly. Al dur custores

. _ this, although thay waren't happy s

See page 140 for sorne discussion togics.
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Understanding a business

Marketers must first huve a detailed undersanding of thedr

bsloess in order 1o develop thele marketing strategies. This

Is-aften dime using 4 "5Cs" analvsis

1 Costomer analyss: this involves breaking down the
ek Il sepikings. See wlt 210

¢ Company smalvsi: markelers need toundesstand
thesr comprany’'s cost strictures, Kok athow profits ane
generabed from ditferent prodioct lnes and different
customier socounts, and identify core competendes it the
organldtion,

3 Collabortor analysis: this mesns producing o grofile of all
the chimmiel partners (eg suppliers, distributors).

4 Competlior analysis: marksters buidld profiles ofeach

competiton focdsing on their relative strengths and

weaknesses

Cantexl anal vals: &5 well s the economdc and social contest,

Lhds Inclisdes things Sike potentie] thrents in the industry

g subst e prodacks, new entrangspand oo e

charging rrgaining power of suppléens and cusbamers.

Marlet research

In oeader for cnllect all this data, i1's neoessary fo do macket

research. A variety of echniques ans wed:

& Cluantitative research; the most sommon nesearch tool hese
Isch Survey tlual it pietres- Bnfoemation swith a qumimnnjr'r_'.
Enbormation can mlso come from doimg sosalbscale
experiments suchas looking at the &ffect on sales of

Rt

New product development
¥

Cormimuercinlizatinn

The demituticn channck
are fill e velthy the prodkict

changing price polnts: or maving displave within o skore.
Wohsites also offer miny appectunines foe collecting data
— cuistermiees Baehinviour on o sthe con be sasily iracked.

& Chalitative research: the compary may eneee ouk individal
imtarvioss; o foois grovgs. A moder Echindgue is s ose
ohssreational research where custimers are watched ina
natural settivg a5 they shop or mse prodicts-ak horme

& Secondary reseaech: dida can B enllected From cther
spurces shchas comnsul B Hems: frade sssocinions
minganne artlcles, poeesnment stilishes, ghe

& Test marketing: this-involves rving sut new. products in
certain Incafinns.

Developing a marketing strategy

Dincix o company. has done e kind of mesearch outlined in

e twen sectone ks, (#in a he'ltu'p'mitiurl o unckersbanid

bs cestomer base and 1l competitive pesition in e incdustry.

Markeding managers are then able fo develop o strategy This

will relate per

# Identilving new markets and gaps in the markeb

& Developing rew products atd identifying their deared
posiHoning

& Developing e company’s compelitive sdvantages

& Mazimizing revemnes and probits

& Laining market shine

The second of thess, rew product develapaum!, will go
through o prosgess it oelisdes seme o all of the stages In
thur chizmprrarm barlow,

1 ldea gararation
Ideas Cars Corrs i
RSO deparmenT,
CLE mEry, compethoes,
B E gL, S

2 ldben worpeitimg
Mwkn i have ook inme Base

and i launched pEapi fade AuEtbon toscrern thwmihal deos
dghirrtherments am Al g How will cusiormers boneta? Iy it
i el el e hinke sy [rimilie b make? Doy

6 Taclenleal
mriplarentation
Theoampany has s
o | pEate resaimes ang plan
ERGNPref G aperationg
lesgstics mned work
[T g 1

§ Maza vesving and
markat testing
ALthE point the company Tiodces &
proiity pe En tests tha produtin use
Parkesrs wil Fokd foci Groisps
Adjuztmenas will ke mads on tha
bmis-oF thse feors and 3 e
firied vergionic she peoduct
might bescld ina
st ket

# Tt prafyis

Heme marketers veork chosely
Fith coieagues fTom swes
and fimenee oty o eirme
ine ey selng price, saley
volume, profsasiiy and
{ire pe=ven paing,

Bk e by ket ook (o i will e
profitabled

3 Toncoat devoloprmmt

g thip wage markerers nasd o think in
ruch gresser cdanmilabet thie concapt;ag
Wha exacily m the e maken? Hese il
= fit wethicthe existing preciacts”
Klarksters shnrk sttt othee coflegguies to
jei f there e o prochcton eues
Sarme mlomal fearran be-done by
waly eiking prespEtive custores
witat fhey think ot
e Corcsgt



Exercises

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

1 Wt werdds) Things that a companm can do well
2 thingsthat could cause dearmans o hirm

3 set of guestions:that yod ask a lege number &f people in
arcler fo fincd Gt thedr opimgrs

4@ written list of questions

5 relating toings 1het cantol pashy be mesasired Wik
numhers-such a5 sginions of attitoces

6w wands small grougs o penple wi ane asked [
ciscuis-and aiwe thsr cpiniong abaul & padmicular ausect

7 dhwowards! things that beip 3 cormpany bé mode
suceessiul than cithiers

Mow do the same for the wards in "New prodoct
development’ opposite.
8 checking something b ee if s sultabla'to fake fonaand
1o the nkk shage
9w wiordy) Ume whery a product eami st enoaah
Franey 1 pay for is coss o
100 dhwn wierds) testing sedmething by giving it to b fise
customers 10 Ly 40 thal any problems will be found

11 forst dasign of domething new -
{2 decide 16 ube 4 particulss amaunt ol time, mdaney, &1 fof s

particul s purposs

15.2 Make phrasas by matching an item from sach
watumn.

1 ot COMpeIEnces
] pfuduhx resaarh

A oo % Qroup

4 bargainiig H"“———!-L'uclure

3 guantitative powel

G oo line

7 cAstomer development
8 competifye bass

9 - concept best

10 bsrbgkeyen imglemantation
1 beta acantage
12 technical point

15 MARKETING MANAGEMENT

43,3 Use phrases from exercise 25.2 1o complete the
sentences below. The phrases are not in order.
1 Theit dacatlan gawe hem a haiga
pihie firrms
# Asupphisrof sacislmed componets kas dirng
(e WP T T
3 They decided 1o well some small bikinass ymts and just-foos
on thele
£ pinie g bnitial keay hanie biean Scredriad, wi move to
the stage wher we think dbaul the
preoeduet in rrch greate ditall
5 The-advertsing agercy Have produced some Ay e
for outtonr pasters, [want to shaw them 16 the rext
anel fee what pecsie sy
& By the time the nawe preduct gets to ths
stage the marketers have done their
jobvEnid thee operations pepol take oyir

25.4 Ong ward or phrase from each group in italics does

not make sense. Cross it owt.

1 We dre up-againgt, come dp dgalnst look fowards, face 4
lot of compefEion

2. This legjistation will encourige galn, promobe SHmida
carmpatition.

3 We're daing our best to cobe'vAth, handie, rasbond Ha,
tredd woth the competition

4 We Ity 10 skt carmy ouf, shay sy from, Steer cloar of
rrearkil segmels where there i too much eompitititn

5 W face cut-throgf, flerce. iniense, particuln severs, SO
tough compettion

& We swelcome far free healthis lirge, open competition

e

25.5 Put these verhs indo the mest likely chronological
order: design, launch; discontinue, manufacture, sell,
upgrade,

JEURGt 3 product

Oh W e L P b

15.6 Put these phrasas into the most Hkely chrenological
onder: cary out, cut back an, put money into; abandan,
sugpest the need for, s82 the imitations af.

Bl it

LT Q4T rearkit razaarch

= P R O T

See page 149 for some discussion toplcs.
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The moome statement fprofit and Joss acoounty the PELY
isomeaf @ company s Hiree major francial stalements,
(See units 27 and 28| Tt measures & company’s financial
performance over a fiscal quarter or a'fscal yeae. In
stmmary, it shiws: Revenue mines Expenses = Profik A
fullerversion s given in e Box and then explained below:

HfinLm
— Costofzales

Lercis prodid
- Sk

Gm%rmumﬂ?
+ Mon-nperating o
ERITOA
= Interest
= Tak
— Depeclation
- Amarization
Net profit after fax
— Dividends
Retained profit

What is revenue?

Rewinme (= hamever] 16 th mopey that comes info s
company from thasale of products or services. This Ajgues
i referred to as ‘the top line” bosause of wherd (| dppears on
the: Pl "Top line growth’ refors te sakes growth,

What are expenses?

Exponacs {= coste) nulers o monoy that the company has 0
gpend bo run s Busindss, This can be broken dosn'in many
wayn, but a bagic disHnction s betwesn:

8 Cosl ol sales (st of goods seld ACOGEY: hds mefers to 4l
cost of actually minking the product, for example materials
costn and labour cosls by the factiry

® Selling, general and administrative expenses (5G&5
opirating dxpenses ) overheadsls this nefers tomiarketing
costasuch a5 advertsing, office smlacies, rent; belephione,
electricity,

What is profit?

Profil {= SATAINEH) Fuass s componenis:

B Dpevating profit (irdm répular business activities].

ik H{m-.n:-pr.-mﬂng pmﬁl- IES_ fram the sale of some kend or
shares i another companyp

EBITDA

EBITO A stards for “parmings before fterest; fox; depreciation
and amiordzation’. On the Pl we subirect the LT, 5 and A
in burre

Interest (paad tothe bank for any boans)

Jax [paid o the govermiiment )

Depreciation (= the gradual loss m valoe of ngible assets,
e wehiches, machinery)

Amortization (= the lass i value of mtongibie-assots,

ez palints, copyrighis)

MNet profit after tax / retained profit

Thar figure thal remnins b5 the ek prokil afber bax (= net
Eneormnet e bodtom ling'y, To complets the PEL we then
subiract dividends {paid to sharabolders}, jeaving finally
Ehve refained profit (= reserves /rebained samivgs) thal s
reinvesied in Lhe buskness.,

Budget report

Flaures for the real-life revenue, costs and profits will be
different from the budgeted (= plainned /forecast] figuns.
This analvsis {4 presented to managers in a budsnet mpart.
Ini-ibs semplest form this report bas e Lest fyve lines of the
Pl in the b opposie, with theee calunines showdng 1) Hwe
actual results, I3 the budgeted resulls and 3 the vatancg

[= difference bobwesn the Bwod

Variandes can be favourable or unfavourabde and indbvidiaal
managers may ses this information for only their own
product lines or geserraphicsl ana,

Causes of a change In revenue

& A charg in sassvolume:

& A chamge In the proflt maroin on each (tem due t
higher # Iower sefing oricesi

Causes of a change In costs

8 A fERET OF 2 change In sales volome e it simaly costs
M2 to orodocs mars!

& A change becolise more |2 baing ot to ashlsve aoch
€1 of zal=s g a ganulra iNCraase i oot - o decresses
iri productivit

Causes of a change in profit

o & Complex nterplay of the changes in revenes and
COSIS HNcluding the different hypes of oosis:

The budget report-allows manapers 4o see' whene the

unexpected changes ane, and which changes are the most

significant. The reasons for any variance can be identified
and any corrective action taken



Exercises

6.1 Underdine the corect words in italics:

1 The 1ams Tumasar s the wima a5 favenie ! profr

£ Thetemn 'earmingt meard the warmd g e o

¥ Tha terrr ‘overhaads' iefers s the diréet cevits of making
aroducts ¢ the indliect oo oF esiing . produc and' running
fhe fiice

& Theviages of Tactory wioskerd and (- alaries of office
WOrkBE 2re shimn (i same iecs i diffsent fieces
an 4 PRL

5 A ocormgany s the patent on & piece af & techeology for
L30m, Tre patent lasts Tor 15 vears So $2m it recomied
BACh year a5 a%An armortirainn ¢ oo pense

B Fheward which means “mfam ofher thingd ans taken away’
& oo el Tean refer to peofit, salary ot wesght

6.2 Complete the PEL with the words in the box.

T Dowfondy  Cost of goods $a(d Rooig ey

Profit and loss account
fhigferas i itionsy
Dperating revonues
Met salias 510,219
Operating expenses
' 53972
LGN £4,155
Depracisban and amorization F480
lotal operating expsrces {$8. 60T
Dperating profit 51,612
Moraperating prafit §65
o 51,677
it st (572
Earnings befora income taxes 51,605
3 £514)
Mat profit afoer tax 51,081
& 157100
Retained profit 5381

PCampare the PEL shind with the are oppesie. Yoo will notice
that there @e one or two ditferent words, 2nd & sightly differem |

lrder fparticulady for 'depredatbon and amonization']. The s

| theniberate, and is designed 1o show the variation that & possble |
o thi leyout of & FEIL,

Meotice ake how figures to be subrracted are shown with a
Erackst.

26 INCOME STATEMENT

26.3 Find a word in the text or. box opposite that matches
wach definition below, The words appear in order,

1 related to-government faxes and spending

2 (twa wordsh proparty that vodl own which can be prayvsically
touched

3 theway infwtach two or moee things-affecs each other

£6.4 Cross out the dem which has a different meaning
to the others.

o bwirrg Un, earm, onerate, lnvesk make s peofit

16 Boodt. plalgh back, relvest profis

o girarares, fansidlne, putal ek profis,

10 fncey, trake, offset, fur Up, suffar & ko,

& big, considerable fap handsame, fgatthy fiame,
satistactary swbstantial profit

B &/ an dndavinn, mooést, shght sl profit

P e Bl =

26.5% Fill in the missing letters.

I Ifa profit & bigger than any previous prodit, £5amc _ _d
prafi If a profit is falr and reasonable, S aleg  ate
prefit

& Some e wWhich result ma profif for losal ane ot
normally repested = like the sale of & setsidiary company,
of the effects.of & natural disgster. These ane called
‘extran  naey'darfesc | iodal' tems:

3 If a company 5 making a boss, we En sy that 4% 'm
e dt Eventoally 15wl go bank fi=guo into
ligu _kgni

4 Lo rompary accepts that it cannot Get back money i1 has

lost, then It we . 500 the los.

To mnpaess the oppmite of o favourable vanance’,

aeccurtants ofter Ssoy an ‘adve_ @ wariance,

& - |F some goods aee sold (or g service s delversd) in the
micklle of Devermisr, but the customer ooy pays in the
il of Janwary then this i recoded b thee incomie
staterrmmt for the earlier of the two years This fundamental
principle is referred tooas ‘the st al basis of actourting!

un

Sea page 149 for some distussion topics
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The batance sheot {85k is anather finandal statement that
companies have to produce as part of their accounts. (See
alse units 26 and 285 The B3applies to a single point in
e, and gives a pichane of everything that w company owns
1= ik aasets) and evervihing that it owes (= i3 labilitses)
The basie egiaton of the B5 15 Assets = Linbiibies plus
Shareholdeny’ Bquity, A fuller version i= given in the box and
then explaned below,

Aoty Liabifiter

Current assets Curment fabilities
Cash Eank debt

SuC ol s rescearabie Ao paiyalie
Irvnantaries Lahilitles fof fant
Long-term assets Ehort-term provsions
Froied aswets Long-term Hakbilities
Infannible assets Bank leans

Fenancial msotc Bonds payalile

Shareholders' equity

Assets

Current assets are these thist can be turmed Inbo cash quickly,
They Enclucle cash al the bank, acoounts mecetvable (ie money
gwed by custormers] and investotes (e unsold stock).

What can a balance sheet show?

Liquidity

o Liguidity e the degrae (o wiEch an gessl can e
convarted to cash gulckly, This & often measursd
by cislig thie 'ourrant ratio’, wivah 1§ cwvent sssais
e by corrent fabliles A high cumsnt @ik
means:that ovet e longsr Em ihse & plenty of
aseals o oonvart Ino cash to pay the debis-

BOA meres BRorf-tEem. mEasens of Touickly 15 working
capltal e Soran] Sesals FTRE Curaal dacaifies,

Leverage (level of debt)

& Ineveryosy languans leveiage s the use of
borrowed monay (i Sebl) to by 10 increges’ protils:
| B Inaccountants’ anguage, leverage = a measure of
e far & company iz fonded by (sans (eg banks
and Bonds) raner han 18§ own capial. On a BS
leverags B defingd 4% fofg-tan izbifles diviced by
shareholders aduily
® A highly leveraged company hasiaken on & lof of
debl: But this isn always bad: borrewing funds
wigaly 1 expend a growing bosiness is good nsws for
sharshodders

Lomg-tesm assets are thoss thatcannob be tumed info cash
guickly. They include Raed assets {og plant and machinery,
land and buildimgs: motor vehicles), intangible assets

(&g capyrights, patents. goodwill aogquined fom other
companies) and financial asses (e mvestments in othes
companies),

Liabilities

Crrrent Habilities ang those thal have t0 e paid within the
next yeer They include bank dibt, account= pavahle

{ie mimey owed tosupplices and utility hills), liabilities for
current tax and provissne (e money, set aside fora particular
purposi, of bad- debts or o court rulingh:

T..nnE,-IEn:n Imbilibes mclude bank loans |i1'|.c|udin:5 any
ﬁmﬂ.l;-u.&u:l ard rHe ey ml'lnlq o bondholders, (The F‘I'jIl:]rhlj
has b be ]:r:l.'id: back at ﬂi'l'.'m.lh.l.ﬁ‘i}l'ﬂrl:ht benac

Sharcholdess’ equity started as the capital odginally inveshed
1o begen the business, and now 1k Bas grown tirsgh

it} reinvested profits-amnd ¥ ooy additonal shires thot have
D Lssued. Thilnk of it ke this lovagine luit the buskness -
T e stospand adl e assets wiese sold and this money
usedd fo iy of adl the Babibities, Whil woeld Bappen e the
remainlng part? The - answer B fhaat B ol berel i

i the sharchalders = 10 belongs o e, 1 i thelr sl
{eapital),

Book valua

B Hookwalug' 58 company's tel worh (e 6E Hnarscial
value — WAt s 1eft o the bocks — 1|6 went ol ol
business). It ls &n everyday term with fhesame
maaning a5 ahareholdars' equity’. S0 book value
agquals [oisl 25583 imous foial febilines.

® Arong buying shares in & company |8 buying 8 share
N N BooK valtes, DIuS & Snare n El.i'l'ﬁ' fulure grosin

Profitability

¥ Thers are aeveral comman measurss ot profitability,
but one ot the commonast 5 Asturn an Equay (ROE).
Heturn on Equity equats nef profit aiter fex adlwoed by
sharahoioers’ gy,

B HOE shows how mach profita company generatasin
relation to (1 Book valus.



Exercises

27.7 Fll in the missing letters.
1 Asseteare things that yoo crad
2 Labilities are things that v e

27.2 Find a word in the text oppasite that matches each
definition below, The words appear in order.

1 arramount of money that a person or company. owes

2 dowments green to people who invest maney in 4 compary,
prommiing to pay back the mongy (= the prindipall with
interest (=thecoupony

3 4 company's réputation, relafionshios with custormiers
and Eollective Enow:how fwhen ocne corpany biiys
andther, this i what i piys Tof dhowe the ook valug)

q  ohrdss verbh keeg from s laeger dmoundt in geder o be Usad
"1
5 [ ey that oo Bormny Trom' a Bank to By & property

B {phrasslverd) givi someone all the maongy pou o them
(oo o back” ' the anseeer )

Common mistakes Many languages usa words e “actives’
o 'passives’ 1o asset and liabites, Thesawards o
hat-axist in Englsh, Alss, many languacges use 4 wind b
‘abliganars’ for bonds. This s a fase friend - the word Ba'
| used in this way in Erolish

17.3 complete each phrase with a prepasition from the

ban,
| back by far in  nfe oh
outof @eEr o throlbgh
1 acurrent siet can be turied quickhy cash
2 'scounts recesable’ s meney owed | ELEEmEs
3 'accounts palable” & money awed _ supplier
4 hnancial astete’ are investments = another
Comgany
5 'provsiens’ includes money set aide D el
6  bondholdérs fiave 1o be pald _ At matusity
T shareholders” squily grows el st profits
B & highly kseriged company hastaken 4 ool
ffekt

9 Dok value® (5 the valus ol a compary | 1L went
busmess

10 the long term 4 comgany reeds cash 1o pay 1he

bty
rin’ is possibde in 3710, Bit sn 't bhe Ansyser haeg

27.4 Dogs the term “creditors’ mean accounts receivabla
or accounts payable?

27 BALAMCE SHEET

27.5 The verba In the box can all be used with “assets’.
Divide them into three groups, based on their meanings.

acowmelate  own dispoe ol bold wp
hold  aoQuire  possess  reabize

have buy sall

27.%6 The werbs In the box can all ba used with ‘debts’,
Divide tham into two groups The meanings within a
group are simblar but not identical,

mite  ballop  Omw  Bonowr Iy
pa off  ropay oo Soawp

callect pay back

2.7 Fill im the missing lettars,

1 A& busmess moy have used all it funds 1o buy equiprrent,
vichickes and ventory. N0, you can say that il s
od g all iy money in assets

2 1T diebt 't paid back, then the dompany defa
the debt,

ks an

7.0 Complete the text with these wards: copyright,

patent, trademark,

I M you design a revy pradoct, Or 3 new procss, yod can
apply fora This gives pau tha lags
right o be-the only person 1o maka, useorsell i1 i kasts for
a hmited pericd of fime.

2 M you prodicce an origing plece of work jeg a ook, dedgn,
CTOULEr Drogram), you mam the —onil
Sither pecole cannot reprodsce it kot paur pernission,
Thenight & created autoenatically — you con 't need - to apply

3 W yau have aunigue name of sambod that you s
for your products, you can apply 1o reglster ibasa

T __(Oncethis has bean dors, ciher
people cannot uss it

Ses page 148 for some discussion topics.
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The cash flow statement (CF5)is an official financial
statement — thie third covered i fhis book. {See enkls 26 and
27 ) Information for the CF5 comes from the P&L and Balance
shveed, biit i3 presented in o different way: It isconcerned with
real money fie cash)— not amounis that haven't yvet been
received or paid. Geperally speaking, investors like to see thé
CFS because it's less open bo the wse of accounting wricks,

Caczh

Cash can come from {of be used for) Hhnes anvas

& Qperations; this is money pacelvea] (or [G88) Frm achaal
buisiniss activity,

# Investing this includes money spent on phisical property
iy, plant and equipment), marey received (or Iost) by
invesstingt i stocks and bonds, and money made (or lost)
friarn briying or selling subsidiaries.

® Financing: this ncludes money made by Eeuing new
siares, money spient by baying back shanes frism the
market, dividend papments made o shereboldes, money
recesved by bormowing fom the bank and money peed to
TPy previous loans,

A simplified CF% produced at the ond of a Anancal voar

il gtk ksl bikio the ane in the bos.

Cazh flow from operations

{
| Kt profit after tae 3,600,000
|| Deprecistion 80,000
| Decrease in accounts recenable 36,000
{ Intrease In Accounts Sayikie 30,00
Irereagis If e payahla 14,000
Iryemarase in mpverary - 640,000
et cash trorm coensticns 3,090,000
Cash flow from investing
Plart-and equipreent = B0, 000
Cash How from financng
lSSaing sy STock 300,000
Stock-dividends paid = B30, 000
Bank repayirients - 400,00
Free cash flow 2,160,000

See onits 26 and 27 for vocabulary in this bak

Cash flow statement braakdown
Looking at each figure in furm:

Met profit after tax Thiz figore comes feom the Pél.
See unde 26

Depreclatinn This-was subtmcted on the P&L to-armive at - the
net prodit, bud in Bact it was 2 'paper” ekpense and the profit
witsn't really- redineed by this amount. So it & sdded back
heme o muake the sums cight,

Decrease in accounts receivable A decreass means that more
customers fiave paiild of Bt credit adconmss, and so more
cash s entinod Lhe compary.

Increass in accounts payable An incrvass means that the
COMTPANA OWES e ey fo I-1.1FF||'i|I1l_IT. Thiz iz available
lemiporarily s ciash ingde. thie company.

Increase in taxes payable The same logic applies. If there
I5 an dneraise in Goe= owed, it s added on the CFS &= ther
iz mare cash sHI nslde the compamy anhil iF's peicl. IF tases
have been pald off, Hien the pmount i deducted = Hhere is
lems cashcin e company,

Inerease in inventory The carmpany lag spent maney 1o
Fl.il:':"hn.-ll.' mmaterials IF thisis done with cash, the armiount =
ahinan a8 o deduction. Notice that if the puurchape was masdie
o credif and the amount is stk orststanding al the e of the
voar, then thers would beoningrease in Agcounts Payablo
i ther amoont would show a= an additlon on the OFS

Plant and equipment If the company invests money in
assets such as budldings or squipment, then this shows as
fezsh owl’ e o deduction), IF the asset had been:sold, ii
wioat|d be feash in’.

Issuing new stock This company has raised capital by
Issalng new shares.

Stock dividends paid Cazh has been ised b pay a dvidend
b exctsding shareholders

Bank repayments Cash has been used to repay part of 4
Bank loan,

The amiownt that remains is tha Froe gish Tew’. This s whal
# company has left after it has paid all itz expenses. It s oflon
corsgidered tobe the raal "bBottom line”,



Exercises

2.7 Find a word in the text opposite that matches each

definition below. The words appear in order.
1 lerge mech=ery used i indusingl processes

2 offically making sometheng available 1o buy

3 (informall calculatons —=-
4 taken away from 2 total emount) whiracted

5 ot yes paid

6 money, especally when (05 wed Wostart a basses o

prodiece more wealth

28.2 pelow you will see a simplified cash flaw forecast
for a new business. Note that & cesh flow forecast looks
forward, unlike the cash flow statement opposite.

Study the first two cofumns, then add thess figures in

tha corract placs in the third colummn,

a0 gEpl 105M ..-PE..EEI'.I 47908

Cash fow from operstions

| Open lan
: Opening balane 30,000
| Income
| Salos 2000
| Capital i 30,000
| Total income 30,000 8000 '
| Finances
| Lbar repaymants 400
| Imgrest pagd &0
| Difket costs
| Iveritony 6500
: Labicuir 1,800
| s
Salare 2400
| Gffice rent 400
i WleD BEniICES
| CHTICE Sugipies 200
| utiiities
i WBLAnCE S0
Total outgoings 12,040 '
| et cash flow 0000 (3.040) °

Fed

10,500

20
&, G0
1. 800
2,400

A0

a0
240

| Ending balance 30,000 ] -

B CASH FLOW STATEMENT

Z8.3 Refer to the cash fiow forecast from the previous
exercise and mark these statements True {T] or False [F).

i

L

Wgst of the cagital ro:start this busness probably
camee from the bank, not the persanal hinds of the
business owener. T/ F

(e ook af the size of the foan repayments i
redataon i fhe tagial in)

Thewages of stalf wha sctually make the praduct
(Of serve customens ane-shoem separately from the
salary of the manpger, T/ F

Rt f5 probibby paid enonthly, in advance. TFF
The gas and electricity companies are probabily paid
menthly, medvance. T/ F

It i & corention I aceouniing o show negalie
fagures \n brackets. T/ F

The fart thai cash flow was nesgatse 1 January s
& bad sgn for this new Business, T EF

Continue in the same way, aswering guestions about
cash flow in general,

T

L4

0n g srendshesl, there would probably be fwo
colurmis for each month: one far forecast figunes
and ardg for aciual figures, T/ F

It ol make a sake in-lanuary, But: e custoeres
fakes avantige of ore monthys credit, e sales
figuire ol be erbered 0 lassuary, T 1 F

(CMIE, e s el cash how sleiaren s L cash
ACCOLTARG, Urke \ncnimD stalarenty Which Jse SCCTLUN
ACEOURARG = e 26,5 4.

Thie cash Flow stalement contains a ot of new
ntormatan (hat snct pcslable from the 2&L of
balance shept. T FF

A 1 Z-riorth Cash Blene Terecast i 0 kiy element

n &y business plan, See und S T4 F

28.4 Make phrasac by matching an item from sach

column.

1 meeord=——_ the darme oo

£ pay off e semathing as an expenss

3 apply coniial By =ling new shares

4 raisa a credit acoowni (n full

5 piesdn| money from the bank

& subtract shares from the market

T By back ahé figure- from anothar

B borrgw infatmaton in & certain way

28.5 Fill in the gaps using these words: as, by, in, on.on.

1
2
3

4
3

spend morey plant and eguperen

iTrEsT TSy plant and equpement

hugye monsy avatiable cash

fant i possibie A3 DU G T e dnseer here )
make 3 puschese - oedt

rase capits Esuing new shanes

Sze page 14% for some disoussion toples.
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Cash inflows and outflows

F;hﬂﬂli‘r:ﬁ" cash Howr 'u:ul:!'.'i.mu:l:- imparlun‘t for a business: it
sl the Bills o be Fla'i.l:l. the busipces 1 ba uup:rﬂn:'f. and
lenlera anid investors o be masured, For a well establiched
ST, casdi wiill alus be needed o pay a dividomd 1o
shareholders

Soices of cash inflows nne
& Maviments from Cusfornars.
# Shareholder investmeits.
® Hank loans,

& A bank coverdrali.

® Interesl on Bank savings.

sSounoes of cash sutlows are

@ M'nrchase of stock and raw mialerals,

& Murchaze of fiond assets! [T equipment, machineey, office
turmibune, e,

& [aily operating expenses sisch as-office supplies,

® Mavments ol salaries, el wiilited

& Loanard ovirdralt payments.

# Dividereds o sharcholders,

o Paevmient of tayes.

Controlling cash flow

S of the items aboyve ore under dinst control and can be
manapged on @ day-to-day basks, others lesz wo. Por example,
the first ibem under cash nfloes (e accounts necetvabli)
aned the frst thiree ibemis umder cash ookflowss (e accounits
pavable) ane aress where theee Ik real ontral @ bo when
eash enfers or leaves the companst Other items ans les
manageable on & day-li-day Basisa bank lean 158 stepbegic
decision with o, ooe-off impact, pavmenb of salanes and
udilities happen af fsed tres b fced amodnts.

A Koy e that directly impacts cash flone {8 fnventory
memagement, (See units 15 and 16 Pead’ nventory siiting

o @ shelf, imon sbareroom or in 4 warehouse equals dead cash

Mo, Cash hos been taken ot of cireulation Reducing ‘dead”
imventony isa major way thal managers can control cish
flowe,

Cash flow problems

Winre busimesses fall due 1o cash How problems thandue o
lock of profitability, parHolacdy in the earty years, This s
tcanse of overtrading, In other words accepting new wirk
without having sulfickent resources to complebe itand keep
the business runnlng. A key ooncept hiere s “working capifal’,
From g strict accounting viewpoint, thisisdefined 2 ournend
assets minms current Halilibes”, {See wnat 27,1 But from an
everyday management viewpoint, it's simplhy having erauagh
cash (o pay the Bills

Top 10 tips for improving cash flow

Managing recoivables
0 DOffer discounts to customers who pay rapidly.

A5k customers to make-an Initisl deposit at the
time the arder is taken.

ﬂ Fun credit checks on all new customers.

~Have heavily discounted special offers on sales
a’fﬂlu’ Imtm'_.rtn gennrate cash now.

) Issue involces promptiy @nd follow up
Irrll'Fil.‘."d.EﬂT.ﬂFy If paymeEnls are siow in coming.

) Look for aptions with persistent showpaying

customers such 85 & percentage prepayment,
ar nﬂuh an dellvery (c.o.d,).

Managing payablos
) Negotiste extended credit terms.

) 1 you nesd to delay a payment, communicste
with suppliers snd warn thom,

Q Look caretully at your suppliers” early payment
disoounts, Wil they really help you to reduce
‘overall casts? How much discount will they give
you In exchange for taking more of your cash
‘marfier? The devil is i the detall.

€7) Lewse sssats; rather than buy them,

The problem is this new work involves buylng stock, using
equipment, paving staff, and paving the fxed costs of renl
and dtilibes, all befone any payments come o You need
wasly (b workingg capitaly to do all that, and cash has o ceme
Froem soamewy heres [ you have given o new ceslimer o-loog
sredil period In orler fowin thelr bosiéss, or 1 an exisdng
customer k= late In paying ata cotical dme, then you might
have viery serious problsms

=0 what can 4 business dovif it has follewed 1l the Gips in the
by above and still finds that it has a shofall with cash? The
Hest gt is b o advantage of any emergency Hine of credit
arrariged at the bank The second stop is (o make partial
pavments on less important bills And a final option is to use
& third party 0 buy your inveices in retum for them taking a
percentage of the ot (called “factoring)



Exercises

29.7 Find & word in the text opposite that matches aach
definition below. The words appear in ordar
T e v feed less wornied aboiit something

& arrangernent with & bank that allows yau to have a
lemporany recative balande

3 continuing 1o do something, especlally 5|:rrnE111rng bad or
anncying

4 s Wordl costs that dDi'li change whnen production goes
Up o&f dow

5 the diffirence befisean theamount Yoo have ard the
At o nied —_—

29,2 In the Tips' box you will see the common and
useful phrase “the devil is in the detail’, From the context,
does this mean ... 7

| afyoad loak &t the detmib; pou will e lots of bed things ||
2y reed o ook 8t the detalls t1osee the e sitation | |

29.3 Make phrases by matching an item from sach
column.

1. B & hiahlthy — e EN[IENEES

2 b & wnll- u-.uh'lr-hrri e rack flow

3 haee daily opecating o3 day-tn-ray bl
4 he mianaged accounting wmwpoint
5 take achanlane fampany

b soR sametiing Troemoa dnct ot a e Al cradil

{ maka en inisal ks

g run cradit paymment Bscout

9 hae heavily grehit terms
1 have persisient cepnsl

11 negstate extended
& glvaan aaty

Slow-payin cusinemSs
dscounted offers

26.4 Make pairs of words with a similar mesning fram
tha list balow, All the wards and phrades are uted with
feash’,

beshieisd, 0 aohanes, oo s, ECTan, genemfe
heldings, Joare, nveds- mavment Gn ulll misel recelois
FEQLWENTAAN S, Foiruie, seds-oafeind, Soriflrmaand, shovfaos,
shviwtiall, spare, wp frood

Palrs:

o s of = Tt oat of

29 MANAGING CASH FLOW

249.5 Complets the story about overtrading with these
words: clear, defivery, fulfil, imit, outstanding, overdraft,
sQueers, TUFmover.

Background

Mamela-t busmess - thiree years okd. Her anoual

|5 £180,000, of whch €20,000 15
profit- She operates with @ bank overdraft of up T &25,000;

hamsiela surcssss in winning & Impsartant eaniract th
supply Novatech . The ordar fc for €40,000 a menth fer twao
years. She will be paid &0 days-aftor

hotes siety warking days = three momhe,)

She calls ne supplers, She oiders evarything-she noeds to
TUIN| The Contract indhe it bea months,

The first month
Thirgs: o wisk, Ranuoly recsses He stipplies and Bisging 1o
makE e dems for osatech

The second month

fanuely makes her first delivany to Mosatech and shes
happy. Her suppliess continwe T supply matenss, bus to pay
therm all shie has 1o noreass her *

The thind month
hanuels makes mose delveries b0 Novatech, but fear
overdralt 15 naw a1 the *

The-fourth month

Wanuela 1 worrhed. She can't pay all e supaliers,
Howwiayer, she thinks snell be Tine Because she's s
dalivering 1o Movatech, and they' e pleased wilh her guality

The fifth month

The first payreent fram Novatech arives on time. This halps
Manuels to pay the most > : ks, bt
b everdraft &bl 64,000 over the ||n11't Some supphiers
arg becaming uneasy, and one s threatening legal action
The bark refuses to ® Ay mars
chenes,

Nevatecls are having cash llow prablecns of their own, and
decite their smallest and nmwes!
sUppkers They wile o htanueka i sy that unfortunately
their payrment this month will be delayed. A few days later
her Bank demands that the overdraft i reoskl within seven
days. Manuels decides that she can'e ®

“anly thore orders, She ckses the business and blames the
bank

SEg phge 148 for some discussion topics.
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O ITE kT TR ST T R | LICT Hnes

“‘Whatwlll happen to profits i our sales volume drops

All the questions above can be answered by knowlng one
simple thing: the relationship between ved and variable
iveshs,

Fixed costs and variable costs

Fixed costs nemain mose or bess the same regardbess ol the
livel of sales Typical examples are salardes of permanenl
eimployess, advertising, R0, nenit, inderest an bank Joans,
insurance, heating, and Ughitng, et

Variable cosls increass directly in proportion to fhe level of
sules, Typical examplis are pacts and matecials, whiages of
termpeary employess; sales comimissions, delyvery charses
L,

Then: are ibeme that are difficull i ca legonm, and all costs
Vary fosome dcgn*c. B .'u;lt'q'l!.il:in.‘r.l__ for u-l..amplr- ks u:u_1|]_'!.'
comsdierad to bre a fixed cost becanseal it kas a fixed I:l|.|.-.l|:|;v|.11
bt each :l-:n'-'::nl:int; F-.'rim:l anad h:-:n.in*rkisin_q costs For a
whnlbe Frand will rot be ineressed ir decrensed irnmnii::b..'lf.'
in Pr-::-]:lnrl'inn tey the sales of individual F-mdl.n;l: limvies

Breakeven analysis

O wou koo apecifie valias ko the various eosis, e fies)
thiesg you'ro able b do e a breakiovien analysis,

€

!'!-ﬁudmm
I

bBreakeven point Sales Valume

“Heaw fer catv voliwme dids -befrm

it sheeel fo acluaiiy fose money

AT we take out 8 [ean, whal ot sales voligme

will we need Lo cover the post of the lpan?
Every business studenl knows the clagsic graph of how costs
ard reveniue rse af o different fabe as wales mcrease, ooad how
there is-a breakeven polik wherd they crose. The breakove
pointis the sales volume vou nead o exactly cover all your
oals

Breakeven analysis can be-geed [or deciding whethsr a new
product idea is worth developing, and for cemputing the
nenw sales fures that would be necessary Hvou decde o
imerekse Fwed costs (eg by renting more office space .

Operating leverage

Crrerating leverage is the sxlent foowhich a blasiness uses
fisiad cosby (e comypared o varlable coste) fn it opembong,
It a batsiness has ligh fixed costd, een a small dse or fall in
sabes will producs & Linge tise of fall in profils, Profit s avore
sensitive to o change 11 sales volime,

Encnwingg thi operabineg lovesag plves managers 4 moeg
accuritd analyeks than Jookimg simply ab the breabevien
point Tt aleo meminds thorm o deep Aaad coots lew in - order
ko Fimkt devanabde Fisk, and hoelps thim bo see the offects ol
substituling machinery {with higher fixed cosk] for Tabour
{wath higher variable costs),

Contribution margin analysis

The contribution margin b the peecentage of soch eur of
siles thal semaing afies thie variable costs are subtracted, This
ia e mpvount Hiog 15 avadlable to contdibute towands faed
costs and proft Contrbution margin s vaed fo

# Compans the profitability of différent preduoct lines.

& Decide whether to add or sublbract o product line.

& Decade how o poce o prosduact,

& Duelde how to stoctore any commissions (80 that sales

abafi are coponraged to push mose profitable lines),




Exercises

30.7 Look at the graph then underline the cormedt wards

in italics in the statements below,
€ reveniue #
B osts’
& B Galos

I poirt & repeecents sales of 100 units; then point 8
represents wales of 120 200 units

I bracket "3 reguresents g profit of €100,000, then bracket
‘bt represants 3 profit ol €120 008 F£200 000

Thes means that arfincréase in sales ob 20% / 100%
produces an incresse i profit of 20% / 100%

Thiz iz the pheromenan of doerating feverags / sanirlaiiod
(Mg

Thie araph abese thiras 1hat Uhis tompany has high cpefalng

30 FROFITABILITY

10,3 Refer tothe graphsin 30.2. Underline the cormact

words in italics balow.

T Reducing fixed cosis (Graph A3 means that more-/ fewer
saies ang needed to-brask even, Reducing lanable costs

{Graph Brdoes not bave sech 2 beg effect on the braakeyen

paint:
& look &t the noreasag gap petwesn Evenyus and cos as

sales dncraase in both graphs = this 5. the operating leverage.
Recuong vanable costs [Graph BY gives move Jless operating

Eekrpge than reducing §lved costs (Graph Al

304 Stedy the top half of an ncome statement balow,
It is In “conmtribution format’, so a) the varialle costs
and fixed costs are listed separately and b} figures Tor
different product lines (A, B and C) have been separated
oul.

rfacome statemant

wwoiane, A small e 1 saes (from A to B) prodoces 2 lange. e
m s (Tram ta' e e

Sy, a small 12 in sakes fiom B 104 podoces & large fall In
prolks ficem B e e’

30,2 The two graphs below are for the same company,
six months later, Notice that the revenue is unchanged.

€

1

-

Graph B

Lotal costs

Sales Violume

Inwhich gaph, & or &, have managers r=duced the
aovertising budget (s fized costr |

In which graph, & or B, have manaoess foand apathers
suppker with chesper materias {z varisble costi? [

Saled Valume

[hgemag. an G0N

fine A line & line £
Al resenLD SO0 765 £30
Liss vamable costs
ot of goodds sold 275 32% 370
SalEs CofTimusiicn B 105 140
Shippng costs 25 E 4] =]
To1al varignle costs (390) (a6d) {565}
Cantribution margin 13% 401% 3%
Less fined CoSfs
Salwnes Wi o i e
J'L:I'uerLs..ing iy HEH AN
Ele
Uperatmg |:|r|:|[|r Hxw s AEE

Check the definition of 'contribution margin® opposita to
see how the % figures in the table are calulated.

Exarmiple (line Al

SO0 - 300 = 110

(R iy
— X100 = Ji
EO0

Underine the correct betiers | italles.

x

3

In order to madmise profits, the company shoekl smphasze
lipe A S8 i ks product mix

Sales cammissiors an lms 4 /8 ¢ Cmay be a little too
geErarous

The selling price of line2 8 /T i probably toa b

See page 149 for some divcussion Topici.

Company finance
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S5tock and bond markets

Shoek tiarkets are the bestlrown finaneial market, and
tharir Furictaian 15 fimtly fo niise capital whena COmpany goues
il fie pismes shares for the Fred fme), aod secondly b
provide o place whers buvurs-and sellers of those shares man
then excharge them.

When a buslness rraches a certain size, the onginal owners
might declce that thisy want to go public and Gst their
shinres {AmE stocks) on a stock market, Wil the help af an
imvestment bank, they sefl these shares to the miarket at an
MG {inital puble sffering), A huge sum of money enters the
business os i one-ilme event and can be used 1o expand the
business, Ownerslip of e business passes from the celginal
trunclers o the shorehidders,

The bond market is-ako uséed to raige dapital, bul in this
cast the capital s mised 45 a loam, Bonds can be lsseed

by companics, govesnments and some murnicipal of skafe
authiorities, The investior - the baneholdar - provides money,
and this is paid back with interest over the term of fhe loan.

Stocks and bonds, which are colloctively known as
securities’, are actively tradied on the markets after they have
boen mssamed.

Money market

The money muaeke is less well kngwen, But it provides
imypartant short-teem lispuidity for the fmancal systen,
Lompanies can fund their shorl-temm: needs with o ramge of
shabt imstrumients, often meferned toas commercial paper”,
Banks use this paper to barrow and lend amongst thermselves.
Cavermanents, states and kel governments alsh Mave accms tn
iy markut instruments fo fund their shost-term debt

FX market

Py far-the largest Gnancial market in the warld i€ thi fosesm
exnchange (forey x| market, Companies fissd curmercive by
pay ther foreign bifl= Central banks Buy and &l cormencies
Io mandpulate the pxchange e, Governments e airnmcies
o by e bonds of other connieies. Pansion funds reed
currencies (o make investments oversead, Specalators bay
and sell currencies a8 they chase short-lorm trendd, adding a
bot of wolalility o e system Andevierybody wiants fo hald
thesir spare cash in a currency with 3 good mie of indenst

Commodity markets

Commecity markets exist o trade physical prodicts such as
il gas, metaks. grains and mest

Derivative markets

Finally, there are derdvatives markets. A derivative 154
fimancial imstrument whose value i dorived from (= depends
on) anpther asset. For examph. an opfions contract on a stack
allows you o make maney if the value of the underlving
stk rises (or falls) 1o & certatn level by a certain date 17 it

- Sowvarsign wialth funds

dows, you gain misre 44 & percentage than the movement of
the anderlying sioci. I it doesn't, you lose sveryihing.

S, i exchange for somo rlak, you can increase your
protential return. But notics that an ophons contract alsa
allivws you to be more careful with yoor imvestmenis: 1 you
o & stock and it fBlis b value then Yo lase mongy - Tt
with an options condragt on the same stock you can mirke
money-as e stock falls In this woy 'you have hedgid'

the protected yourseil agilnat) the sk,

WHO ARE THE PLAYERST |

WHAT DO THEY D07

Retall Investors Thesa are inclviquas who purotase
srrall amooris of secunkes T
thamaelvag

Institutional Investors Investment banks Sy and sl

- FeREImint banka sanirbas on-benst of thedr dlanis

panmen funds (arpe companiag), ant on e e

bshait,

Permion funds el monay thi
pEanle e -Eving e thair refiramani
Insurance companies nyvaat (he
mondy (hisy racawe from polleyhaldern
Mutunl funds (EVE weill irusia] goal
thao monay of many amell nyesioes

to magsl-in seiacie =t [t TR
Earicuiar

Dl cuita searetive, thess ae
CTpanes gl pool e oy

of waikny rivastars and ok inan
BEFEGnvD Wiy speaulaiing on &
sharl-1&m Bagkts, usng leverage

(i Earrrving money o inceazs
natEslinl pronie). using desivalivas, b,
Thesa firm typncally imvest in private
o, mol publoly lieted
coTianey, Thans ars Iwo vary
differen| fypas of activity:

+venturs capital 1o suboor start-ups
& D -DURBCCNTHNG B Compn iy i aken
oW r“'Sh'LI"'_III-'lI‘I .:ll'i.'| Fien godd)
Thesa 6re iwestman! vehiclas awhed
fy nations gossrrements with o large
Budgatany purplus (g beécsles of al
ireremnugr), They irveal in & rance of
agsatn a0 Siocks: Banda).

— INsWiios cormpaning
- mudusl finds

Hedge funds

Private squity firms




Exercises

31.1 Find a word in the text opposite that matches each
definition below, The words appear in onder,
| pacple who start 3 business
2 dociments gieen fosomeone whia iInvests money in 3
povarmment of sompany which pioenies - to:pay bac the
moaey with nienast :
3 iheo vords) the ralation i wake I:E'ween e CLIMENCY
and arcither (g € () 3
4 pecple who buy and =all aszet={en '.iha:IE bonds,
currencies, rew migierialsi-in the hope of msking 3 auick
prafit
& sudden, often dangerous. changes = ——
B primany, exiing unders-the sarface =

Maw do the same for the words in "Who are the players?

opposite,
T (e wordsl acting ‘& the representative of] Instead of

B people who tow Inssmane
8 cambane pecple’s mandy 5o that it can be ussd more
effectivaly
100 (e brords) money invested in & s company 1o help it
desalop
11 “sifuationsin wWisch & péruon oF group aains control
il & comgany by bung all ormost of i shares

12 fhav Wovds) wharn a goyvernmernt BCeives more
thiam it spands ovel & paricutEr peded 'of time

31.2 Pt the words in each box inta e groups, bassd
an thelr mmlng-

IﬂEﬂt .buﬂlé' - “J;-h-lﬁ'lhst i
'J‘reaﬂhj{n's'-'?gmmg, Ivear

mam

Mg e —
| LTI, SpECUlatve wortfiwile

restment

31.2 Make phrases by matching an item from 2ach

codumn.
 J. - S capinal by lssuing bards
It shart-1erm del with ‘commercal pagsr
3 rase M shares on a ok malket
iopayback T public wilh an PG
5 fund A |oan wath imteres
A manipilate a start-up weth wertue Gl
7 thase the Exchange rate
o by shares shart-term frends n the markes
& support d comaary, then restiuciore it
10 12ke over an behalf of 2 client

371 FINANCIAL MARKETS

31.4 Complete the sentences about currencles with these-

words: appreciates, depreclates, flosts, pegs, props up.

1 IF y govensmient ks currency Lo Al
thes if kee it at the same el
2 IF i governmen) = & cureenyl then 1

fupoots it and prevents it from falling,

3 IR Currendcy . _ freety, then its walue &
allreed tochange against other cumendas

& If thit £ rises agalnst the 5, i —_—

5 IF the € falls against the §, it -

21.5 Fill i the missing letters in these commodities,
Energy- o _eoll, na. Igas
- Food and fibre:c. ca, co on
Graing and cisseeds Wwh_ L savbh. s
Meal: ca: da, h s (BrE pits)
Metalsi o arir  obe

[ B R TN R S R

31.6 Complete the text with the werds in the bax.

Gowruids fEk
Linderiang asset

cHROGTY Contirel

h.é.l:.l'e_;'mg NNERIE
Twa concapts that afe tundamental 1o modarn fnance-are
leverans and hedtng

! & tsing bormowed money tobiuy-an
imuestrrant. You ewest €100 af yeor swn maney and €300
~or €1,000 - of the banks. This gives yoo anarmaos protits
I’r yaur reeestment WA good ane, But alos mIgnﬁlEﬁ the
A et ol leverage na marksat

increases vilatd@ty. IF the market moved aoeanst you, it
0t just your own manay you'ne lesing, bat the hormowed
s as weell. 5o you have to sell shanes muackhi 1o
minimize krsses, and this frives dosdm the minrkst vary
okl
Vo meanstrying to protect yoursel
ﬂjl-ﬂm&l fisie 1 yau Fold o kr of shares Faresqrr CLirfency of
. oud clearly make gy 1 the
price of the asset goesup, But il the price ooes down, you'll
lessee. Yol can hedge this ek by Buying 4 desvative that i
-mmwmﬂﬁnmeyasmm:.umm

R ]l e T
You, @ REE You Raee some profecicn.

See page 149 for some discussion topics,

Finanoal markets
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@ Investing in stocks

Stocks and shares

The word *sbncks" ts used in the US, both 'stocks’ apd ‘shares’
m the TITE, and "-'.-qui1|;e:-" imeicle the qnn:lltl.'l'r:,'. Tha pﬁ'-pl,u vl
oen them are Enown as stockholders fehareholders -:'I"I.:grcz"-
1 the market amg shown In ol 31,5

o

A CUELPany = shinres Erst AppLAr #h a sinck I:"-.I.'l'l.LI1EI‘ ag thee
PO {initial pablie ||H'|::i||5:| (Bee umits4 and ¥ From this
pvz:ll||1, thesy |.'I'E:..:II1 iy bt artl-.-::l_l.' tradied o Ehe 1.'I-.rl1.:'r|,!.'|'-:'.
F‘ullplr L1u:|.' ks for fwi measons

Shicky |.1.I:|.' i divrlcddond, Sena can e Iraim thi rict e
shbarisnd I il 25 that somme of the '|'|rrl'|".||‘ thuit a COfTipaig
mnkes 18 resnirisd by this sharahnldiers R et A5 4
dividend paymest

The price of the stock q the market can go sp, B yoa buy

lowe amd sell high, vou nsake & protd (e o caplial gaink

Cibvionesly vou can also male 8 loss
heptice thal dividensds and capital gams ans quite
|I'||||_l|!-|-_'\|'||||¢ll'|| 1-|'||-|'l_l I1I:H||1 |'\|l K 1-.1_-'_'_-
eatabliahod commpamn iin e henlihoses
o oo n.nl.'ulmp,- arad il e i bl oy,
coinaeshant dividend FUBEY Y, it
whnse stnck preice changss vy Likdle
I"|.'||.|.:.II!.'. Hhirrc 'rmﬁhl ng a smaller
SOy im the I.h,'lumlng:.' [ o
whnse stock price s golog up rap I.‘ll:p_
it |.|'I|"!. [y dreiderd:al all,
hocau=e all ihisle profits A IRt TR Ty |
iy bl evspare] o Bieslniss

Exchanges and indices

:"-t'-uf:.' eyVerl conniry b o steck
H!f|1-1I1FL' el oy the l.'kd:l.u'lﬁu certain
shares can be grovped together to
ik @ iRcdin [ the LIS thens =

the Dhawe foes, the Sl and the
WASTIA G i E'.I:I'l.'\lj.'".' the FISE, the
CrAX apd the CAC tn Aaba the Mikkes,
il H-Jl'l:l.'l ﬁ-lm il the Sensis An
irchoe can bt used e20a bendimark

I inidiv deluand slocks: ks thi steck
aulbperlorming of ynderpeoiorming
tha indos?

Every stk bs quotest with two prices
a bl price (= the biying poce) and an
nffer price (= the scliing price). Thi
difference between these two (= he

Financial situation of

Tachnical analysis

‘bl offer spread”) i the profit that goes to the exchange.and
other pedple who handle the fransaction,

Funds

Instead of buying stocks in an individwal company; you can
buoy stocks ina fmd. Famdehold a range of shares and a
diversified portfolie helps to spread risk, The fund manager
picks stocks with the help of analvstswho have expertise in
particulararens for example Chinese banks, o small biotech
companies, or dividend-paying companies,

brvestors chooss funds oo thie bagis ol their hoddings, Hhzic
past performance, thir mamager, ther mek profile and their
rarketiong

Evaluating a stock

Professionmal mvestors Iook ab a whols range of Eactors whem
deciding which stocks 1o byt

EVALUATING A STOCK

SWOT of the company

Exmsting products and poelne

- Lt h 1 ncld i
Eslsti=a campsetitors ind Bartinry tooentry
'.|l,:|'.a:_'_--..- of senior masiapermeni

— L TElE Y & sETioT st

Arvenue ard ret-profit

by o

[T e

Chvichens gasd in racend paif
- Friamcla ratics wilh figures takesn directly marm the
InEoime flat=rment and Balande heel
Examples; EPS earninge per sharel, P ratlo(poce
derwn g rapcl, ROE (e urn on-eg ity e

- Pinapacis for that pamiculas ey
- Cammali vl mdanecemic wilation Qe intha donmamy

LEIFISUTTIS ROBNCURNE 8T

AuEying chadt pitber sroport g sesistanc: trading
B "r'|'|_ Bieaknue Spe
~ Studying irwestar seraiment (e piless aie lowest wihen
sertiment s 2t irs most headsh)
— L s baasoraliny | eg ticks do bettar e
LCT=hiary) e Thk Presidential cyde’ lie soce do Deehe
I the sécond hall ot a LS President's ferm oin Oifice)



Exercises

3.1 Find & word in the text opposite that matches sach
definition below. The words appear In order.

1

f

it Wova's! accounting- @ profit that = made from-thersala
af @i imestment L R —

i Pimibe that shod thie valuaar lessl of =omething, so
Thar wau canmeasurechanges .

andmant oF stanard that you can se fof |u:||:||n|:| by
pood or kad athar thing: ans

doing better-than

(P wortlsda ranpa of |:HTErE|'It bipes of stocks

Cheases

Mow dio the same for the words in “Evaluating a stock”
opposite,

T

1

13

14

a method usad to-study an organization by analyzing ity
sirengths snd weaknesses, the opponunities it has and the
fhreats it faces

products being planned or developed that will be avalabls
ir thee FLifure

possihilities {especially gbod things that might hagpen)

ihiree werns) things that makie it difficu® for 2
fes carmparny to enter a mearket, for example the
need for 4 kot of capital o specialized know-haw

4 price level on 4 steck chart that has stapped presioos
diaclines

A wovds) b ;laraIEI wnes drawm o & stack chan
that contan the prica movemenis over & penod of tima

o platnees iy the market feel about an individus: stock or
§1E CarDTTY —

d-series of events that happen afain:ard again in the sams
GREEr Of 46 this sama tmes =

31.2 Make phrases by matching an item from each

column,

1 makea dividend —. partiola

£ quote a bd = 4 profile (af & fund

3 hawve a diversified e payMEnt

4 past sertirmens

5 Ak patterm

B grneth faller saresd

T chart paiformance il 3 find)
B investor prospecls

32 INVESTING IN STOCKS

313 Complete the text about financial ratios with
the words in the box. Check any enknown words in a
dictionary.

2xsely ol yow way CAYMIAN T STy
mefms overpricad.  profilabdy  share pnce

Imemstom reed 2 way to analze a company abjectvely;
arld SEnT manages nside the comgany also reed

— |=perdormance indators) to monitor
its fimanciat heaith: This s whiere financial ratios have a mle!
theny pe Fiquees takan directly from the company accounts

tes v infarmatmr about 4 e profitE,
arowth and vadug inthe mareet These ratios a0 appeatin
renwt repiorts, and if you wantto 1’ _ i

Finance wou should at laast racognize the l.m:lrl:ls sty |
Hare g snma importatt anes

1 EPS Eamergs per share This 5 the net profit atter 1dx
diviced by the number of shares thal hive boen (s5lied
itis & basic measire of = i= the
alify o miks monsy)

£ PIE Price-to-garmings rEtds THIS 15 the compawys shans
price- divided by the EPS. Foe 20 maestar, (s probably
the single most impetant wdicator H sheas wehat the
market 1s willing to pay for the company's earmegs, 11 G
Used 10 compare companies 0 1he same markat: a hagh
PE means that the market has high hopis for the
company's future,; but & may also indicate that {he stock

E!
3PS Price-to-safes raten, 185 o dmillar 10 the prisious
ratio; but hene the ® A dvide by

the annual sgles pershare, IE s uselsl when evaliating
youg cofmpames-saeth lotsof sales bt litha ar na
prfis,

41 ‘ROE Returmon equity, This (5 e ret proafitafter tax
dwiced by the sharshokders' equity. It & & measwe of
oy efficiently a company uses 15 "

1o proLcE earnings

5 Dividend Yiedd This is the annual dividend pes share
dwiced Dy The share price. It shews you the etuen in
dwicends hat you oet when you boy a shock, You need
T ke this i yau e leaking tor regular divdends fiam
aﬂ established compary rather than the chance of a

__from @ tigh-risk geaith stk

See page 149 for some discussion toplcs.

Financial markati
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Kecruitmeent fhiring) & -a key area within hurman resoures.
The process involves many decisions:

Should you hire a full-time employee on a
permanent contract?

A Rubl-time employes 18 kels S0 have a better skiliset, mone

experience, more Bwalbye ared vou will have more control

wver thiin Hme, On the othier hancd, voar'ne taking some risk

wilh o com mitment b Ehes individoal, and you will have

exlm costs (eg padd vacation ) to consider. Other options

might inclde:

® Fixed-term confracts,

8 Par-timeemplovess e studesis, metinaes, individuals
with childrenl.

& Tarnporary helg (ks recmbed thrmigh an agencyk

# Independent conkractiom and freelinoers (who might work
off your premisas),

& Feomganizing the departmient o allocate work ina
different way,

What job will the new employee da?

Thire will be certain job 2kills that fhe organization needs, 1f

vou're replacing an existingemploves, then an et intermow

cotd help fo clackly same of the ssors A et some analysis

you may prochice:

A ol description that gives the job fitle, & summary of the
pab ard & Hisaf the main tasks or dutics

# A person specification that lists the knowladge,
experience; aualifications and skills that you would Tk a
candidabe b have. These are often divided inbn “essential’
and ‘desirakle specifications’

How will you attract applicants?

D yiau have a job opening, voer first thoughte ane Tkaky
ber b initermal applicants. IF you don’t offer opportanities 1o
existing employees, they're likely tn become demativated
and skart lnoking clsewhore: But 1F vou do mised B secrl
exterially, then you can use a varlely of electionic mnd print
media such &8 an oaling posting an & jobs wishsits, b 8
clissified ad (ora display ad) by @ newspaper, You can also
vsat the servives of a specialist emplovment agoncoy, ncluding
baadlnnting Hras for senior managers:

Anolher 2oure of new necooils s refemrals, e nu.E_EerI:iwmu.d:
I:Tj-' mlﬁﬂgﬂﬂﬂ, Bﬂiﬂﬁl‘lﬁ ‘ETL'I'FL’.‘IJ-'\EE':I. cte. Bt besvare: o w:;ﬂq:lu.w
with biso mamy friends nesulis ina grocp that resists supervisbon,
COVETE M Tor ita rmembers. socializes tog mur,l'l,i.m thicrss
nol in the group, and casses problems if condlicts arise,

What kind of interview and selection
process will there be?

o will begin by asking for and looking throngh CV's (E)
or resumes (AmE}, unless you heive @ special iemplate or
agplication form designed By the company You will then
deaw up a shortlist of candidates and call these people for
Interview.

Al the inferview there are a number of stagss that you will
:?rnbahlr go through:

1 Begin by establishing rapport with the candidate. They
Wil be mereons, and you want o pul them af e ease
50 that they tan answer questions properly. You can also
chisck thewrability te sooialize and be fiendly.

Chitline the company backgrourd: and whets the job fiks
Ercourage the candidaze 1o ik about how their skills and
expurimee are tedevant Ask open-ended questioss and
keep the interviow moving and o leack.

Close the interview, and indicate o the cindidate the mext
step and the timiframis,

Fafe the candsdate while thiey e fresh in vour mind: Keep
A recned,

Ao the lnlervaeey, and |:|.|:||:ln':-r|.i.r.||_q a the job, thaere iy

bt Fuirthior fests. Thess can inclode Fr’aclri..r.;i[ lesta {of mansal
skills or computing skills) and peyvchomiotrid losts

e l..'"ml-ll-:m-m.lh'inj:l;. dicrion-mia I.':inﬂ, inlu:rp.,-mn.n] skillsy
S 1.:|r|;u COmpanics have |.'|:l-n':|.1| AssrERIHIA conircs o dae
Thases Rusifs.

Finally, before selecting the best canclidate apd making a job
s, you may wiml o dosome backpmund checks, Ata
mibmimam his fnvolves calling former employers wio were
fsbet by the canid Ldate as redenmos.

i [FFR ]

L1, ]

Tips for a CV {(resume)

« Puta ‘Summany’ in.a box at the top — ona shart
parmgraph with your cirrent position and ohjactivas.

1Pyt ‘:'ll.!hﬂgrq:mﬂanu* befare "Edusation’, with the most
mcant job fiest. Include refecences al the end, or at
laast u ling saying they're-available on demand.

- h;pﬂhh:lﬂ your descriptions of responshilities n
prenicus Jobs.

o nelude Igts of eotion voms.

© FOCUS N SCHIEVETENtsS i impartant things vou fine
ora) rethar ther skills,

- PON'T emve gaps in yout employment record. and
DON'T pot down many jobs in a shart time,

Tips for & cover letter

Ancinde B oo letlas with e CY This could be tha body

af &0 emall If you're sending the CV as an attachment.

Ini the cover et

~ Rafor 0 the parioniar vecancy (&g when you saw it
advartisad).
-Ehmum;n-.# shille and sxpetance would be ralavant.

' l-IHIﬂ[I'H. a couple u'rpnlnta from pour 0Y,

- By whisn you're evaitable for mEerview.

- Genersfly ‘sell yourset.

For meee help, use an Intemet sesrch engine. Frst choose

& word likes "CV* or “resume’ o “‘cover latter’, then add a

‘word ldee ‘tins' or 'axampe’ or ‘advice’ or ‘writing guide'




Exercises

33.1 Find a word in the text opposite that matches each
definition below. The words appear in arder.
1 human resources) rangeof<kibs.
2 buidings thata business uses
3 decee to use a partioular amount of morey, tme, et fora
pRMRCURAr purprss g
4 pwaminations that you haee pased
3 Ainding ssrnnbody who has the right skills for 2 seniar
[obvand persuading them to leave their present job

B (e wonds! peopte whao have recently pined an
arganization -y

T iphrasal verbl protects someone by hiding unpleasant facts
Shot thim

& iphrasal verk) eading something 1o find the miormation
yau want .

9 ppre-gesgned document fermatted for s partcular
pLFasE

19 relationship of understanding, fnendines énd respect

11 decode that somepne has a-particulas standarnd or level

Mow do the same for the words in “Tips for @ cover letter
opposite.

12 & e et savatable

3.3 Make phrases by matwching an itrem from each
column.

1 betn work In a8 differemnt wa

2 et Te— @ petmanent cartract ¢

3wtk lapking ekeasers for g job

4 allocane ofl the prembes a5 o (reelanper

5 st fermps hrough an agercy

g4 ok an intersew on track

7 foes g shortlst of tandidddes

4 kpap on achisfements rather than skills
9 do open-anded guestions
T draw'up some hackground checks

33.3 Divide the words in the box into three groups,
based on their meanings.

appoint  fe hine ey off  ruke redundaed (BBl gt
retrut  resgn stendoiden fabeon  fesmimafe fAmEl
dixmis

employ hand in your

natice

X3 RECRUITMENT

33.4 Find two words in the second column In exerclse
33.3 that are used when the employes doss samething

wrong; not when the company needs to save money.

33.5 Underfine the correct words in itallcs.

1 A4 csndhdafe § A sppbcant hizs simply asked for & job (eg by
sending & SV a candidafe / an appicanit is beng actnely
comsidered forthe jok by the company

4 A oasafied ad [ disply ad i ashort peece of fext 3
casied ad ¢ dsoay & Nas 3 boa amund it and can haye
artwark

3 1 you owtdine ¢ gttt 3 point, Yoo make people notice
it aid think about it iF you oulime f ghight 3 poim, yau
curcripee the main daas:

336 Cross out the item which has a different meaning

to tha othars

1 1a c-;:m,n'n'r't.,-. i i, Ml oty subdt ar application farm

2 1o sttend, be called for carmy out, gl ga for an interview

3 1o alicose assan, delpoale, G toveehoo el somnbod)
AuCEEed i A L

4 o Ee faced wath carreont oo fulll pertonm a ek

S to nave & challending, deunting difficul, haed tharicieag,
pfdll fask

& o talk sbout & candidsie's erpalepment coplract, histon
necord

7 to have s ectablished rectidiment frethod pafity
procEdive, procssy

B to hawe fhe regquered sarreerse kit mindeal sl

23,7 Match pairs with a similor meaning, one from each
box. All the words can be used with “experience’,
= consideranie  ofect  prschcal
prevtouy Drdped r.:d_,ﬂ-pnr_

appopnare  ewennve  fehand
.'Innr.H.-m_ﬁ'_r_-r!'E_ E-'?m'

23,8 Match pain with & similar meaning, one from each
b, All the words can be used with ‘job'.

borg  chalenging decenr
o mapual  reguli

lusiar

deaderid  demanding |
dresrm |

stedaly  warfadals

Soe page 150 for some discussion topics,

MUmMEH resourees |



Pay s often referred to as “salary” in whitescollar jobs and |
‘wiages” in blue-callar jobs. A company offers a compensation
package (= pay + benefits} to emplovess, and this is the main
Wiy B0 attract e rétain Heem.

Levels of pay

How di vou decide what level of pay 1s appropriaie? Yoo
can stert by finding out what other employers ane paving.
The best way to get this informaltion is probably networking:
sk existing staff, covmturparts from other companies, people
already doing that job, etc. Yoy could alseJook 2t the job
advertisements in local newspapers and agencies; or perhaps
comsult with your chamber of commerce.
Sometimes the salary for a job is fived: at other times it may
be open f distuston, forexampe of interese or - wihen o job
offer 3 made. A student looking tor their first job probably
wian!'t have mich bargaining poseer aver pay. bt othier
penple might. by parficular, wou have a position of strength i
you have specislized skills, an existing joby and you cansop
thisk thes compaiy needs v,
Hemicdes :‘hl.'i:-“hp, heves much o pay new Tires, the other
mumgr comcetn of e ployvers 18 bow noch of o rise (Am
raiEe) b give infeling employess, The thnee Basic approaches,
wivich are eflon mised, arc:
TG Bntivryoonae (vl sme penentage cise
I Oifer annial inerenrents bosed on lengih of service,
2 Have un incentivit dehiome where part of the rise is a bornus
bosedd i pirformance, results or profits:

Performance-related pay

The prom and cons of dption 3 above (e performance-related
pavl, ane well-known

Fros 1t provides a strong motivaton toowork well; collesgues
kmonw who fsn’t pulling: thelr weaght and mesent it if these
propleare paid the samie

Cong It creales tenshon b ey I;Jﬂmgqm!: Fprqu'mqm;u Ay
he ditficull to measune; emploves stop foousing on quality of
winrk ard instend just focws on these factors that afiect pay,

Ik i% of comrse possible o aivie 8 bonus toevervione at the end
of the vearif certain Ergets are met; and s oviercames g
ubjection about competition undirmining teamworc

Laws that affect pay

From thee hinman résousces podng of siew, another important
ssue Is compliance with the laws that affect pay:. There may |
be laws about:
# The minimum wage (an hourly rate for borvespaid
workers),
# (hertime {‘Honeand-a-halt” may be mandatory for some
wiorkers],
& Equal pay forequal sk (i combat discrimination based
o pender age. race, sl

Benefits

Benefits, the secand awea of compensation, are covered in
the table below. Many of thesi have o minbmem lovel that
is nequized by low, butan aption & for the company to

e mode,

tlor

f—

- Arnul leave days (paid vacation)

Sick jeaie

Tirra aff for pregrancy smaternity
ldgas). bicth, moving housa, et

Life irauminie = atiractive i paogle
wth tadmilies

Privats haalth insuance

Disatsliny insurance [for sarious,
permaEnent injufies that cause long-
ierm Iogs ol incorrg)

The employnr vssally sets up the
plas and makes payrments it it
but the smplayee can also make
cuftrbuikr

Profection agasst los of income
fand Tar medica! paymentst due o
i wiek-related ingury, actident of
ilfress

i CE

Lapiog, mobile dewce, s
Mgl of o healsh club

Ermoloyee dascountom the company’s
i produccs

Helocaton expenses

Extra benefit affer great fevibility in how you newarnd
erpliyers, Besearch in the UK Bas shown that e inost
cimmpn benefits pifersd By Large companles ane smglover
penson plans, life insurance anid an theressed numbier

of annual leave days: Cther populir benetis includd
professiomal development opportunitbés sich s semlnaes;
curtheremces and courses,



Exercises

24,1 Find a word in the text opposite that matches sach

definition below, The words appear in ordes
1 {two words) affice obs wather than factory 65

2 humman resowTEs! continge to #mploy keep

1--a seres of requiarn amall increasas
4 ftnres wonds! aovanianes and osatvaniages

5 tnree words o daing thelr shaneof 1he wark
& feel angry becaise vou aen teaied Tarly

7 gradugly makeng something leis effective

& the practice of obeying a law
5 gedered by law
1 umfair tregtinent

Mow do the same for the words in the box spposite.

11 & condiion in which samgode sn't able to use 3 part of
trielr hiody properdy

12 e werds) things that you get in sddition 10 your basi
eompensetion packsge

342 ‘Make phrases by matching an item frem aach
ealurmn,

i compensatian*——._ sLihine
& borgaining e package
3 Incentive T
4 |ide EovEr
5 minimuam brries
& madernity [#an

7 pensian leaye

& and-of-year insuranoe

24.3 Write each item next to the correct definition
below: life insurance, pension, retirement.
1 the timeafte yonl peemamently stop werking

2 money pald ta e Family when wou de

3 moniy That you recens reguliche wihein yoll no langer werk
becase of your age

324 PAY AND BEMEFITS

34.4 Match each word in the box toits closest definition,

bonus comimEson  noome  owedlime. perk
ETLEENnn ety selay  wane  wesiglinng |

1 & reqular amount of moneg that you eam — ussd for hoary
£ daily /o weskly paymenits and blup=collar [obs (ususly used
i fe plural) =

2 3 reqular amaant of mohey that YEIl earm
— t=zed for monthy payments and white-colar jobs

3 imaney earned oy 3 person, 20 organization oF & coundry

A4 [Farreal) payment that you gat for your work

5 1he momey that sameone & paid far the extra hours that
thay work R

& an amotnt GFmonsy that s paid 1o somebony eveny fime
thayzell a produact

1 a payment that spmeare sich &5 3 Writer or musician
et aachy tirme thair work. 15 5old or perfarmed

B extra money thal yoo e paid m addition to gaur ussal
saary, aspelialy s & reward lor good pariormance
9 extrs amcunt of pay given becalse wou Work inan area
wisere s Epensva e live
10 something extra that you get from a jl::t: YERY mu-cn likg
A fringe banelit, Dl it a0 hae o monstany valug = o
cxdmpe the chance to trasel

345 Cross out the one ward in italics that does not
make a word partnership with the key word. Chade any
unknown words in a dictionary.

Aftracive. @vEfae basin, camipaditve
gERSAIuS gross meeHae manthls net salary
Ltarting, substantial |

T:adfan

2 -asalany award, band bepaiit cut. moeass B,
| package, range. review, scale

3 bk |'r:=.'l.r. AtErTIH n.érhme. pm’fm“mam:e—:&'amli
Feeared SAVEVATICE, 5T, take-horme

pay

246 Fill in the missing letters of the prepositions below.
Here are the letiers you need: deeffinAnocooorriuy,

bl have & good b 1°m & 5dlary  E40,000,
2 1'm net pald enough. ESnot far fm __ _ paid.
Hes pakd foa much. He doesn't desarve 1 Ha's peald

3

4 They pay my salary _ _
month

3 The fompany pasd

See page 150 for some diseustion topics.

_ iy account at the end of the

_ oy laptap:

Human resounes
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| WORKING HOURS AMNO OVERTIME ;
[ Thege wne usualy sladr in prmcpie - bul whatabouw asibalion

| may wamt to discuss tham ar heng them
| farmafty to the attention o HR. They will

wiheie thare b5 jo0 muoh unpeid, unofical svermes And s it
aheaya cloo whother fraining ang frevel count as: pat ol 1he
Joband whsther woding (unehisy court e wWiesing Roure'?
HE ool bacoma wvary unpopuler with ather managears o it
Ires o etloroe the mwlesin thess aneas 100 siratly,

Leave and ohsence Agin, e prcijles o clos - o what
fapnerys whinn @ sidc chind redh Iokmg e Lo spenn] duyal Whhat
heppeerm i aorrecni (6 rowming work becauss of sentns parssnal

Fr.:e_qrmlv.';m o e pone wany 1o ik Bror bakdam a1
P -pre lefl e offce!

it e time i e seveer and e -
Witk hapaperd i it hns Beceme the nonm for peaple 10 kv work
gy an Friday sflermoen - bt row the A CECE doesn's e it
urd ‘warrts-HR 15 do someihnng sk al

Hpalth and safety

Tl s b e B At s el ey
aorrrplirie Naustay ihsilanies Sipissirid e of Larel el
AL POETTET H A S v e

T T clemd el D | ot oy wWorEa e Enowiche Thinlth
o pEpEE !"c'l.u.'-\.'.H.UI.'llﬂ-'l:' Sore ll b= (] & el lred [=lng
oY ThE s 15 thE e ] T | frratmil ) il
AL IS FE—IL"?- ST =e I

i b L

OOETINFEARC Pl Feit RErorTi o Feerism B tRAL LT s iy
A TR S e s LB e Bt ESITERRITD i
SOl A i fhaloralasT lipritnaft Tho SEn=Iigh

and bullying "

This cun biegin (n very subtin

arays — andd lead 1o b farpe '
 Clmpensation award sgains
- yuu I not dealt with prcperly,

GILEYANCE PROCEDURES Ap employes nay
have coacemy or complaints aboot thisir
waork, employmant terms, working comditians
ne relatinnships with mllsagued. IF o, they

gipest WE to addness znd resolve thess
grivhnges, Is the propadurs for doirg this
£lear?

The previous two units covered receuitment, sslary andd benefits. These are the core areas of hurman
resources (HRL But there ane 0 whole variety of other workplace ssues; both big and small, that HE
managers hove to deal with, Small frms often sort these things out informally, but in 2 lange organization
# unlon representitive might become involved. Mostof these preas have legal requirements that HR has
to mondtor, and the paperwork tequired for thes may be a large part of the work of the HR department,

Disciplinary and dismissal procedires j
Sorme trpts of hehmriour = called "gmnm.quﬁqurl. 4
i s serions thar they've [Tkely o Teiwd mﬂhnﬂnl.
withest notice. These might inchade Hgheing trtmdt
thef, e, But what happens if an emplovee LEHELE .
n[.;pm] agminst the decision "I wacy my Em._lll.- he bt
e firsi ., 12 What i the appeals procedure Fox -1111:;
Tess serious ypes ol heliamT, thee mm}l.u- i :n:r_h:n
wrmings given 10 the emplayee befure ahsminsal & an
fosii, How st those warnings givens

Equal opportunities and diversmy

Lisirally there 5 protection tnder the fiw fiom dsciimirannn
an the.graundi of saw, nece; athnic ailging misionality disabiie:
LA D ENRATEN, o, g ang el ki Bt el
the company ge one Step further and be aclively promatig
diverli HA il have 12 iengderreiir sch o palcy 1 it had b
dncidad, e b cowld well b= divishe i e et ke Grniips
_rr.r aee curminly favoried wil fosd thindtered, oy fere rafalhl
e Catnani bt PooplEs Backy thay, 'they anle gat the =
DAL B Thit b

Woark-life balance

e thene spportunities for waokin Fleibihe nours nr_pb
sharing? This-might be impartant fprsomesne wianting

‘b v freem homa, #e a parent retuming 1o work arftar
T e by If_bﬂi!m e Hr!FEdEITt that cng peErsal
can work frem hame ane day 3 week, faw do you 00

peeryane wanting o do it}

Wkrianlebiniring

Whit happens if an eonployes sees evidimes of friwd o beibsrey? T ke &
procechire for them to ropeet this confldentinlly™ What bappens i they do
report it, and then feel they'ne being vicimissd afterwards for batraving thilr
rollezgues? What kappens i they leed it being coveedsed up by the company,
that there s no use reporting 1t internal iy, and so iy want (o make i© pubisc?
Increasingly, govenments are putting In place Bgislation 1o prooso shistle
bilivwers, and HE will have o epdispee this,



Exercises

35.1 Find a word in the text opposite that matches each
definition below, The words appear in order! first down
the left column, then dewn the rght
1 anorgasizatan that wpresents tha workers ina particular
mdusiny
2 make people obey &ibe o baw
3 a perod of times whion wou'te sllosad 1o be gway from
ek
d  dalwas vmed WArl Tl whil & UIUE. srerage or arsacted
£

5 fewad by law

G the prachice of keegirg thinas anmenid vou clean

3 e wasds iokam di smething guickly sad
carelasshy becausa gou want 16 faue (Ene or money

8  bahaviour which:is delibaraialy urpiasant. and which
caLEes samebody i el s

3 ftrighiening samecie ar threatening b hust them,
aspecialhy IF they i whaller ar weaker

10 o wors micney that & cow decsfios chouli be
gEwan e Fomene becaise ey bive suffesed harm

11 ffonmal] & complaint thal an ampoyee makes io a0
arrgicyer about unfair treatment

12 donmall pay atiendion toa problem and try 10 deal with i1

13 [armaky ask someone in authenty io change e decision
14 the fact fhat very different pecple exst withif 4 groeh

15 an actcn In the past thas is used as an example
wher tomeona wanks ioodo the same thing again

16 reparing iegal activites within your awe arganization to
sormaone in authonty

35.2 Make phrases by matching a&n item from each column
1 become=-.. i recedent
2 5ot b, . in principhe
3 invodve e P IR
4 create sormething aut nformilly
5 badlear A URian representative
& appeal and resohue B Revancs
7 g the rubas gtrictly
B promote WAETMITIOS 10 af emologee
2 address i ity
10 antorcs QNS 5 g

35.3 Make phrases by matching an item fram each colurmn.

1 greverge —— rriscanduct
2 work-life \ femEEment

3, heatth and ~.  balance

4 fegal - proceduret
3 equa safety

B gross apportunities

35 IS5UES [N THE WORKPLACE

35.4 Underline the correct words in italics.

1 The wards lagal™ and ‘stafutony am ey similar; biut gal /
staliry i mor farmal

2 Thie wards Taws and egidation’ arevany similar, bt fss
feqislation & more Formial,

3 The wards rifes” and ‘regulations” are very similar, bt rafes
¥ ragrilsticees momorae formal

& |Fyou say vou aren't satisdied, wou make a claim | camplaing
I# yau make & demand foe something that wou hawesa right
10 i, you friake 3 cladm S compsing

5 Anincident acciodent s just something that kappens,
wheneas anincident | accident i g suddan event in which
OO 5 i

45.5 Read the text about dealing with misconduzt, then
answer the guestions balaw,

wiral shoull you oo | an ampieyess condunt is Bacaming

& Cause fv concern? Frst gary oul & hall «Iﬁwﬂhn.

Congicier. ...

* Ths clroumstantes dnd consequmnces of the alleged
breach of discipling ' :

*» Theemployes's job, lenglh of sarves anel discipinary
record, :

¥ Theevidence of winEsses

¥ ANy pravieus meidants

® Any mitigatesy circumstances, ag health or domestic
proplems, or provecaton,

Mo raiiew thic avidence o delarring whisinet i case
m-ssmous snongh for dascplmary measrEe o wWhathee
thars s ancaltternative, g an Infcemal chal o redBplaymers.
For cafan ssnous offenaes you may nad 10 suspend &0
nmpioves whie 5 Tull nvestgation takes place.

Dissiplingry measuras -begn with 'a mesting, and lollowing
that @ writfesy warning, Aftae gr'.'rrg B wWEMNG, Yo sl
ﬁ#ﬂm Empkyas fime to imprave thsir behaviaun Only
move o o fhe et stage of the procedus — |ssulng 3
Rirther wWarning o holding & foimal disciplinany hearing — i
hpmhu'wammmrmruﬂm

Find a word in the text that means;

I [thee words) Reson to wWoery 1

4 [(Tour words, formall 2 siteation in wnu:ﬂ 3 {Lalmed -!'I'_'lut
hot prowed) that somesone has behaved agasst The rules

3 (two words; fanmal facts that help ioexplain & mistake and
make it e less bad

4 mowng semecne tos different place o & different oo

3 offically siop someone from working becadse they fawe
brgicen 1ine rules

& meating of 3 committ2e or of foial arganization wfind out
the facksaboutsomething —

See pagne 150 for some discussion topies:
FHliram resaifies



¥h

& & I emoyed high school = my grade

were gord and 1 got invehved in

a Ind of extracurricular-ackivities,

At the age of eighteen | went

to umiversity (AmE college/

university). 1 get a place af the
university immy bome fown althengh some of my fends
rgrvend aveay b other sniversities and Tved on campus, At
first | hated it and 1 nesicly’ dropped out afeer a few monthe.
Butafter awhike | made frnds and got used to writing all
thet esmmys (AME papers). Money. was a problem = 1 had oo
gramt or &ther financil aid = and T worked my iy qhn:uHh
college by doing o liffle part-Hime wark whenever | could.
M}I dognss was m sconomics, i
Yy main subject (AmE majarh was
unbermnbsamal trade. The lectuners
iAmE pr-.'.-fnﬂsl:n:rb:h wine eod
ond | |.1.'|-1r\-.1.r||.'|.'| thar oo [ AmE

program} vory musch. [ spent the
eiickelle yenr of thiz conese svocking as an inbem inoa bank -
that was roally useful. It was the snly part whiore [got some
real vocabonal training. A thie endlof the conarse | thoughi
abisiil sbavang on bo Ao oo Mastirs, bt [ decrded that il 1He
of i perdgead viste d it roally inberesd mae [F was fims fo
erfer the world of work

Adter grad wsting, i Wbk me
severnl dwmiths bo Bnd a ol |
was shor-listed for a few jobs,
buk Lhey eesvier callisd e back foe
o second mikeeyview, Eventually
Twas alfered a sanls posdtion

i the dnkeria Honal department

Verb forms for talking about your career

ofa bank: Because of my misrmship {work plasement)
knew more o7 bess what-bo expect in terms of the working
envirenment, | spent Gve vears there; lesening the business
ared wis proonoded o Senlor Analvst oo my Lot bwenthes

That Hive in my LR was mmably
heete —1 wwns Hvmg the life of o
byprical voastyg, single passon in the
Fimaneinl services asctoe, 1 winrked
hard and partisd hard. 1 often
skavecd ab the office unhl gl in
thi= svening. and wiss exhausbed ot the wisskend=. By the apge
of el §weas boeal ot | aesded some personal apace fo
clechede wihere my e was golng, and T diclded o teke & vear
ol | gave i my nobce and guit my s

I hadt spwved up quite a log of
ercmey fromn the ok in the bank;,
aned e | wems alabe il go travelling.
I ek packiad my way around
Inncla i South-Eapl Asia and
hasd. pomve Criy flviess, Pt | knew
thal I'had o s=ille divsn ane |.J.1:|.', and T swanted fo start a
l'rimi]_l,-'. S0 | eamwe hooie and stanted 0 look forweork :|5a'in.

] n-t._"ii-wn.'r_i witly somee cnline
rmpluj.'ml.-n.’r .|H-:'|'|r.i..|.~:-|. anil
ey foumid @ vacancy dlmost
pmbeciatelss IE wasin g
aimidar fiedd as before, but

s Illgh-pu-ﬂs.u e, 't'“

Past simple: completed actions and situations in the past

Single acton: | gt 3 place af e

b-sequene of sngle actions | lodned the company i Fetwuamy finlhed. my fraimng after four weeks,

and starfed the job propany in March
Siuatiors that lasted for some-times | lived on camplis

Past continuous: actions and situations in progress in the past (ie background events)
i was Iwing e Bz of 3 typical poung persat i the finamoe seci

f weas working 25 & vialiness i 4 rockial bar

Past perfect: making it clear that one actlon or event in the past happened before another

I had savad up mpnsy Trom the b i the bank, ahd 5o
{ had already quit my job when they

Combination: background situation + actions during this time
Ay salary Weas increaging pear by vesr and sa ) bought &ir apariment,
Filsta | weas working a5 a rales assistany, another comaany Invited me fa join e

Combination: one action befaore another
i had saved Wp monsy @nd o O was able 1o 0o rapeling

i Had already quit my job whe ey annewnced (e 00 Qs




Exercises

36,7 Find a word in the text opposite that matches sach
definition below. The words appear in ordar.
1 letiees of nembers that show theioosktyof = stedent's
Wil
2w wards) things that a student does at school or miege
that ame rol part of the course
A7 [firaal vorll 8t univessity before the coure: had finishad

4 mane givin by someons, sipasally the government, for
& particular purpose (simiar to ‘scholarship”, which only
rifiors, 15 rrapiy for studyd

5 & eoqirse of Koty at.a universty, or tha gualfication that
o gt

6 & siident who works 08 b moorder to net experience

1 melating to the sellls you reed for & particalar job

# (nhrasa vl contiiiing 1o doa job or @ course after the
axpecied =me of leaving
9 compleing yaur studies &t university and getting & degroe

10 sy Wl ol activaty

11 dfwn wendslvery tined and sith no erary bociwse of
wicaking too hard for o0 kg

12 dfour wordks] teld my emiployes that Daouald be leaving my
ol worey resgnerd

13 travethed for pledsom, without much moniy, camying
evenyiting meaded for life in ana bag

T4 dnhrasa’ vkl start living o guied e one phace. sspacialy
wihien yod gist e

15 an avalabile ol

36.2 Make phrases by matching an item from each
column.

T ot & place — fhraigh college

2 drapenid T3t Urneisty

3wk WOUr ey 3 'yBaras.an intem

4 spend after & few months

5 e shartlisted o Sanjor Analyst

B b promoted a vacancy almost immadiately
¥ ragister for a job

8 fird with-an coline agency

3E.3 The third paragraph opposite uses the word
feventually”, This is-a false friend in many langueages.
Tick (] the one correct meaning of *evertually’ fram the
choices below,

1 byscodent [ 3 possink

2 altarratively [ 4 afieratang ime =

36 YOUR BACKGROUND AND CAREER

364 Completa the sentences with the words in the box,
All the wards are used with "carear’.

chosen  oonceniraieon  ledder

o oyl break
makE  moE  OpDoViUNTIES.  pemeimg  Teke ol
I Yol can 2 good carger for voursalf asa

laeead, But you'll hav'e bo work 3 lot. For the neaxt faw waars
yoiu'll naye to YOUIF carser, not your
iocial ke

2 If you Have children, You'll need 10 take a caresr

. But don't warry —your skils are

awiavi i demand, and I'm sure-that your career will

when you'rein your forties.:

3 '.'PI.!Hglrh; from finendal consultant to yoga teacher = a
vy dradiic career _ It maans that voir
Earenr iy finamcewall

47 Hey a Brght young manwith @ very —
catepr |ry frant af him, I'm sbre he'll mave up the canes

_veryquickly
5§ S achleved a laot m her _camef She
ook advantiga of the mary carger
vilatile v T pioject management and went nght to the
iop &l et profession,

36.5 Complets these memorias by putting the verbs into
the correct form: past simple, past continuous or past
perfect.
B8 remembsr that accasion wery Wl — It was walille
' . twvorkl & Dminited, It was in the

st o finlshy lunch -
RWTIRE] & TepaiT at my desk,
__tgEll an S5 o iy mioble phane— il
woars from o headiuntng agency, miling me to call them
L8 {bel very surprived becatse |
: — fnat ' contect] any agercies e that,
e — T e
; flisteny and then 15 S
icol) them, Imesure they '™ ety foi
my Gill becausa they were immedately very Tnendy, Trey
sl they ' _ [alreschy ¢ fing out) 3 fot-dbout
TI'E by doeng a Google seancy an my name,; and that they

[wranth io have a meeting with me. 89

atierroon =i 7

aned |1
A

Se® page 150 for some discussion topics.
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When you describe veur company, you may choose to give

a bref, informal introduction or afull, formal presentation,
dependirg on the contest, The fve beadings below cover the
importart aress o include i a full presentation.

1 History, size and structure

Start with the name and main: business actvety of your
compamy; and the sector in which vou operate (e the
consumer goods sector, the business-to-business sector),

Say where thie head office is lecated . Briefly mention the
company s orgins, then cover key milestones (including any
miajoer restructuningy aned its size and strochome oy

“Siwe’ might ireclode the oomber of emplovie:, or Ih'mg'n ik
the number of stons. A technicnlindicabion of company st
i8 wourt markist capitalization (marked cap). Structure” might
include reference o a business group that mens several
companies, or b ghuidiaries,. or rn-'u.np.nr.ﬂ!-u divisinns

lisgr ursm.ﬂi::w& by prndu.:r eategones)

At this point you may want o brefly describe (he
urganizabion clhurt fenanigram ) of your comipany, Be careful|
this can be very boring!

I Main products | services

Give an averyiew of your product range, including any
comipetitree sd vantapges. Note fhat niswasdays there i linle
differenie btwien the words product” and Sercide’ feg vou
can have Tinenclal produsts"),

SWOT analysis

STRENGTHS of the company

praducts: qualite valus, mbshiity

peamising product pipeline

madern egidpment and efficient manufacturing process
afficknt ditributinn rabwirk

strong cash flow

eest advantagas due to location

mamale; commitisent, leacariip

OPPORTUNITIES in the market

major new contracts

grawth in 'the existing market

new marksts

developments in technology
competitons. mistakes
partrarhips. ngencies. distahiution

3 Mariket

Talk aboul the couniries in whidh vou operate. Adso talk
about vour typical customets (for o standand peiduct) or
‘clignis forhen the product ie specially tailerod). This may
include & reforend ko tha miarkit segiont [n which veou
orpairabe Gee unik 20

4 Key numbers

Key numberd indude your annual barmver {= rneveme), vourr
rik profit abter tax (= med income}; and your marked shang, Por
an infemabiinal compansy; breik down the revenue sesarding
0 rigaong of conmbres, THS alse infensting o ke which
lipes contribiuir mosk b your revenose

S Trends and plans

T.h.i:li.lﬁkﬂ':l' h:bcthepartnfﬂ*el:u:nﬂuﬁh:rimthutwill
svmeraie the most interest 14 the overall market Brivwing or
ul'h"l.nki.ﬂE!' 1-"|"!1.!."." Wiat ricer I:ﬁﬂum]nﬁm o social brends are
:IHFr:i.nE; yemr market? What are youT :nmpm'l:.":: plu:n:. far
i futurs?

Fimally, you may wam o alk abowt your own job, See unit 55

SWOT analysis
A different way 1o profile o company s by meansol a SYOT
analvse: An exampie 15 given below) but it will be different

few pvery compay.

WEAKNESSES of the company

smill market share

wedk brand image

gaps in product mAnge

ponl matagement (nformatinn fpstemd
insufficient sales panple

low sperding én Innovation and RED

THREATS in the market

marked saturation

cheaper substitte products

changing consismer tastes

slowdawn in the acanomy

success of existing competitars

entry of neEs comaetiton

pohitical / |legisiative effects

a sharage of key maw matsrial / parts ) componsnts




Exercises

37,1 Find a word in the text opposite that matches each

daofinition below, The words appear in order,
1 evanis that mark an imacrant S n 8 e

& organzing a company in 2 different ey toomaka it more
efficent

3 (tiwoivordls finance) the tofal value of a comoany's shanes
(= number of shares & Mer market prioe)

4 companies owned or eontrothed by othét R tompames

5 ashort gestrgtion that gives this main ideas withou
exlaining: ali the details

b (twe wiords! things that help & company be more suocasstul
thin its competitors

T made for a parbicillar purpose of persan

8 considering =omeshing as & whals, Rcludng svenything

9, becaming smaller

Moww dio the same for words i the SWOT table.

10 fram words) products thal ame planfed and sl be
Gurehpd soon

T the level of confidence antl postive Teelngs that
people hawe, especally pocple wihe work fogether

T e Fard waane and oyaily thal o sone Qe 1o an
organizalin

13- ffo weeorts) wsituation when fes new Busers can Ba
foasnd

14 not g endugh of semething; lack

372 Make phrazes by matching an itam from each
oelumn.

| bt =~ product

£ produc : Erench

i @ stwndard ",‘ ]

4 socll =a__—shiare

5 R& range

b S gtk

1 distribution analyds

& cost protucts
4 spbstitae TLTRE T
14 annual acdvantages

3T YOUR COMPANY

37.3 Complete the company presentation about Zara
with the words and phrases in the box. Cheds any
unknown words in a dictionary.

a‘ﬁ%mfanle BsInNess .ﬂ'.ﬁder CONSLONET Fa5Tas
contnisd expdnsnn  folnder  foome . industry stardang
prrme focamans StEfeofrhearnt fimaper

Zara, part ol the Inditex Sncp, & ore of the wotldy fadadl
rowing retadlare, with an rrewithe !

that aﬂn‘i.u'li It ey eeempete with Guality rand but ot e
mored — prices

Thee = of £ata, Amancio Criega, tpened
e first Zara stowe in A Corafa, Spain, 1975 11 was

i great sudceds, and Dtega stasied opaning more Zara
staned in Spain. Woeking With computer expert Josk faria
Castedlano they created ‘instarit Fashions’ - the compary
reduted the tima from desgn 1o distnbution to st 101

15 days. (The ® _ ‘al'that time vWas saverd
manthe ] They wsed ¥ production

Ard searefhausing proceaunes, and irstslied compuierisad
iR nteny st b0 link the Sores 19 the factohes, &l of
thei meant thal ey weee able torespond very quickly to
changes in

Diuaring fhat 19905 Inditex: endered o steddy straam of e
rnirkits, and by 2000 had covenad mest of Europe. Ty,
LA 1 present i awer TO cownties, swith 4 neswork o
1,200 stewes i 7 in majer cifies.

Fot the whals Ingitex Group (which includes kassima
Chattl, Pull e Hear, S2rshika ang oiher chalnst annual
g 5-amund 10,003 millkon: euos, with 4
ney * of about 1,006 milion. The total
retail ama of the Gmoun (s approaching 2,000,000 square
melEs As a measurs of the company's success. market
tapﬂﬂtamnhumeased by B00%: St Wwas first
guoted Plans forthe filre ncude ™.
ifi the Asia-Pacific Region, and the openirg af more 'ars
‘Home' sagees, seling bedrom, bathroom and iving room
P

See page 150 for saome discusslon toples.
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D

B & §work for a medium-sized, family-owned business: We offer

specialized services 1o the construction indwstry | persomally
specalizein fightfing imstalltions inside boildings— my
background is in electrical engineering: I'm respimsibls

tor thee imittal contact weith the client =T wisgit them at thelr
otfces amd discuss ther feeds. My mile 55 bo talk bo the
architects and the developers; by ey b persuade tem of the
importance of modern lightmg design inside a building,

| o thm heowe it can create a good sworking ateosphen:
imd adkd o a company's images | explain our tack recond

in this field and show them o poctfolio of ofher lghting
installations that we've dome,

Chrce thies rivibial condact los been ade snd e cliond &
peqly ot & detatled propossl, | take s Back-seatl for a whilie,
Somebiody da looka al the detailisd speelBealions for tha
iutallatiems ard then another collsagiio reasearchea the cost
of thes |aboiir angd meaterials Thoss fwio PL‘Lq'ﬂre ikl under
me, and | svpervise their work quibe closely, Finally our
lizgzal dl.-Fln.ﬂ'mlml drawes i e pl‘uF'l:l:-uJ. I oversag the whols
provecess and s off the proposal Before s senl 1o this chiemi

There ane a mumber ol ether poeple that | lais with on a
day=toeday baskz. We haver an Offce Mamager wiho handles
Incsmmimng calls, erganlzes oy schedule and keops on top of
the Fillngg ol admindstration. Ao ther outside the company
I have close comtact with the architects and with the project
masnagemen| team responsible for the whale constrciisn.

I report fo the Head of Business Developmend, and shie
rieports dimectly to the CECY, sb there are mot many biyess in
this compamy and it's nok at all burcancratic,

My work is challenging, of coune, because it mvolves both

o sabes functivsand o echnbeal fonctisn —and every project
i different, Bul the atmosphere in' the office i greal, IFs very
mdormnl and 1'm on first-mame tecms with everyone, even
thi RO,

Gy flunt s e Mooy aboot ooy welfe Well, she waorks for a
barge; mialtnational -bank svith i bead offios in Sawiteerland
w0 back-obfiar funchion —she works = the loans
dapartmisst, Her jab invedves dhacking the cnsdil bistory o
companees who want o boorow menes, and (hen ass2ssing
fhie plak of the loan. She deals witd both small and mediom
enterprised. She's doing seell - he wis promoted Tastvoar
Mo she's In eharge of @ small feam of foar people
50 therp's i manigement dimension fo her job as
whedly iP5 ot Aimply numbereranehing. g

Describing your job
.ﬂ.dludiu:s to deteribe ]-l:ll'.'l:

fastinating resvanding, Saisfpng, stmualng
Do ok, rEmRnDRE Fodivie, UnmisvesnTe
Chratlemiag, dermanding, harg, fECHD g fough

Contacts at work
Dogs, CEO cofeague, cowonyes courmisrpart, custonmey
line mranager opposile nunber project isaner supper

Collocations with ‘task’

anpvaach §onf dewn 1o F lackle a r3sh

cary cul Jao o get ae i penfoern & Lask

courplene ¢ il | euncesed in foloing) @ task

auoigr dovmshodly / give somabody / sat somabod)ea task
Bir raskad Wit oeninr SEvnathing

Collocations with “work’

{ wark for . (4 campangr

M Waarking on ., (8 o

i work with / atangside . [coiesguasi

| wark on my own

{ wark fram hane

fa be i work S oot of work

fiv beoff work (Gemause pou're il

{ feawve for work 31 7.305m, oo fo work by mam,

{ get 1o wark a1 abour E45am, N at work Wil Gom




Exercises

38,7 Find a word in the text opposite that matches each

definition below, The words appear in order,

1 (two o) the things thata pefon of oroanzasion has
done n the past which show o wall they have dene

2 fohasal verh) mrepares awritten document {eg a &L plan,
coftrecty

3 bein chage of a grodp of warkers ana check that thier
wark = dons satislactonly (= supenise)

4 fohasal verhl cHidally agree 10 someining

5 exchange information o that esenyone knows what is
happening

6t wivs) the process of waorking with & ot of numbsars
o calkcidating results

8.2 Underline the correct words in italics.

1A job That is challenging f pemanding & diffeult, but alis
interesting because you have to we a kol of <l a b tha
i& challenging J demanding nesds s k- of your time and
att=ntmn, but 50t necessanty elther difficil o Intemsitng

2 Tha phrase my fine manager” ! 'my boss’ could be o linde
inforrmal, partiosdarky I that person (& present g beng
introdieced by youl, 5o irstead we can &3y Ty lne manaosr
£ my bosst

3 The weord cofeague ooworka! [§ mome cammon n Europs!
the wiard collesgue / COoWOMEr B Moo Comeman in the LS
and Azi3

A The word caunterpart / apposie nember refers to someone
With the same-jiob as you I another Sroanzation, the word
countenpant | oppoaite mamber ey have the ame meaning,
but & also commonly used for Somsame in paur S
argan@aton wio has the same ok but in ' diffessat place
oG different codntryd,

283 Complete 1-3 with endings a—c.
11 you get down to a task, you ... ||

2 |1 yourgel o Wit a task, ya .|

3 If you fulll o tosk, you ||

2 Compiete it meccessiilhy
b - start doing it seriously ar with #ffar
€ Tontinue arter sioppang ior 8 shat ime

28.4 pMake phrases by matching an [tem from each
columin.

1. maks Tha whicle process
PG on top of the firg

3o OuEssee & back seat fora wiile

4 handis - |ritial contact weth a cient
5 keep Tirst=narme terms

6 “beon Incominyg calls

38 YOUR 108

8.5 Cover the opposite page with 2 piace of paper.
Underfine the correct words in italics,
| work-for fan o famih-camed hisiness
| specalize ( on/ o liohting Instalations
Mty backgeodnd is for £ inf walh Bngineering
I'm responsible about ¢ fov { of the Initid contact Wwith the
client
5 My e ford i | o @k o the architeois
& Somebody else looksat (o0 Ot the detailed speciiicatisns,
T Thare are 3 sumbes af ather peapks that | Eafse fom e
with on 3 day-20-day besis,
B | =port far i wnder the Hesd of Busness Deselzament,
9 Wy wife works v | on £l the losns degiartment,
10 She deals of ¥ on / weith hoth small and medidrm
Brlef prises
11 She's in chanme from of 1o & smal team
12 I'moworking for £ e o an inderesting preect
13 I'ma murnalist — | speénd & ot af fme working ai ¢ far fan
iy -own, - from home ! fiom the homes
14 My bitahier s aff wonk J our-af wank — ha's-heen
unpmsioyed for téo months. by sister is off vk ot of
vk today - sha’ got '3 had oolo,
15 Everymorming§ leave for work 7 the work at 7, 30am
L arnue o et to work at abouat 8 £5am, Fmad | inwork
il Gpem, -
16 Her job inwdves checiong / to check the oredit histary of
COmpaiERs,;

385 Write a tick () if the sentence & grammaticaily
cormcl Write @ oross (X) if it is not,

1 I'm esnonsible for e | |

F'rmv-thie responsible for this: |

I'm the person responskile for this, | |

This is my resporsible, |

This is ny espansibility

R N

[ RS RN V)

Saa page 150 for some discussion tophes.
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In e dialopue below Celine Perez {CF) calls Mavrice
Cassicly (MO om Inis direct line

M Mayinre Cagsidy.

P Hello fatrice, this & Celine Porer spoaking

ME Celine —how nice ta hear fram youl How are things

ayer-in Paris?
Fine. fime Maunce — ik this a goad troe ta falk? Am

_ ou - the middie af Sarmathing ?

MLE: Mo, e = pood . Just it e clese dévar this

document Pes bisn warking on G - what ean | da

for 4au?

The reassn I'm caling (& bacaute af tha Tt Guiner

sk figures: Hawve you sean tham?

Yo, Dhave Sal= i Fance wiete belawss targat, right?

Exacty, The sakss repart dossn't Ghve iy ssplination

fear that. | Thought o mmight R dorms icais,

MC: | e have some e, Bt 'd ke o spiak B Annn n
fdarketing aboit i Can | et hadk b yoil tamosrow
abnuf sy

CPY. Stine.

BT DK, leave it wath me: 1'll cal you oemanm: aftarmson

P Great = Fd appredate that. Thanks far yaur timn: B

el

hollc
re

Mobee hiow Maorice stards the conversatlon bnog 1:Iﬂ'||.1i:|.
wriay ol v 3,

Mertice hiw Celine checks that the other person has time
i falie

Mistioe ab ke 14 b Celine uses Indirect Ia LIS

(e st formas oot to cnooarage MO ﬂl_l-:._'||'..|_"
Infortrdtinn — she dosnt want him 1o feel under any
Pressune

Iev the sercond dialogue balow Monika photws. a company o
ask abput their market research services. Shie speaks first o

ther recyphionist

Receptionist: Gaod morning, ICT Commumicstions. Tesesa

-mpeiking. Heow can | halp yon?

Manka: 08, good merning. 1'd llke to speak to someans
Inyausmadke] resdach departrmant

Aapeptionst Can | have wider nama, please?

Norka: Yes, s Monilen Wity

Heceptionist, 0K, Monika, plaase hold whia'l try 1o
COonnec yail,

Glamiranca; Market Research. Gantancospeaking

bdonika; (b, bello, by nama 5 hMaoniks Waber fiom
Springer Media and |'m calling to.ask a2 few guestions
about your rarkes mssanch. serices:

Gantranca OF coursé, Moniks How can | belp pou?

hionika: I°d Exe fo- ko

=

g - making and taking calls

Hotice at-line | bow the receptinatist ddves a very full
AT

Peotice at Hne 3 how Gianfranco answers §ils intemal
phane

The phrases you need 15

Ansveer the phane

(recantionin] Food momimg. (CT Terasa speating. How
can I help s

fintemal plaaned Malio | Sales Degartmant § ok
Hamifon

Comnnect the caller

Pleate hald white | iy o oomnect you

il Try fer mwmber-far pow;

Say whao's calling + why

TS 15 speaking £ &y mirme &

This 15 ., (hemal

Can | speal o, pieane?

g ket speak fo someoae abour

The reason Fm calling i

m calling fo-ask a few Queshong e
Fmcaliing i comnection witkh

Grastings

Hilal Hony 2 pod)

How fved o egd frarm poul Howe ahi - fings i Pacds?
GAT ) v T FECOSFNAR JraLr v

Fhanke for calling = did pou gal my eman?

Check It's a good time

15 TR oo pre o rark e

AE- JaL e ke off _-.':]rr.l-l_'lrh-.r:lg-"

D oL REE f Secandy

End tho call

o hhere anpthing else| canhelp yoo with ioday’
Thetrwes for caling / is-been nice taleing 1o vou, Sy
Ty far your firns.

L fedve i wetin e, 1 call pow tomenrcy aiferioan




Exercises

349.1 Cover the apposite page with a piece of paper.
How try ta remember the words below, (The last letters
have been given.)

1" Hallo Maurice, 5 5 Celng Perag -0

7 Catine= how g to rfrom youl

3 |5 thisa ! & to falk? Are you n the & ot
Sormdihing?

4 hat lekme 58 wr this documeant 've besn workmg
ain

5 The an I'm ealling & s of the first quarter
siles finuires

& The salesreport doesn't give any explanation for thst

i ghiyou _ ght have some idass

Pl B tk oSl = santact you againd tomormo
abmouk this?

-] e i th me

g Girpal = il ate that

Remove the paper and check your answears,

39,2 A line 5 Caline checks that it's a good time to talk,
Put the words below Into arder to make similar phrases.
1 have you d secnnn Do

2 me Do want later you o beck call?

e T T o LR T A

39.3 Wa often use a past tense 1o make aur language
palite or indirect {to make the other person feal they are
under no prossune),

M ysaried o poasks fo someond sbed] g ondes

i= 1"el Bk i)

Tway just caling abood the ks fioued

L= I°m ral.'ngl

1 fhopght pour mvght have sama idsas,

{= Do youy have ary ideas )

Raewrite each sentence using ane of the structures above.
T I'mcalling to seeif evervhing s OF for Frday

4 I'dlike 1o a5k you a queston abaut Simon.

3 | kmove youl e ingerested I this,

39 TELEFHONING - MAKING AND TAKING CALLS

324 Cover the opposite page with & piece of paper

Underline the alternative in italics below that is more

natural,

| Good mormeng, 1T Teresa spasing. fan 1 hap podd ) Holw
carr ] hsipyny?

Z Teant tospesk | i ithe fo speak t0 somece i your
market research depariment

3 Peass an [ Fave yvaur reme? | Can | please have pour
rarme? £ Can | hawe youe name, Alease?
Fm e Monds Weber

5 0K, please haldhd it in dne wWhlle |ty to cannct woan

B Gianfranco speaiing ¢ 'm GanfEnon

Uim ealisf T koo £ ask 3 few questions of ¥ about youl

marcet reseanch semvices

8 Of coufse; Manika. How can / would' | help you?

389.5 Look at phrases a-a then mark the statements
bolow True (T) or Falsa (F),

a I'd ke to soeak (o

b Canlspeakim .7

 Could | spegk 1o, .7

d Frist speak {0

g Ineed tospeak o

1 In practcs, phrases a--C i@ moe o |es the seme

i listener profsably won'taven modice. T F
4 Phrase d n direct aod urgent bat s OF in business: T4 F
3 Phrare & i déect and urgent, but i@ ©F in businesy T F

39.6 Look at phrases a—d then answer the questions

belaw,

g Themason m calling &

b Perhams you oodd hislpome. o ke 10 speak 1a sameong
about

& Pmafing In camrection with

o Foan't oo (F Im theaogh B the mghl department, butl'm
caling fo ask & few mueilons aboul

1 ‘Which twio phrases immedidiely gie te reason foi
yulr calf?

< ‘Whikh two phrases.ask for halp of general
information?

Read the dlaleguesan page 82 alowd Do ity yoursalf or with
i Collagigue (Changing mled Al tha end). Practise wearal tiras
arrhl sautre Fussit

28,7 #8 | Speaking practice: listen and repast, Repaat
each phrase you hear and then [lsten lo chsck.

Telaphoning



B

In-the dialegue below the caller (C) wants to speak to
somecne who isn't available. The receptianist (R tnkoes tha
wall

ICT. Terass apeaking. How can | help wou?

I'd ke to speak 10 Stefan Lipska, plesse.

I try-his numbser for you. 4 b b Halla?

Hedo.

I'mrnct gatting any ieply Jut baee with ma Tor &

mement iwhile | try another numbae

(]

P sorry °nm nat hasdng amsy |uck - reomuost b s a

meafing. Wiald poa ke his vencemal?

Wi, | reed to fafk fo him persosally

I'car sk him 10 call you back

Yes pagte do thiet Its Frank Hepdan here, He bnoss

ma

R 0%, 17T just make & note of your nama. frank Hayden

i thiat wath an 1" oran &2 the end?

Itsan e’ e asin Eoypt HA-YO-E-H.

R 0%, MrHayden. 'l el him s ooon-a-he eomss-oul
ot tha mesting

L “Thaek sou, Goodoye.

b e -~ s -

B

W

& Motliew bew' fhe caller clorifies the: gpelling by using o' plice

Nalne

In the nest dialegue the callie (C) pets hrouih to a
secTotary (54,

L Hadlo, cin | ok o Stefan Liptka, pheias?

S0 Freosapey, Stefan Lipska s oot of the office 1his
affernoan: Thisis hag wemiany somking, Woull you
bke to leav i misiags 7

Yew pleate Can yol wk him el me hack?

QK. Let e jistort @ pen Right, T yol e ma
Yo pame and fimiee?

Yo 0% Fla Yoo air

Zan vkl el that?

e fills, Ercoatils L8, vogelae VaGeaELdauble 4R
snd-thie aurier?

B8 0021, thal's thé onde fal the Natheslands, 200513
G145

OK. 5o that’s e vooslaal on 00371 20 51261459
Thes’s right,

Anygthing eisa?

Mo that's all, Just asi Bm sl mecst woon
possibie (U5 a0 wioanT masttoer

| understand 1 make sune he gets L Resags,
Thank yoad. Goodbpe

Goodiya: Thank wau-forcalling,

22+l |

ey

e

o PMotice af Ene 10 how the caler sam the namis befone

spelling them Hearng the whole wond first helps the
Listenor,

B [Notice ab line 14 hoow ihe secretary checks by nepeating that

nams and numiser

# PMotice how e receptionist and the seeretary finish the

dialogues by promisang acbea (TR .

The phrases you need 1=

Ask the caller to wait
st bear wath me for @ moment
Can [\pur wa an hakd?

RO Soery 10 KeRD sl Walling

Explain soméone iz unavailable
e el be i r:l'rrmr.‘.".lj
Sorry shes oed of the offire { ort another cail

Ask Tor Information
Wit i in comnechion wath?
Can pau e me pour naie?
Car | Faie poue Aurmoer?

Leave a missage

Gy enow fos fang he'll be?

Can | igave 3 message?

s HiEs.. f My rame 5. Fank Hapden
Can yow ast m-fo call me back?

Take & moszage

ol pou e to degve a meiage?
Let me just gel & gen

OF. Go ahsad

Cam o spai that (far fel?

5 that wath an " aran 8

U5 efiar 1" ag o fraky or ECag i Egyor?
Let me resd that back fo- oy

Promise action
Il i iy g s g3 e comes aud of ha fiseling,
Il ke sune he gees the esage




Exercises

40,9 Cover the opposite page with a piece of paper.
Now complete sach sentence below with a verb,

a preposition, or both, The langer lines are for verbs
and the sherter ones are for prepositions, ("out of" is
one item.)

sk bear call mwe et make
make must need g g sRess

back  hack for for in o om of
ol an o0 oimad B with

(st akegue oppaste)
1€ rd ket ook . Sipfary Liptea:
pleme
£ B Pty hisnumber — you
4R Jus i — e for & moment
4 B I'minot hanng any uce —he. - be
4 imesling
T, | 50§l w0 him el
B W Foan-ask b e e R || S b
R el (T — anate yOkir
farme
B s e, Egpt
e ofalogue doposils
8 5 Stefan Lpska the office this afier oy,
105 Woskd ou ke o A messaneT

1 e
12 2 Thats thie code -
13 8 Ok, so thats Ella Vooelaas:

e [l get a g,
the Metteridnds,
0031 20°512 6148,

4. Cxhogk hieri b call -t as soon a8
piasibe

15 5 Ml Calars fie gty the Imsasage,

(Thee pwases vou pead)

16 Canl____  wou_ hald?

17 Sormy shes _ anather gall

18 Let mi thiat . o Yol

40.2 Underline the comect words In itallcs.,
1 Pl hime g § 5o soon &8 | 588 Rirm,

2 Canyouspall e phat?

3 I5-tindre anypthimg £ samething glsa?

A Thang o for pour canino ¢ caling.

40 TELEPHONING - MESSAGES

403 Put the words in the nght order. Write the answers
under the cormact heading balow,

Can me o ask yourback him c:2

Bioyou e Bl kntwy how lang?

Hold check'. just on.a-momens £l

I'll sure the mesage maks sne oFls,

I'm zarry she's matamity Bave- bt on

Fight, you waiting to Eeep sy,

Sne's at desk her at the mament not,

Yirat's comnaction with 7 in?

sk the caller to wait
i

= =l T om O My

After waiting

2

Explain someone is unavailable
3

4

A5k for information

5 lealles)

B (secretary)

Leave a message

7 Lan you sk Aim iy ool me bl
Promise action

a3

404 Put the dialogue between secretary and caller into
the correct order.

{Secratan’s phiases)

& Sormy shes outof theoffice fight now.

b DF toirse. Can you giee me Yo namie?

£ Good moming, Legistca

il “Right, e got that It James Mattheas aboait the
Cowrfainers in Hamburg.

B ther anything elsa?

And what's i in connection with?

(Calier's phianey)

g Mo, thatsall Thank you Tor your hefp, Goodbne
f - Helio: 1°d e {0 speax 10 Lend, please,

I s about the containers i Hamburg

| - Could you sk her fo call me Back?

k Yes thaty right

I Yes, M5 lames Matthessd. Lena Kndss me

R L = 5 N | O R o)
791 840 [ 80 10O 11 e 0 124e0]

==

ﬂead tha diglooues on pege 84 aloud. Ilc:t"h-,.- porsel orwith
‘a collestue (changng mles ot the end), Practise several times
ot you're fluent

40,5 ¥ 2 Speaking practice: listen and repeat. Repeat
each phrase you hear and then listen to cheds.

Talaphoning



his colleagoe Marls (W) froa e Tocal office.

£ Maria? i'mi o1 4 train from the almart. My fipht armived

Jate:

H Frik? rl:'iﬂlﬂlﬁ!p'hﬂfim Wiwt kpap breakng un

: Wit poing thmugh fumnels. | was saying that my
ﬂl.ﬂt artrven] bate 1) have to chanpe plans

il

F

g

hstud af geing to the hotel to change, Il go strasght
e thi confi mnce ven.

Sarny, Pelide™ esct that. Do you want in change tha
e}

Ny e, | iweas saging: | don’t have fime to chanpe

vy clalhes Al the el | need to go araight 1o the
corlemner v Al Helln?

L Hnlie!

We gat cuif off | den't knowe whiat happened, Yes, |
fised to gorstraighi to the Yenue: ' sse o at the
receintraticn chesk at b

D hundessiand. 1l meat o at two o'clock at the

reastiAticn sk
Exacthy

i Thanks fiar leming me know
O | Fawe 1o o nesy, | e anotfiorcall o make See

YLl AT T, By

® Moo af e 6 hewe Marls uses actve Estenbng,

& Nntlee ot line 9 how Maria ks for epetition and then
says whanshe thinks she heind.

& Notice at lne 18 hivw Marka ropeats the Important
inforimation;

In the next diglogue: Erik has some good news for Maria.

£

Halla? Mariat 5 Enk here.

W Hi Erik Bee o haae from you, b saunds Tk o'

E

M-
E

having 3 partyl Can yow speak up o bit?

Im-caling frarm & restaurant Y very aniy in have - 1l
Just-go oomside {1 Can yno hiar me now?

Yoo that's fira ren

Gond. | was jastcalling to 1ell you the news abaut the
dontract: Wegotitl W gat the cantract|

. Fantasnc! That's wondsrfuld

They'te going to pay twis hundrd aed Gitearn
thousand

¢ D pou 53y T hundreds and fifey = fiee, 20667

Iyour drasms| Mo, tea hundeed and fiffesn — e,
fre. t s1ill ghies tis A very good mangli.

© And did they ageea to the time wchadule mw

'n'u'elllnadlnmu'eaﬁmeunmath'ﬂu i

* \ithat exactly do you- mean by ‘rmm;r—]tl_ﬂ!!_

clarifying, active listening

Erik {E} i on a business trip. In the dialogme below he calls

fEeid nal;mm WATEH COUIE STATT WOIK (n #arhy March and
finish the installation by the micdie of sl
I o, Wisth 3 minute. Let me st chick that |
undarstand. Are you sing that we have |uﬁ'i|h“
weeks {o do the whole 1okt
(E: Thatsrght.
I 1 see That's:goeng 1o be difficult, you koo,

= B Well there is 3 way we can do It. Look, my batiery

= very low, think we'e going 1o get cutaff 1l
gya yau a &l tomormoa
b DK Great news armpagy. Thanks foe calling: 3ye,

Motice at lene 12 how Marda checks the figure by saving

the individual numbers (it is very sasy to get confused by

(eivienthirty, fourlecnforty, efch

i a different way

The phrases you need [

Comprehension problems

{'m s 1 dan't wndertand.

CAN PO Snsak movs Sl masser

Ask for repotition

Can pou fepest thai®

Sovry 1ol 't catch that

Would pou mind sapig thar sosin?

Ohl powsay fifty five-zerg?

Clarity

What sexctly do pou mean by, 2

Lt e s ohisck that | undersiand A DU sapng
that .2

Can | just go over that agam

Active Hstening

Righr o 1 see, [ undarstand. | OF

Feall? | That's mtnrastrg

{confirming) Ecacth ¢ Y that's right. | Corract.

(Rleasune) Greall ¢ Fanfastol | Thars wanderfull

Tachnical problems

T o speak dp a Gfi?

s & revally Dad Gme. Yoo Reep breaking g,

Ay battery b5 wery o, | think viee're gioinin 1o get cut ofF,

IE% vary noisy i here = N fusT go-odtsioe. Can jois hear
e o

Returning after problems

Weegot cor off 1 don 't know what kappered
| Sorry about thad, Whers were wa?

Pitice at lmye 17 how Mara clasifies 8 very specific poinl,
Motice at lme 20 how Mara checks by rephrasing the idea




Exercises

41.1 Cover the opposite page with a plece of paper.
Mow make phrases by matching &n item from each
column.

(first ihakaciee opporiel
17115 @ resally = breaking up,
2 Youkeep N cut off
3 I'didn'y oy 00 T
4 e pot littirky i krciy.
5 Thanks for “——head bine,
& | Ivawva to catch tha
fsarand diafgue apooie]
7 Can you spak hear me row?
8 Pl just pa up & hird
9 Can pou check that | urderstand
18 What msactly outside
11 el me st da you mean by o #
12 Areyou sanng gef cut off,
13 Wy battary a call tamocrow
14 We'ma gaing 1o that .7
15 Fllgre vou for callimg
16 Thisrks Is-wery fow,

41,2 Fillin the letters to make phrasal verbs. The

definitions are given to help you,

1 Wegm | din’t knowy what Fapperad
{= niterrupted in the miode of the call because the
tefephone line stopped working)

2 Canhyau i bi?
i= talk mors lowdiy:

3 It's a really bad Bre. You kesp
{= your wiiice = dneding nta shorl s20aaEe noses]

4 Can | just ihat again?

{= rap2at a senes of things n arder to understand theeni

5 Piease white | get-a oen.

{= wait & moment]

B I've been tryng tocal Eik but | caa't

{=succeed in talking o him by phons)

Ches: I oy oitn ko any of the phrasal varty above, here
are tha mesng leten fo hel pow T ooty 2 sekpasu
Fatepknom 4 epoony 5 dninoo & agohhortiy

41.3 *Activa listening’ is very important in a telaphone
call, Put the phrases in the box under the most
appropriate heading in the table at the top of the next

colummn.
: Ancwhy wvas thar® Do poo?® | Exacniy
Germar! Ml g milion sunos! Pliag L ?
At Peee f Sve . 50 wier i0d pou 007 Thad S gt

Thats oyt Wietram! W B Dty

41 TELEFHOMING ~ CHECHING, CLAMIFYING, ACTIVE LISTERMING

Little words and nalses Auxiliary + pronoun

1 T

2 B

Confirming Key words {as an echa)
3 4 5

4 10

Ehowing pleasure Asking for detalls

5 11

£ 12

A1.4 Use & word or phrase from exercise 41.3 to
complete these telephone responses, Find & solution
that uses one expmple from sach categaory except *Little
words and noked’,

| Guess what! We ot the
rantract! ™,

|

- R_.I"l;'ﬂ"_l_'_

I ‘Well, I've heand that they're =
mareng Al thalr gradection ta g

Wisinam

3 Beforz v finish, dd you know
that Latira'has baeh prormatad ™
1o Masketing Director?

4 So what vou're-saying s thes
sales @e probably gosng to' bo "*-,._L
palew target this guarter

5 Anyway | looked geerpaiem
tut | couldn't find the
UGE stick with my preserdatan |
O 1E;

.I..

41.5 Erik ands the first dislogus apposite by saying "OK, |

have to go now. | have ancthar call to make’. Put tho words

balcws into order to make other phrases to end a il

1 Piatap tohae theve. | hayve 10388 Me wWaililg aomeane,

2 I talking b you nlcs been, And 1V send the emall you
wiared by detals; Bye,

3 Anywer you | wan't ary keep kengae P busy you®re sure

4 = fhere helg you with | can anyiining else today?

Rizad thie dialagues on pege 86 shoud. To (@ by pourselt or wath

a colleagie (changng miss at the end). Practs shueral firmis [

urihil o) e floeat

49.6 #% © Speaking practice: listen and repeat. Repeat
each phrase you hear and thes listen to chack.

Telepkwaning



a3

In the dialogue below Monika (M} calls Livio (L) to arrange
i rm;-q'l:inE_

'M_;_ How abousthres o'tlock agan?
S Thatscunds fine Thees o'chock pn-he tweaniiet,

] = s 3 lust give your name at recepilon &d | came down
ey | Esrl, piedss bkt
["? Smaklﬂdg:m 13 st Lo o { 1o mestyou. And Fmosarny again about the change.

2 Gih, good morning. My name’s Monika Oannemann I Ny problem at all. Goodoye.
anet 1 sert voi an emal ast wesk sbout the

Lanstrdction praect in Buacharest, @ Motice at fing 17 how thi: sécretory apologizes again at the
L Oh, ves: of course. Nice to bear from you, Monika erd of the eall,
Wowr pminl seurded very merssting. And ['d like very
much Sa mest youdo disass if further The Fhrm; you need [
K1 Thats qreal. What day would suit gou? 18 Be in
e harest drom the efghteanth to the twenty-first. Refer to last contact
LLee me et check, What sbout Tuesday the ninsteentt § s pou an emal et veeek
I Thiat seunds fine, Whiat time would be good-for you? Wi pad ol the conference and your gave- me your cavrd
L: Shal we sy two pin? Open suggestions
M-l predir o Bt later if yoo don'tmnd. Could we make Cavr o et up?
1t ! ] Vi) fivme il be gocd for you?
Lo Perfect, We can meet hess m oy office on Teesday the VWit i are ek Hhinking ef?

mirsteerth gt thee o'dod.
b Ang whens exactly-is vaur office?
Lo B the Comtre = 1S very easy foget 1o, V' send AN el i aiad
an ermall 1o confir the meeting and with 3 fink 1o FOVERRORE & Fet
aur website, You'll find a map and s o1 of other 5““": We sy .. 7 .
information on thee KA YE T N

b Wery gond | lock lanaard 1o meeting !I'W on the Mol alependtiidy st (= be convensent for] jou?

Concrete suggestions

rineteenth Responses
L. Bye, and thinks for calling. Wes. that's fine, / Thar sounds fine
Ve prafer 3 ber latar o wou dan’t g

& Motlce gt loe 4 how Mordls bagine by roforring fo the last Moy marmy KBTE Fm afrasd | can’t make it then

wombact dy sohadule ir guite ful thaf day
e NL‘IIIL‘-I' i |I:'n' 16 how Livin confirms the distails confirm
In tI1|: TiEsE a'i|1l:|hg|u.' Livinr s secretiry |5) L'I'I||‘5- Muluk.a [ ] b Perfect, We can meet Rare on ... (day) al . {time)
changs the arrmgement= 'l send an emadl to confrm ine- defalls

Changs arrangements

% ﬁmd mermareg, & that Monika Bannemann |

K= YaE

5 Oh, hello Moska THis s Mr Balanescu's secetary. He
aiked mito call you, Unforfunztely Me Balenescu can't
make e mesting with you on Tuesdsy the nirsteenth,

kit Oh, | 5ee,

5 ¥es He apologies - b bad to be out ot the office |
all day. He suqgests that wou mieet the Tolowing day
nsteacd,

- Theday after? OK, that's no problem: What time are
wobs thinking of?

5 Any time in the giternoan - whenever & comvenient foe
YO,

Linfortumaredy | cae T sk reir Thesdéy S ol af the
cifice alf oay, Howw albowr 2

Woe have an apsolormen) for fea, du ) can' make it at
that Time

Sompeiting Lopsnt as corpe a, Ca e reschisgule?

I sy agady-abour the ohange. Thope 0% nola
Prablem far o, |




Exercises

411 In the telephone call balow, Andy (A calls Bulent (B)

to arrange a meeting. Complete the dialogue with the

words in the bow,

3 Ntie fredre el

it yoy oo ' ring!
saungs fne

e iy et | &y the deay

irgtean:  meed wp o shall weosay
sif pol|  thinkingof  (thisis
fwa blocks #way

A Qoo rmgenmg, % that ‘Bulent Gul?

L

A ah el | ANy Cuthng Here. Wia met
at lhe confererde in htant ol ket wieak We wez introdoced
I:r:,' Pl it

B: O course, | rermerndser wiry wll, e anchanged busness
carts, Howy ane you Andy?

A . Find, Look, I'rmogosng 1o bein st acain at
e gnd of rst mondh. Can wa
snimetirme? Wi can talk about your plans for e future
i ; A | can showy, you. hone oiir
COMmipaEyy Carn attd value to your seas,

B: e 1 would b @ good apportuntyto @l some moe
Whiat tlay are ywau !

A 10N e thiene Proen the Tty El:glll' o the thireth-of
iciaber,

=1]

B: Which af those dayws wouk] ® best?

A ¥ Ty 1he twenty-ninth?

B That 7 What about the time? |5 mne
0" chack

A 1 peeter @ Bl Lopger, ® Could we make
if eleven 7

B, Perfect. I'll see you here at e at sapen o tiock on
Tuestay thie tweiine-rinth, And afiensands | ope that you

walll '™ frar lunich

A That's veny ket of 'you. |weowld meally like tHeat Tharik you
VETY TILCh

B OK. o ! , doyou know how o find

our affeces?

AL | gewe wouar eand 1o e Lax diver will they lenony the
SOHIrEss |

B wes, thes wdll. 115000 D busingss distiict = |us

e The Karriodt

ACOE, 1P fnd L Goodlye

4} TELEFHONING - AREANGING A MEETING

42.2 In the next call, Bulent calls Andy to change the
arrangements, Complete the dialogus with the words in
the bewx,

can't make  come up fits my plans for the, fime af year
W ook over there  rechédule  sorty again
stilopan  thess things hapoen.  would be qood

B Hetk andy. This s Bulent Gul hare — from Stanbu

A O, el Bulent Hae fice 1o hear-fram poul How ane
shings ! __in Tutkey?

B IS wBfy hot = much hotter thar usial # —
Wurst abour thee LIKF

A We're Daneng a ovehy auture, | can e she trees from my
wirdow

B “ery mce* ; Andy, 1'm calting about
l:IIJI mesting &% i Ell o (he mionth, Untathinatesy |

an e bwenti-ninth. Something

urgent hias =

A Don't warry abour that. ®

B Canwe”
day —he Monday T

AL L=t me st ohecl, Yes, thots ine | have an sppoin e
bt the-timing s * What time

A g tree te preseius

far pou?
g The sams (imeT Feyen?
A’ Yeg, Thats fine,
8 Good. I'm ™
its not a problem fae you
i "'ll} no prablsm, | can make @ an e 'l.|1|;;l|"ll;!.,.11. .|:|.I_"I_|.'||'|.' |
ALIEE sl
Ok S0 you o The Twenty-eghth
and I'll send an emall bo condifm
;528 you then, Bye

apout tise change, | hopy

423 Can you fill in the migsing word?

An 5 A STARQEMENT bor 588 SOmEane
&t a particular time, espedally fof 3 business mesting te a
profasmonad senice:

Fevd the dialegoss on pape 88 doud. 0o @ beeoursehl arwin
g collesgue {chamgng vales al the end), Practae several Simes
Ll e Tuent

42.4 ¥8 | Speaking llfil:ti:.]!': listen and repezt. Aepeat
each phrase you hear and than listen to cheack.

Telephoning



L1

Rsd the dialogue belows, A customies () calls a2 supplicr (%)
o ke a complaint,

Cifm ﬁlnq Tnturur'rmiun with my onder, reference
AuTer metll

3 Thmkm Fiease walt one mament while | bring your
details Up on the saeed. . GK. For securlty puaposes,

 Can ol confifm yar name and the Company name

£ yas, its ML Chen from Zed Technika

& Thats.fine How can I help you foday?

£11 have a complaint, We received the arler this maening
but pou anly shipped BO pieces. The onder was far 100
pieces,

o ' osoey o hear that, CGan you save i weth met 1|
look indo it and get back to you this aftemoon

C: Mo, 1'm sorry that isn't good enaugh, We need thosa
iiEems urgenth: | want you 1o authorize the shipoing of
the missing 20 pieces &nd then send them todsy,

5 | undemstand how vou fesl, Bt | do nesd focherk
at ths-and and = what’s gaing on, il call you beck
within an hour, ant af course we can send the pieces
again if necessary, N

£ What to you mean “If necessary'? Can | have yaur
name pleasat

5: s, of course, it's Sandra Lewis

€ CK, Sandra. | expect your zal by twelve o'clock at the:
latest. Goodbye:

8 MoHee how the restomor waile umnitil |I1.|.'-1:1||1F||:i;\-r Fae

all th ordor dedails on the serven bafon beginning the
complaint.

& Motice at line 9@ hosw the customes states the complaint

very simply and dearky,

® At ling 14 the cusbomisr insSsts on ackon. Thie suppliie

thonaws :mdmnlrnndi.n[l; at ing 17 but resisis thp pressune

& At line 15 the sapplier promisss sckion with1711',
& At line ¥ the customor thonwee BLETIE nf angor Thiz isnot

grad. However, gotting the name of sach smploioes vou
desal with ig & vory powerful tool

in L'i:‘IE next dialosue Sandrn peturts the cuslomese's call

5 Oh hells, & that e Chen?
€2 Speaking,

8: This is Sandra Lewas hare, Trom Shing Semiconductons
calling you back about the missing pleces.

£:'0h yes.

5 Ido apologze ance maore, Wr Chen, but | have g,qﬂd
navs for you. I've had & word with the warenouse
and it searms they sent a partial ceder — they anly had -
BD piecss in stock However they di now higve mate
peces. 'l make sure that the missing fiems are sent 1o |
yol thas ‘gtternoon b{,'ipedmﬁeirner:{

if you haveany more orablevns; please et me knowe

"'ﬂl‘m saTy agaln for 2ny incomvenience this has caised:
(CLOR, 1ty sorted out now. Thank you for your help.
5.5 there anything ete?

__t hiz, that's all. Goodbye

& Af line 10 Sandra peomises action with T
# At line 13 Sandra apoksgizes again ina full and formal

Wik,

® At line 34 the customer rememars b thank Sandea, even

though he is probably not very happy. He needs o keep a
good relationship with Sandra for fulure occaskons:

The phrases you need 15

Mzke a complaint

F'm caling in commeciion wWitn my arder raferance
RINTHIEF

We recaived the order Hifs morming b vou ol shipoed

| perEs

W sl haven't fecaived thi |

There’s - faulr with the .

Thisre eams oobe @ problem patt the mmics

(' soeny that sh 't good anough

Show understanding

m a0y 1o Mear that,

{ o apalogee

! ungiévstand o poy fosd

(B T e T B T

Get the facts

Wenar exatly o the problim?

Do yau have g retersncg number?

{ need 1o a5k you 2w quick Quesnionsg,

Mo action

IS Ak Our povcy 20 .

| wnderstand exactly how pou feel but it nor oor
fessrmbinty 1o |

Promize action |

Canyou leave i wrmh me? ' look inte i and' get hack o
you iz afiernoc,

I meed o chaok at s snd and ses what's godndg on,

P el woed Back within an haoe Is that OK?

Y send & placement immediataly by spadial defivary
It shiodaldl He with o Eoimharmow

' rmake sure that

End the call
I sormy Sgamn fo any inconyEnsnce this has caumed




Exercises

43,1 Make phrases by matching the beginning of sach
sentence 1-12 with its correct ending a=l. Not all the
phrases appear opposite,

Makirg & complaint

U'mcallimgin |}

‘We moeived fhe order but you ondy |

The machine arrived but theare’s

Westll |

The grnter &En't workng

{ne of the items vas damaged .

There's an mterrmittent fult [

The guality Bn't a5 pood as

Wau sent e & rew par

10 Thereseems ., | |

171 1eeepemailing you bt . |

12 I'msarry, that 15n't good

= - R R R

atl the contal gane

conneclEn with my order nurmber LHGDE4
b b probilem with the inoks

your arigitiel samgle,

| jirst it aulgmati replies

whipmec BO petced

In Erassit,

hensn't réetvesd the goads we orderid
ey,

bt 1Eedoesr't T

propeily, i s fne wp o o

Nk st ian imanus

FUE- = N O

—_— i —_— —

43.2 Match each complaint above 1o a response below.

Write the answer as "‘number + letter”. (See 41.)

1 L =¥ Thank you. Please walt one moment while |
bring vour detEs up on the screen

2 % lsee I it sl under wermaniyy

3 ¥ I'misamy about that, ' pot you thowgh o
the accounts department and 'meste they cam sort it oot

f ¥ Really? That's very strengs. 1l send you 'a pi

b emadl right now and put a paper copy in the post aswell
=¥ | undemsiand how you Teel, But Fda nead to
thack at this end and zes wWhats goimg on. ' call you etk
warthie: & hour,
B == 0k | meed to ask you a few quick questions
1o try to dagnosa the problem. Do wou see any Fashg
[ights on the deplay while the tault oocens?

(%3]

@3 TELEFHONING - COMPLAINTS

3.2 Make phrases by matching an item from each

cofumm.
& A I

1 Can voul R 1 yobl this afternpon,

& Il ook _ ApOMGIDE ONCE MOoNE,

3 Il get back St with ma?

4 | ungerstand 1 chick a1 this end

5 1 need henw you feed,

LR I It

T i'misure we can weiafd-wvith the warehouse.

& ‘What exactly sufE e ftems @ sent o you
& Sowry again FOT Lot

10 ' sand a I the probdem?

11 ' ke replacement Immediateky

12 I'we had 3 o any inconweniznce this hay

Calsed

43.4 In the second dialogue Sandra tries to minimize

the problem by using ‘seems’; It seems they sent a

partial erder. Rewrite the sentences below so that they

minimize 8 problem. Use the words in brackets.

1 Theees o prosilem with o Suppbers: | think £ g be |
TR

2 M5 going to e ciffeull toosemd & techiiclen todeay
e A L

A Thise wall B cielay wibile wis process 1ha tey arber
imight. ! sheart]

4 ThessH 3 nreslem with the inndice. (e M weems be
smalh

5 Vniead tospeak 16 my el tavs suplrasor abiout this
{just £ Hiawt @ gueck wasid withh

& I owauldd be easer For you I s demply Bsoad 8 hew invaice:
dainuldmT )

43.5 This sentznce refers topromising action: /1
imvastigate (t, find an answer and call pouw again
tomaorraw, Fill in the missing letters 1o write # sentence
with the same meaning using phrasal verbs.

i 11,5 ko _.smdg b 1
Lo FIET oA

Yo

Head 1he diaiogues an pige 50 aloud, Bl byt yoursall or-wim
3 colissgue (chatging miles &t the endl Fractise several timas
el e e fluend

43.5 ¥ © Spesking practice: listen and repeat, Repeat
each phrase you hear and then liston to chick.

Telephaning

|



44,1 Fill in the gaps with the words In the box.

back |'.".:'I|'.'J: for o un ..r.1

- on outal  oeeEr Weth
1 I'm calling confecian WEHIE Job
vEriement,
2 How nace 1o hear wai!
2 Thanks caling
4 Can | pul y Pl T
S hoiry, she's the affice
B SOy, shes anoiher cal
T Can oy ask him o il me !
B s ihat T s Maky'?
O et me read that b e
10 Cenl ustgo Eht aggainy

etk &y R B ommm  of
o o e W with eein

10 Jusbear mi o mpment
12 Can you speak a it

13 Ii%-a bad line, You keep breaking

14 Wye oot cul Where wwerp we?

15 Wihat 1emie wiould e goad youd

16 Wihat time &ane von (Finking 1

17 Can you ke it ]

1B 1 Inelk i and get o1y
19 | el boocheck and e what's gning

20 0 wend A rE|:||.:|-:rrr-an sproial delhery

44.2 Match gach phrase 1-8 with a phrase a=h with a
similar meaning.

1 s, this s drour namel here.

Faate wall a mament.

W ask hertoget back toyow.

Would you llke 1o speak in .7

Can | ked mesage? |

Can | Just repaat everghing w2 thack? |
Can You repast shat? ]

‘e, that's nght.

Let e |ust readd Thal Beck Ty
Sl | it yow throwgh o 7

Just bear with me,

Sarry, | dide't saich thiat

WOl you ke 10 leave a message?
SpeEking.

17 sk heer 10 call you Back

“Exacily

0O = Oy AN Je L )

0o ™ m o n on

—_—

44,3 Complete the conversation below using phrases a-h
from the previous exercise, The conversation is between

a receptionist (R}, secretary (5) and caller {C).

Wirite the phrases in full {rather than just the letters) — [t
will help you to remember them,

A Giood afternoon, Fharmes irtemational. How can |-help you?
. Can | speak to Roberta larvik, please?

Ao Pl try her reamibies fde you. . Somy, therss-no ansver.

' for @ moment
wehile oy enother exension. .. Mo, stil e answer

e — Nelly Feer secretany?
Yoy predse.
Good aftermoon, &b dapartment

G betiey Iy that Ms: fanik’s secietany®

i

(o B T

| was hoping 1o spec to s landi today. Do yol ko

when shewill be avallaiial

S0 P afraid she's tut of the office-all day.
- : — 3

2 Y, please. Can vou iell her that ™Yl Sang called; Troem Seowl

Hspital, 1% about yaur mesw heart drug

¢ __ Can you give
e yOLn mEme again pleass

£ e, 8% Y1 Sang, Thats =L, mw wand, 5-A-NaG

i QK get that. And the message!

£V Me o falk o e about your new Fesr diugs Theane
that i fust pessed phise three clincal trials; Ye might be
irvte st in-gettniy vohed nphape four tnals | need to
speak to her personaly sbout this

51 Right * = ¥l Sarwg

called from Seoll Hospita! about the sev heart drugy, 1S

gh::ul bt phase four clinicl ‘frals

[ ]

Croms s hove your numiser?

Yo, e Do,

Fime, * — ——r
- Thami you very mmoch for your help. Goodbye

When you finish, read the conversation aloud. Do it by
yourself, or with a colleague (changing roles at the end).
Practise several times urtil you're fluent.

TCHTROITLAY

P A0 b L e



44 TELEPHONING - REVIEW

44 4 Complete the conversation wsing the words in 44.% Read the dizlogue about arranging & meeting. Choose
brackets. Mikos (N} calls Mr Slavicek (5], The receptionist the best word/s to fill each gap from A, B, C or D below.
(R} answers. Ann: Hijm—='_______ Amn
R Good ormg; MuinFrats: vana speaking i Hi
PG L TR VO (e £ Pelp) Annc Jim— e naed 1D MeET LR sormetime b discuss The
Mt {17 like/ spaak i in Me Slavicak, plesse. Frankfurt Trade Far
R Pliease howd _ twihille Fry/ connact) am: DK, What fime * D geod for you?
XEl ann: What about ? Manday
= !'-Han Slavicak Am’ Lt e see. Mo, sorry, | can't _ then Could wa
N: Hallo dar Slavicek:, This 5 Mikos Keroizos fram Seven Seas mest on Tuesday * i
shipping. Anmr Wy scheoule & quite ® on Tusday, but F'm
Sr MNakes! 2 (e Aice s har froem] Free-fater in the afpamoon,
4 {heww / things / Athens)? am Elr. What fime wedld * Wi Bt ?
M- Fire, fing, &nid n Zagreb? A WSy BOm7 O 15 that oo late 7
5 Good. We'revery Busy 3T Ihe moment - pts of mew Jm: o Wel, Ir soneslly, 1'dprefera Bit gamer i yow don't
Business; i seems that evensang. wanis frud from Crosta .
e days, ann 5 five OK?
M- Thatsgood to heas, Look, iihss amn Yes that '® firie: That's mich bette
gn:d time / tak)? Do you Rave a secand? Ann: Perect. sered an email to confirrm,
- (st e/ moament] wiie | finish e oK1 cafling:
somefhing; 1Ok © ——s SR 1 Atm B This i € Hern is B Speaking
N {reasen  ealling) becacse of youor e e
shiprment that we'ré handling. 1% for four cantaingrs, at he L LAVEI > e bl 2
] | 3 A the mest B 3t next L on next Ot next
end-at Mowember -~
S s, thats rght 4 A make B make f L e . L arrange
(it iny 5 A #ternatns B in place Coinstead B instaad of
M= el tthaught / meght) staeested o6 a ARl B la] = e o 4
way torsave a bit of maney B S oy e
g 10 St M) Trr awas IniEEstad .T A comeniant B suit i prafar B ackeantan
Wiowih Moees =3 ) 3 i will g shiall E =" g whn;m
L : mingd Lare oy friond
et h:we? srmiall S ledving Dubrennik ohe week erier 16 Acouldbe B seems ma C foek D souenids
Wi have some space on That shig 1or your confaines, 1 Al B Id £ 1l o

Sim et/ jut check / understang), Are
W saying that if we can send the caniasert ons wess
eailiar thera wwall ge a diffesest pnce!

M- Exacth. For every container that you send an theearlier shp,

wee'll give pou g 2 e disscunt on the price weguoded,

B st / Qo ower / BgAIN)T You mesn
thal n wa send all four containers in mad MNovember, we will
get a totat disceunt af B3

M Thatsnght

5. QK thats very interesting, Sut | ANt guE you an answer

2 A Thanks for B Thanks for your 1 thank your 0 Nice

right now, {17 get heck / youl m 2
day ar tvo,

M- Thats fine,

s lis/feke)wenead o discuss vehile

v “re on tha line?
M- Mo, | don’t think =0, Thats all,

50K, Nkos® ithanks ¢ calling), Nace
talkisg 1o you,
WY s mce/tatkingd tool Bye

Whan you finish, read the tonversation alowd. Do it by
yourself, or with & callesgus (dhanging roles al the end),
Practise savesal times untl you're fluent,

Talephonisg 93



Marija MNovak is looking for a job through an onkine:
eecridiment ageney: She sereds an email with hec CV and o
ey commsends:

Clgar 5k ar Madsm

Hm werng with ragand 1o oy vacaney ref. no. LOBGERSTT on

o wehiEte, A5 ratuested. Hatach my GV a

) tet confidei thal rrry skibs and Achissemnnts am & vory good .|
1 ko Ihis:gb pealila |

Flanse el froi fo contant me il hzs any questions
5 kaok Forwaid o Fiearing Tism you.
Manja Moush

A recruitment consulbant roplics:
Bear Masia B
"Thark you vary miah ior sardiig yout BV Wiowil lsol mmough
it canstully and porinct youragan | eseseany a
“Plange o dwam thai i BB msrkal o ey compatitad
an fhat we mopre mary Apnicaians o our waom| posiiong
N | fn adar-ary [uitfee atvics araciclonos, poges dant
hiestals B coradgl me |
il e AN
Lette Wieller =
The omailks above use potite, formal ipguoge. Compane thom,
with the emails betwaen Marji ansd & friond en the right,

Mo formal
~ First ling Fear S or Madam J Dear iname)
Friendly open { was a great pleasure fo mest youin

Pravious contact Thani: you vag much for sanding
Further io dur eanfer comdrsation, .

. .I.mu fm' wr]hn'.] 'm writing vwrh regard 1o,

= — - |

|| BiEveEn
Hil | BopE yourmowal,
FTh s st @orpuidheroblp ask kesome halp e besan
nppiirg fir [otas i Lonoan using oriime agences, bul Peefad

|| -na luek at all: They st send back these siandard emails — ts
maly dapmssng:
Wiy | wean weondorting i yow ooildhelp me? | theugid wu
i ko o soma London recruimant agancing had B obs
i {be-lisance amag, Can poul sand mg some rames? Ui naaky
BPOHES S ||
“Thanks fon your fko

|| "Bast wiskes o Tessa

| Haria

1 Hi Idintind; gread in Bear fnom you again. I'm Yieo = jun gol Gacs |
lerm vasalon 1 Morocoa. Smadng!
|| “agmywEy iNAFAS for your Smail. |'m hapay 1o Nep - 118K S Tew H‘
| prpbe End 1ry i ok al some agencea gl could By
'Shull & sl send youw e copy. ol ihe London 'Yellow Peges' in T8
| mail¥ Sarnalimes (' bolber i oning - 1% vary, compnehomabeg
ancl bk oo of apdricien S0 albar inliymsEion Al i oes
placs
Geood ek wiih the-job FLnong)!
b

These last fwia emailz ane friendiy and mformal, but node
haww Marija staris paragraph 3 of ber email fo Sheven = she
uses polite, formal language with her friend hecanse she's
akking for a Frvour

More informal
M {just- the pama) f (nothing at all)

Howes it gaing? ! { hope you're wel
Grest o hear from you-agam!

Thanks far yoor email
F|:||'|":|I.'.-'|'l'|g;|-1:lu|' ml!l.'.

TRUS J5 JLST @ qm:k nofE :-Dsaj.r."as.lr |’Er

.I'J'I"I uwmgtaﬁrrd‘uutmurewﬁnmanunabmt Eemm#ba'am

Reguest |'|.1.-E|-s wviradering i pou couily
{ vl b e .l.f'rﬂu [aTix
Offer help Wi yau like me o .

if i i, fh-uum'be-hamr e

Final comments o Fean oiffer ey furifel adssianoe m'Ease

=

{':'Iﬂj'l:ru r

Ehall.,

Eh:rpuu l.n.a.nt.rrre (S

gan’ .'.’j.-u:uuneeu'angrmura nformaioo [usr ler me

Hesitate io canEct me kngdig;
Flegse fes fres fo cantact me  pou have any Just gfeeme @ call I you have any Guestons, |
EuSstion,
Friendly doss { Ipaw farvwang To fieanng from pou. Seeymsam.a'ﬂ'ﬂnhfﬂryuwhm
Gr-f'nwreg'am'sm Good! ok wih |, .fﬂ'erf.-'l.-mﬁﬁm
Last line Tk ;.L-rml.-.rj .".l.'mli.rr,egwd:.-' EE'I.’W?EHE dest wankred | AN phe e/ [:u'.'.1'.1.1'|-: mme:l



Exercises

45,1 Cover the opposite page with a plece of paper.
HMow make phrases by matching an item from =ach
column.

rﬂmrnw Emaisl
Frm mngm.,x 1o higaring from syl
?. Flease feel fieg further assslance, please
3 Howk foreeand o confact ma f |
4 Thane wau wery much witf regard 1o

5 I | can offer amy far sending vour £,

fsnond fwo drmaiy)
& | hope yoii‘re you could help me
7 This iy just & Figai foom you- agadi.
8 e wondering i el
9 I'd mealy send you & copy of .0
1 Great o quick note 1o
11 Shal | aopeciaie i

45.2 Look at the numbered paragraphs in the four
emails spposite. Write one of the paragraph types |0 the
box on each line below. The paragraph types can be used
more than oncea.

dogy of emal Fnad dovmmends . Friomaly ot
| Friorcle open Offer hein Prewous contadt
fegson focwnbng  Regued

First email

etpsrsc
2nd para Ao ol emad
il pasa
4k pivta

Secoand email
1st pary

dnd para. -
3l para _ Finalcorpents

Third email

Istpara Pl e
2nd para
Jrl para
Mh para h"\!nﬂlll|_|__nl..__l:ul=
5th para

Fourth smail

141 para .
2ndl para
Aerl piira
dth para

IR Ol

Offer help

Hotie b the body' of the emad finduding requestng &nd
cifenng help #toiis framed on glther sids By the apshiing and
closing parrgraphs. & wrate to-have only the-body of the email
wirth no framing.

45 EMAILS - BASICS

45,2 Complete the three emalls below with words from
the box,

an Ftachmant & reguesler  clan’ helrane
o bou vt further assistance  getback  gratetl for
arssl plessure fearng from pleese  fe
mefion fo  Lseful discusion very impressed’
wendanng it e regar

S WY |Abu Abrutah
fend | Slibjece | rwestirenl und for india a
|| D Wi A bdtiah -
HEwErE armest yau and yaur tearn i T
|| EraDa ka5t marn. Yo hadpilalin wss vecy gonomous snd | wan: |
. oy e e oifices
Fm wwtiting I peiur ol i sal U an
|| Iroemmend Tund il die Allar oo sory ™
| onENEE EELE | Ao e B i mns Eﬂﬂl.lﬂ-l'l'.llmtl Flerralion

Hiwas® i could kend me & oopy of
Hre eprecipEled Bcaunts for your groun of cempansa? Alsa, |

|| wonlid b % _ eny inlevinEton that you have

| b rggrdalion Of |he Dafed Slock - EXchadgs.

|| | o danwand so-" . YL 200, |

|| Gty Gulnll |

-

] T, Sulqu_r I'.'r..ll.l!p :
i Alilpjerts - Cribai into {

|| Danr Samay =

|| pleamine for us 10 welcoma yod ham - Dybsl
| &

Nlary Inaris far your denail fed for wour kind-wande: | was a ;1

= o e el i oh oAy al B

Eccounky ax in |
i {he Exshangs, lher wabsiin s [
'.'.-.'nl'l'.'l:l.n.'!!.ﬁ-u i T hasall the omblen you s |

Peaes ! L& carimE ma iF Laan baal an
i

Baah wikhda | |

: To.. | Mukesh
Send | Ml Accooremincheck{Ouba)
Whgagi =" _ e amal, | coriokd e
Abnudish and bhe =20 e ihes acoounts. Thay'ss sctachad hers
3 _ héwe s goed ook and
ke _ i ene il s A aryissasa. Im

lEaving Figin H'}IJ = | P T Alus Fow o read AecoorlE

" ey cal e mealng wilh Shasear ing
ek orea m dacias sl HEY

[Zo00 luck waity tha accoinig! [

See page 151 for some writing tasks



Emails used insdde-a company are often ghort and direct
Look at the following exumple:

[ l'I'i'n_'_"I (et Wilame It

|_Sewl | udijarn |mwwrm=-aurﬁ

{
]

i

— |

e — =1
I

|

]

]

agamn

HI'Erﬂ'I
dust a quick nins (o reryind you ot By e end ofdhe quersy S
Ploasg sendmethe eoles figines broom dows by rogon. as

widid fahly haln when | complle my ieonr)
Thanks for yowr Co-xoersinn

Lrel e

C2am | Rsk e 1o ke ahin sies atcoroing 1o peaduct lra? B
|
|

Lin T = S —

Herre i the reply to the abewg email:

Moo

|_L:=I | Satjucti (Ra: Quertory sules Ngres

| Susen - nuu!hﬂtﬂmuﬂquu.wmu siachedasa
gpreggalea] Tha secorid sa) - galed by prociuct ine - el fiks & H

T

ilfle Torger b aoliact. 111 aand theen by the end of the wres
My It sorme bad news, Urdarkinstsly, e sebes slefl sre tstng

e Ihal et Gyt lie B PRy 10 Bb exgrilicardy waakar Dt yod

Wil me o gEl Wpnihe mresttac uecanl for July-Sea? |
Laf e s (F frene's anypthing el §ean g6 16 ek wim i |
reQar

e -

Mgt B guvek Aot tecrbmnd pou thaf
! ety pemimied ivanpone fhat

Reguest

Plledse ., 5 e you fa 0 B araredul I o could

I bavcrretar | vow cowld Gl me some i fecnEtion

Gt {ash pow to L0 Dol appirecrate pour Pl with this,
| Be helpful

Hera's thie .. pou wanted, /e attachied

W R g onte It Al svay

shall ), F Do want e to L7

Thank

Finkrentd ety thank vou-very muich for

Wall daned You've done a great job

i Bl —_— — = —_
L

The level of formality of internal emalls depends on the
audience and reason for welting. Usually the style b= just
meutral, but bere {= an example of o formal and an informal

izmail:

= .| DA recigiants _ -1}
| Seni ".i.l.'ﬁu':l FL’IEI"E]I"E'-EIJE = I
|:I-nrmlm-g|.n= |

s Hil‘ymu'hw Lwerued Tim 1o frack you all fer your valinbs
Iﬂ-ﬂ'il'ﬂ!-ﬁ:l'l
| wauibd alse Bee 1 tebe me appeiubily o 1] e ahaul iR |

| impoetant siaf changs: Patncia Mescimenio hae been eppoimed
+ 35 Masweting Dyechor {o Hiszi o fepiacs Alta Coefa. Sheaall i
e |0 SERNGITEN DU FESEAGE LN LATN Amarice

Thiz fgan esching me for tur cempany, and 1 sas gl | can
|| St an yooT Tonlirsing GormiiTen | Crer e morrs,

1| Wiih ipest winhon
| HEer) Denpanias

| ' pleased 16 tel pou ket o finenciel resulis tHs imer v B
I

s —

=

REEt olimenons R
| = Te.. | Gicean Sameean — —: 1
1T lullrﬂ-l. 'l'l_c_l:!_laﬂl_:rq_ilmmmlﬁ'ﬁ J
GE'I'H-I'I w|h|h|rﬁlrlﬁﬂ‘lll[ﬁﬁﬂﬁ-l}lﬂ?ﬂﬂﬂlﬂ F?:\-

Fma]r Foulive maissnncg They sy What o nasshe

Wa'va pol A vioee conlevance sraniged or Fi pm, Shal | call L
| eyt st ny o reschisdule for Moodey? Get beck la e il
[ ek T o good dad

Irm S
— —H
Give news i
Fm plaeseed to tell poo that | Pmoone peo will e plsared
ey hupar fhat |
Thi bie’ nases i that . Linforfunalaly |
i & ol playin nate that

Diasuld Fee fo faks tha apnpariunity e B pesd about
The feasang for the changer ane as followes
Friendly close

Peaze gt Lack to e (f y0u need any made fifommation,
Lat ma kngw i there's anpthing efse | can o,

Thanks agat for il pour hei, | really agorecite ) |
Thaniks fov your Co-Operation. d




Exercises

46,7 Complite the very short emails below using these
words: advance, co-operation, know, fet, I, quick nofe,
please, remind, say,

1 Justdo

thas | got wour emad snd

Il speak ioFernanda about it when | ss8 hen

2 Justa — o _ yauthal
the tearm meeting is tomarro.at Sam,
bring cpess of my report wath you

3 lustto = Yo that
thiere will be a fire drik at sorme point nest week, Thank you
e~ et

The emails: sbove, like the fisd one oppasite; bagm wih ‘ust' 1o |

shipwe a1 showt message.

46,2 Cover the opposite page with a piece of paper.

Mowr try to remember the words below, (Some lotters

have been ghven.)

T Siisar = 5 thiehirst sat o foures youwwianted,
i & g6 4 shread sheed

£ Mo far same bad bess. U I, the
sabes stall amo telling s shat nect quarter s lkcely ta bea
sigi Iy Awenr

1 Do o Eme o6t tohether a ravised foracast for
fub=5pp?

3. tme wif fhisra's anything
with the mport

3 11 call evisyrne and try 1o reschedule for BMonday?

B | ke me I wouthink it good idaa,

gl tan da o help

46.3 Put the words below into the correct order, Write
all the answers under the correct heading balow.

I*rry £ tell you that pleased |,

I'wniild alsp ed the oppartunity o take 1o tall about you ...
| wiild like 12 thask for you all yaur vaksable contribution
Thanks for all yvour agam help, Fappreciste it rzalle

I pleased yvou Wil be sure to hear that |

I-be inferested you'd thooght to know that ...

Witald all stalf note please that .

I"peeryihing vou have done very asateful for

1 I gleds EI.FM'IF'II"| oy thar
-

Announcing gensral neis
E]
q
]

Can you find three phrases from the table in Henri
Devereaux’s amail opposite?

46 EMAILS = INTERNAL COMMLUNICATION

46.4 Complete each sentence 1-8 with the best ending
a-h

1 Pmosure-yoi will be . [¢
2 Following ... |

3 Fd ke to emmd .
4 Canl ask you

5 'I would appreciate. |
B Themsons ...

¥ Peae .. |

B Pleawe noe .

& 1o let Paula.in HF: tnl:rw w:mr hﬂl:ta].' ﬂan‘. fur I;he- SUITITTHT
aiap’

b eeeryone that redecoration of staff oHices will begin on
Mlontlag

£ pedied 19 hear fhat | have negotigied a discount for all
employeas at the ooal fitres centr

d ameeting of the senior management team st month, it
hea betery decided to reorganize the department.

£ thal smome wishing 1o Benelit from this disoount should
regisber-al the centre befode (he emd of Sugust.

fmewe all tables aid desks away from the walls o allc
alies o sreds Bhat need o be painted,

g for the changes and the proposed pvy structiore ang in e
altached document, Twould be gratelul for any comments
o feedback,

b1 your Belp owith (i as we need jo - make sure thil eeeryone
dloesin' e diviiy Lin wacatkan 48 e same tome

45.5 Make four short, complete emails using the
answers to the nmuinul exercise,
Ermait 1: [Ic]+[28]

Ermall 2 (3w | |
Email 3 ||
Emaild;| |«

Sae page 151 lor some writing tesks,
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In the exchange of emails below a customer mikes an
enquiry and the supplier réplies:

Email 1

-Iﬂmmuli_-?:ﬂ_ﬂl

TS T o

TR Whl:l]'l’.l'..lr:i‘.l.ﬂﬂﬂ ul 1h-u £r.ﬂrq,'Tru|:|= Fer Hu.rmu.:r:l:ru:
npreseed by wur-mnge o powor pedks becad on fud cell ﬂ

- Isshlegy
| iekael i o Bl i ke and wndd row line i mees
datailen 8o rical speclications o yaur ranoo bl Tuel cets Ior
amall herdbeid devices,

| I pawlicutar, | woukd (ke tobnow aboul power pecks sutadle for
| B poriabile OVD e

- Pleass send dalailo ol sixe, enangy oupt. o
|inek foreard & haaring: noem yoig

Em.nll 2
] [ME T Eh:‘l E.n-lur' e — >
e | fahjects (ko m Pt Diea - =3

Thanh wou foryour amedl, ﬁnuﬂa:ﬂrqaﬂmmemmm givas

G Edroey vour allenticn & models FOSE ang FOFN These
waild o et o narl| handhed divice

| wecratd weesiarne: M appodurily b Siscuns your neas inmes
| dletail ko' | nupqemt that | ool you 0 a day o san?

In e mearime, pleass don'l hestines iocontact me perscrialy

il o fave- oy guoctiont. by dinect ina it gven Eios

, B wistan

o Il dhatalin gl i rang e af powsn Gaois. 3

® The pemson wrthng email 2 will be a sales consultang,
fricd Ih:l:r 1= ehe I.,'lTIl.ll.'.l['l.'_!.I' ak & chance to enter ks & sales
dialogue, In the fallow-up comvemsations this pemsan will
use sabiss language rom andts 18-24.

After further telephong conversabions and emails the

customiet now places an onder:

Email 3

Enhhu:q.wwut
5.:|.|| | ahh]n:t: I:hﬂarwmi:dalﬂ:?i’

Fnllu-wlr.g o rEces nn'nw:.m.m pleaai (g sfisched cur

| order ro, 0T34 for 85 000 |ud aglie micdal FOTD
| Wo-nigreed jhnl he goods wil b sent by mesy (SIF Bussn) é
{sefurely paciad in 25 cooee of 1,000 fems each E
| Tres poecls rut b debered o Busan port by 24 Aprl it the

larasl

P ey ol e conchtiens: ame not met Blesss e i the
| ot terms o0 Goniract dar aofiona thal we &8 entiied B
IIBHEZ

‘W owil pay by evocaple et of credil. Feass ssnd copes of
Ik Erepping docamems and imasise divectly toome a8 pofies

Piesrse acknowlpoge recamt of thm ondes

- Thask yeu aic we bk foreard 1o dong mow Susitess wih you

Rl = -

# Inemnail 3 the customer confirms details that have been
covered in previons disussions.

# Seeunlt 3 for the linguage of intemational weade (CIF /
letter of crsditete):

| Enguiry
| wisited poir stand ot and was irmpressed by
| [t e sorme debinied spacifcations for
I particulan | would ikl to knaw
Pleass send datads of vour product range and phces £
shiscounls /. deleny Bmes |/ ledms of pavment, efc

Reply to enguiry
Thernk pold for pour ernai-off 12 Februany efsquiteng
about...
{'rr-attaciing a document fhat gives A defails of | |
Car e pour aitentian o 7
Dir Standard fenms ars paimant within 25 days, ot we
affer discownts for promot payrnent. We ako offer
QLA st for fange purchases
We care shup iwitinm one week of 3 firm ordler,
! weoi ywetome te Dapnriunity-fo oiscLss Yoo needs
in inoire datai,
| Ve fooe Bhat po find Bl guctation satiEfactony and
look farvesnd o RECRIVDE. YOUT OFoer,
Pipase con't hegitale fo contast fme peranally I Yol
hre any quasion
Placing an order
Faliowing our recenT Conversarions olease find atfochad
(=TT L T
M yow dion’t have fhe itemy reguested i stock, pledse
| acise us immeaiately
| The'ooods must e delivered By . at the aness  Mease
| canfirm your dalivery date.
iy of these-conoVsons dne noi mel, please rafer foihe
griniied dmmms i o conact for ctons thal e ae
eriitied i fake
| Piepse acknosviodpe meoaior of this ardlar
| Shipping an order
| The poods WA be sent By sea ¢ 5ir frogd | raif and Wit ba
secureEly paciied in baves [/ cases S oranes
iz Jpok forwerd! to doing mors Busnees - with wou 0 the
future.




Exercises

A7.9 Cover the opposite page with a piece of paper
Mow try to remember the words below. (Some letters
have besn given.)
1 Dwisited your st at the Enesgy Trade Faic
£ | piried o b g-at the fair, and would-now ke
swne mane detaled technica sps 5 for
WILn fa of fusl cells,
Inp i, 1w 15e 1o knayw ghout poest
cpacks s e tora portabie OVE player
£ Canld “wyour s ioin T mindels FCER ard FCT7Z7
S0 In the mea e, plagse don'thes & tocontact me
parsanally it you fave &y guestions, My d i
| e s given bekow,
B Fa NG our recerd corversatians, please find
] #d ourorderna K034
T The goods must bed .Bd o Busan port by 24
Agril arthe | £
B~ If dry of these con n§-ae rot met, plesse refar to
the citailed 1 5 in-our cantract for-actions that e are
iniiled 1o take.
0 Mease send copies of thesh
i directiy 10 me
10 Aease ack ‘ecdge maceipd of this order:

A7.2 Write one of the sets of initials in the box next to
each phrase below,

L]

o dhocmenis and

PR forpoiact -'EIHI]'E.I O ey erE.i‘
FD forkes & chscounin) P payrment)

CIFBusan __FLL

tha pocos mast arve by

aviiiabile # st colours
by bank transfer 1o our aecount numbies

thore will be an adoiticnal supglement Ter .,

thiz pamcutve model features e

woi will makle & promotongl alloveadce If you mainiain an
in=510re dispday
& wa offer evergthing frarm L o .
% bate payments wall incur & penslty af .,

10w welll ship withing 10 warking dens af .

11 guir in-house design 1=am has develoged

13 better of cradit @)

13 you con tade In poer exisnng mocsl snd recens up o

L0 e back
14 ‘peiyment i 60 da's after ovedce
15 adepost of 15% Eequiredfor .

il the |ales

- b s —

47 EMAILS - COMMERCIAL

473 Make phrases by matching an item from each
column,

1 if yous have any —— can perionalize
I'm confident S =l — further fquestions
| alscy notice thal you dHecaints
| wowdd be happy of decotns

vee do ofier guantity

3

4

5 L Erada Accoun
& | have been kaoking

7

i

that wat can supply
o makd a sample
A L wessibe

47.4 Usa the phrases from 47.3 to complete the
exchange of emails balow,

Write the phrases in full - it will help you to remember
them.

| can find mio mention
yau nesd foset

. o | [baie
Gl Sahjech (OMicseuppliesome: 000 |
"
— -Bndbam ninmasioed in onisrng somn ‘I
t:d*h:u BLEpeE.
In parsguiary |need- papar and carrdpes-lor-Canon

ﬂu'-rln.ﬂ-:lmr: and waricum melng and packagng dopoies:

gesh and will nplerdars miha, |
-“-r-ﬂ‘l:ﬂn'.l Imﬁ iUt 1 windd noed gorte assurance about $ha |
Guaahy of ihess dema |
VLIl PUACEE-ans Snowery on e mle, ol L.

and axlesded paymen) leems for lage puhchmansas. Plassa seid

Bl delab of Heds

| Ink foewmrd locan sary reoly.

= [ !Mil.h_ﬁ:%.m.g
| e Elifarts P Ollica sup ples onder
THBN* i Tee your simid entjdrng abaut olfice sopollos, =
o Bl yEur piod e nendn Ang ook 4
'-ulwu.llJ ".|.'- w.:l:rrllrlg TR 25 0 regular ousamer |¢1
¥

—for g ordery. Thess oes onaalidng -
B, Begirming =l 2% for e, pver €500 and gang up o B%
for ordary avir 710,000
Trase CUBIDma I sich 48 yourbalss bre gran 30 devs topay
U rvlces: g firal i also olffee
| St aEry paymE Iﬂul:ﬂ.I.IlE o IMse accrmnia Far fursner
mLrrEEon of fads accounis piagea-cick oo s lek Geldw
In fifation |0 our persansiled celandars

- — production yoo 10005 Pesse gend
Imie SO Arhatae sl your gocEs agil e and spealy wihehes

| you want A desl orwal aekandir,

| Themk your once agen for your englsry, ¥
plrasn fecd -hsam conkeotma

Se= page 131 for some writing tashs.
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I the email below & supplier s forced bo give some bad

naws b apotential custemer:

To.. | |Him Tangks
'.EInw-Mr Taraka
P sairy 1ociell yau fhaf | have W podoores mry ash 1o o
| tibicme et wesk This recacn & thil iy B managar will be

| ey g | will ba tshing rasper=ibd iy lor lhe Demstrirmedt in a5
SRR

Hitraesver [ 0] vty kear o0 comng i Geaka b mesl you, and
I'm egmfden Sal wa:can establisn 5 Qood =lalomih|p between
DUF D DATrDANs

| Fapa sl we can ieschucii ihe maeting iniksnzar fuboee—1
cowicl ImEse 1 a1 in eark Jdine. Piaass st ma know which
|'da'..'lhmu lar yoau.

| Gorry ngain o fa moorveience
{l Benl wales
i:[:lhudh'l Fritbwt

I =
|__son

-

3

® Natice how Claudia apologiees and explains at the
beginming, and then apologises again at the end,

& Motice how Claudin prassurs: Mt Taiaka with positive
bangaager e a6l nery Keew oo /e conifiden! Hoaf .

i the next email & customer makes a complaint. In reply, the
supplier apologizes and promises action.

/i =i o T
I I T, Pl Canm

ubject: | Comgiant

I'm wriling 1o compinin abeut 1ne oo secy s THat weie
| st Form pour comgany

-_‘l"IJI.l rlalad & i air oardEoning symham il our pHides lasl
L menin, AtEr a weak il siaried laking warar mmiph The cebng
| of tar fEcapden anaa. Yeurbagnnician andved ang remaved &l
|| The neding paTES fn oider i awry out A senioa, but during the
(W e panals and BLaRGlS worm D-HEIH'I:]-BTI-'EI:-EIH.
|| Thes has capsed ua consderable nanmaniores, and e
|| domapan] panels GrsEiE S post maEe n our recephon anes
|| i misde & ciaor 10 ME EBIMNDIAN MAL Wi hols you fesponsibie for
| tepingng Bin derajeld perels However, this hes sl not besn
I dora
Plsase kb urgert actien b maclve B matier
| Worn, Chnaline logwds

Send

A

S

e o, )

. ;_5:_m| =
- Deaar Me Legarde
I'msery Bomy to hea Fal you e had preblams sk vour g
sonditaning yslem. W'l b2 & your office tomor o to-fit e

| Banals:
| | understand complebaly el yewr reception ama needs 1o G of

| e Pighesl sangand. and |oan Sa ey BEl we wil i S
| GBfIng Iooking B now

| e saEn, pledss ACCRpt MYy BNCET Epclugres osany

ilrﬂm'.uriunz (=LIHL"

Ciiaing Lagarde

Subinctr | Fe- Complart

| P Thasind
Bz =

@ The tone of Christine’s complaint 2 divect, strong and
faciual = bot not angry:

# wtm’s reply is short and simple; avoiding conflict.

& Motice the first paragraph of Pistra’s reply. After
apologizing he immadiately promses scion.

& Motice how Pietro ends by apalogkeiig agam.

o phrases you need [

s
3

| Customar complains
| ' weriting wath referancs fo
{1 wrRing 1 covnniie kot fhe poor sendce watle
received from
There seems fo bean emor £ mesfake ¢ misraemstanding
There'’s a srous fau'trwith the
| TS has caused Ls consoeraiie moaomsniencs
T has hert oursales-and aue moutaficn
i miade it clear thar

Customer demands action

st fsest thal you give this matter your urgent
attarbon,

FPloass take urgent action o .,

Let ' me remine you that this product is sl imoer
warranty: So the besd sofdeion wolld be (o .

Supplier gives bad naws

' soery e el oo et Unforiunated;
The reason is that .../ This s die fo .

| Supplier apologizes
i'm vy sarry 1o hear that |||
I wenple Bk o ancdogiza for ..
| s wery roncerned 1o feam about

Supplier reassures and promises action
| r'en confident dhat .
ean assume yea et .
Il rmake sove-that ...

Supplier encs
| 3oy again for the inconvenence

| Dince again, please accept my sincans soeokgis for any
I INCBNERENTE a5

| Thank pou very much for beingireg this matter 1o my
| st

= e e

|
|
-



Exercises

48,7 Rewrite the sentences below with the cormect wond

48 EMAILS - CUSTOMER IS5UES

order, beginning & shown,

To07m t tell yousorry thiat | have 1o postpone nast week our
rreeting.
I'm

b e gain, please spolomes for accest my siIncEre any
Inennyermence cavsad
Dirce aggn,

I"m orcdeved o bell oo that the idems G nenw instock you
pleased. W'l your order be shippng today
I'm

| £an doing averthing possible amsum you that we are 1o
resalue this issie as possibie as quickly.
| car

Yo'l e extending our eninesalk that we are plaased 1
Fsar far ancther week,
o'l b

e talked 8o the imohed stafl and M cenfident that our
proceduses sre rebust ant prooarky working
I've fatlboned

W mitarm you thit s ragnet t cannot PImoess pour order
due 0 on e scotet & large cuistanding halance:
W

Thank very mach o ta'my attertion for bringing ths
matter
Thank

48,2 Wirite sentence numbers 110 § from the pravious
exarcise in the boxes below,

g Goodnews ||| ]

ks Bad rias el
¢ Measswrance | || |
i End EER

I

483 Study tha strong complaint below. Try o guess
the single missing word in-each gap. Write your answers
lightly @t the side. Several answers may be-possible.

=] | | Tos | fAodmew -".'lhrm'l e a
7 |1 Sibjecs DE':H] a:m""" ey
Bitsr Wbt AWK S0 =
_Im-lnllrgw'rh' - _ mouramernn S
ru.u:lz o & by, I.'.*n'n e —— AR ri
o Mena pENE {
| chormd you |[ast woerk anout thin and yell |
e that e reclar wook b |
‘_ = willin &8 halrs |
THiS chelag 15 Causiig s oxrigifarabn At [
85 wers mahea lL eaninue our cograiane withaul 115 ;lp.ra
Ttés bes it oo Sl = et aut epulaion |
| rreast ® IFas vaa |;||w| Fe raatlng widf |
1151 |
Il B pbecsving el 2itain Ieter this gliermeen amd | hope hal
hh':l"lﬂ'l yoR ESTE] Wrﬂlﬁl:ﬂ'ﬂ e Tor e |11 Con T feaiee B
redpEnan fesmryou, 11 Ba
! i FEsERE e i
i _ humins=g realnsh i
Yeurt |
|
Glrin Salnis !
-

How fill in the gaps above with the suggested words in
the box belowe
atenhint  asswed  clelveny  foveed
WooneeneneE s ipngdern . ot
mar  @fartoey  chigped . ol

45,4 The reply below has ten extra words, They'ne aeither
grammatically wrong or don't make sense. Cross them

oul

= | Ti.. | [GomSalinas ==
Secal Subjert: A Deloyonm |

Crear Mg Sghinss

I 'wims 1y panCerned fosam: ghout Me- 20 aledefieery al 1he .* |

ot whit yoll crdenad from s, |

Fue Been spokan to U Bi@I 0 ne pecking depanmercand
i lod eonficent fal he goods el nove bas) wees: | can oy
Sshtee il Il Fem i an 1Esos Wb the OgLeEar,

I CORERTT With Mesm persanally and mpkn sure hat hey resake
me e retier joday

(Orca ggam, plesse AcEenl rull My Snosre apooges for arty
IMCorvertiscE anvsar poal.

Bhoud yiu have sy some goesrons. plemss dar! hestiats o
COMIBET M

Yorn ainearssy

Andmew Wiknsgon |

Seepage 151 for same writing tasks,
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Much of the language used for making amangements by
ermai] is similar o that used for making armangements by
telephome in unit 42.

Below = & typical exchange of emails for arranging a
business iip. Only short extracts are shown;

Host makes an invitation
| 1l was 3 greal pragure o mess yau in ., Thi nex limes yo'e

[ ol By . e oprpaibuity 1or wou §0 look amond our now
'Each:r-.l

-

'EI.IEH a:l:upts

Frank yioo fof the Rina insibation 1o visst your company [ te =
very nferasted in seeing your Walony prd sesive e prducion =

ling in aperEton E |

R Iaet 1l e Chiradrem o
|z d-lm;rua:uwmnm’ml' pou

Flesasa i re Woow 1| drmy sl

-
(i QFena vee'd be-veny pleassd . you coukd visil our company.

Host suggests an itinerary

| was ey plonged Ip near et you'l be higre n Gning in

dercinrg. S course wi'd b dislghied i walporrs you on ool

IFioan daye

I've pul iogather a Eavisionsl Ilnn;rqrg, - plimad wne b diieds
biskaw

oy et 1 Egud 7 Plaasa 1ol ma know wihat o Think
Alna, i Huhnnm-wm-rmgu A oGal rluh‘_-lfnt Fou it -intlu #inn

Guest replies

Truarik o ao much fer the omld ibeagi you pud inis plandeg

A itinerrey Tor e, 0 i Trie - s jt one small Shange E |

ket | wadd sapgest
It sl aticnr B thea sl |51 imakes iy oan i aigismania,
| sk hr-.mrrr-.rm-m.rh IJ:IHE-EI-HU!.I[.I.I ir.

Guest contacts a hotel

1| 'memading woir of pmor wabalie. Do poi heds b odm dvaiibie
|| for are person on MR nightol Waonaisay 22 denusny? Flease
|ltﬂl iy ancw thim prico ol ihig; Ingliding braakias)

I'n:I Hu.nihu u:knm-.- | ymr

Guest tells host the details
[ e evaryhing B fraized now

| I'm Travaling on Tighl LHTEE, frem P 100 Guangehou, (s E

' in-at 14 30am 11| be iving 8t Termial 2
' slaying at the Marmion When | get e 19 nesd e bl an
hopr or 50 1o-freshian up; then | can coma airsichl i yoor affceg

.:‘ | asingle / rerury fng (BrEL 3 one way £ ownd g [AmE)
& bocking | ro book 1BrE); 2 reserEanion /o reserve

| k£ep going for thvee blacks, then T left

-

Host confirms wﬂrythinn

e e —
Just g gofirmyonl kit ioueon . @t A rhl.lar'.tll I
wallysg for you &l e arpon, holding.a.5gn with your namea.gn it

Tha ivar will ke you |0 Yoo Sael, and fen oeog you ham |

Snpaitd ot hawe any robiens, iry mabile phone rombe: |

ﬁbphrmsyuuneeﬂlrﬁ‘

Host to guest
Ya'n be very pleased f pou oot weil our cormpany

| M puit hogether 3 prosisonal Ttinesren

A drver vl pick pou wp from J eep pau offal the
rport

Do ol engry whan pou're alannleg fo aehe?

o strapht fo bthe recepiion dosk and ask for me,

Shoild voul have any problams, my moblle phans
AR L

T attaching & map.

Guest 1o host

Thank pou for poar emd mvitahon, Fo' Bevery happy te
yisit it offices.

Fen Fravefing on fght sumber LHF8E, aue-iy &F
11 30am

I need jost hatfan hour at-the hided 1o freshen ug,

Guest to hotel

Vv maitng you off vour website. Do wou bave 4 room
avatiaie for the' miaht of Widnesday 22 dantary? I

i alin ke to know i yow have o swimming pool dod
gyriRasiurm AL B recention 8 cotriEsy Shutia Dol
trany e firpsarr

i meed & wisa of e, [ arekess IR SO0ess S an Wien
in my oo when [aemie

Other vocabulary
| & WiNOow sEaT 4 an SiiE T

[mE]
| Leave the motansay (AmME fregisay) ar et 12,




Exercises

:f.hi Complete sach sentence 1-8 with the best ending
It was & geeat pleasate to . [

W'l be very pleased i, | |

I'd bevery interested . .|

I've pit together . [

A drevar will pick vou .||

& driver will drap pou .|

Gostraight ,, [

- Pl need te freshen un [

0 e T LA e L R

- A PROSIOE TneEry

by- at the hotel first.

. v seEsing your factary,

o rmieet wou oy Germary

¢ ol atthe alrport.

f 1o the reéception deskand ask for me
i upfrom the alrport.

by could visit our company,

49.2 Fill in the gaps with the prepasitions in the box.

® &t ar ar for for fem M
k. n @t en on W ath

1 [was very pleased 19 hear that youowill behers

China January,

2 I'mmailingpou_jor from) your website: Do you
hanve @ roam avallabh one persan on the night of
Weadnesday 22 lnuary?

3 I'm traveling _llight #7888, Frankfurt

Guangihou

4 The flight laaves _11MSam . Toeiday
21 lanuary,

E |t dus al 3.30 on Wednesday 22 January.

& It arrives Terrrenal 2

7 I'm staying the Marrot

2. Aarnier will be wainng e the

airport, holdneg & sgn pour rame on il

49,3 Cross out the one word in each group that s not

correct. Check any unknown words in a dictionary,

1 vioa Caey ger £ oAt f fake | miss [ose f bebookasd on
dacar book resdre 3 Taght,

2 & fight can be cearbiooked [ be delayed | be held up L be
civeried ¢ be bound for sameihere / lesve | depart | iake
it Famve SHand £ be il be haitempty f beon nme £ be
canceled s b e

49 EMAILS — ARRANGING A VISIT

49,4 Marcus is telling a story about his business trip: Fill
in the missing letters.

iﬁ'l'he taxi dever drg. edmeoo. &t the wroRg Seeminal
and it ook m= soeme fime to T This rghs ch - dER

or my aidine. Then | had topay an exc banoage

cha because my slitcase Was 55 heavy Anaay | went
thr passportcontrod-and then waiberd for ages &t seourify
— thene was 3 long oo LAk el While | was waiting
ormy o & tobe caled, | decided th da soimi shopping
Ididn'tnoteathe time go By and | had 1o~ shiah
fight. Diuring the flkght we had s fof of ey bad

furb £E — Whan seet tou id | was shaking ke
aleaf. Ipi_ed upmy baggage end went o thecahr k
outside the tarmenal, On the way 2 the kot we gnt & iy
trathic, and then at the end the drver fned 1o 0 meo

| asked for are t and he wam't very pleasad, | checked
into-tha Botel aad | was Moking forward oane . ni )
but the dico inthe hotel basement made that mpossibie a8

49.% The email balow gives directions. Fill in the gaps
with the words in the box.

blocky  ext  folesy  main ose

i the

Tréeemay  pasi

sgnposent furn dowyl G fe oo oo on
[} 1 -
| ke e | g —— T ——
2 Foliow B mainooag. 2 — arhg -
ity cartin. S iz woad Ji
! atsciul et miss untl wiu comi '

oy lerpe Shatl gos staion an g tighs, Yoo gan')
d
|

o e mm tighl st __ .
I g s anc keeo going simight, Duroffices e n

shpig deatanna thin-moad - aboul
Mhisa: ™ Fo T i rsiim

4 T

sy arive at e gjale, Sssorky

wil give:you & wisilors pase. @ s roncd
PR 5 (e miE recaphion wfere e B a visioe's pakdng (ol
Wren o 0t |0 recEndion: just ase

e — Fiay 1| B aipecting you

B hdvs &y problisTme, glve me & sl
B 7 myxelighone

Loy hwand [ mesivig yau resd wesk
]

See page 151 far some wiriting fasks,

Emaile

n
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50.% Fillin the gaps with verbs from the bax

|a|:|,|:|.|'r.'n.=1rsl ftonfact oo fow'  hesitate knoee  male

[offer  postpote  eming thal | ks wonder  woold |

T Please free 1o —
T I g bave any guestions.

4o wereschegule the mesting for
[ ER T

1 | i you couky give rmo-some
infcar !

4 flean @y further acvice o
assistance, pleasedonT to cantact
me.

I st aquicknoteto YO That 1% 1his

end gl the guarter and the saes figures are due,

G- Lt _ T theres anytheng eke.| can
]| | ] the
opportumity 1o el you sbout an mporan sk chinge
B | waukd yonar Hedp with s
BoPease  that lwill be away Trom e
Office Tor the whioke of naxt was).
0 ime sormy to el you that 1 hawe o, iy
wisE o ki effices nakt wesk,
Cantinue as befome.
AOCEYH acknoeldedioe  sssim ok oieniss it
rance  offer  oesofies  gend . Anhe  Aelcoers

11 Can | call you ina day o ten? | would
2 thie ppertumity o

yor feeds in more detall,

12 Plesse . . topies of the shipping
docurnents ang invoue directly to me

13 Paase o urgent acton 1o
e This matter,

1 TR T = can your swebsite that yol @an
pessoralize d.ei}q and-wall calendars,

15 lean, _ Wou we ar daing everghing we
car,

6 Wedo __quarntity discounts {or rge
orders

17 st that you give this matter your
urgent attention

18 For further information phedse on the
link Eeelow.

19 Please __ reveipt of this order

20 Plemse— ___my sincere spologes for eny
inconvenienos el

503 Write the numbers of sentences 1-10 from exercise

50.1 In the boxes below.

3 Thraephagﬁ-!.l_sed ¥ o information (2 fact crisome
newsl | ] |

b Two phrases vsed as part of @ request: ||

£ Two phrases wsed for mahnuarranmmnm |

d Three final, friendly comments| || |

Mow do the same for sentendes 11-20.

£ O phrase wied in 3 customer's inifal snguin |

i Thres phraiutﬁed . the suppliers regly s this initiad
enquny ||

0 Two nmm used by the cistomear after they have dedded
to buy |

h T'l-’-'ﬂ r:IhFEiEE- Lsed by & fustomer as part of acomplaint

| Two phrm_-s used by 3 supplier 3 part af 3 reply to'a.
complaint] || ]

50.3 Complete this internal email and the reply with the
weords in the box,

affached  atfend  pcolate  coeacorafon . don
Puevil  feniteer ot baek makewusw nota
mTom nerung gl
- T
Seng | Subjert -
W1IEE A QUi ! il ling rmanag s
= I -, you thial e armngamend: T -
i Ciime Mooty aemmna have taw Béen H
iowill ks place on 2 Al
L5 ':IuI:nI: ara'! ik o ool
s ™ 15 pait &f ur ergkEng wal

dirgiprmnnl QrRICrar - s roinkge DEOpe 15
K

| P 1ty W apnmodmass mombere aeag

— e en 1hiE Dyt e 2 ol nesd week
il possits
Therk you for poor @ |
Hlui.al Hefmangs:

it : — : _—
= B = 3
e fubjer | E =

!-'I-gu.El rankefortheinke® 0 0 0 0  teasmine

o e ™ a'lot of work inio Gngarczing

Irés. WES (e i

e it prtt o everyora concamed and -

e that esaryor: krows 250U

Ganveyg —— &l il hene= any i

oo npmnEreT 1 guns tees gl bz il of rilenest in oW
canartraant

Tharbn sgan. oo ¥ m great okl




50.4 Match each formal phrase 1-14 with an informal
phrase a—n,

| I'res writing with regand tooyour last email | |

1 Further 9 our eaflier corwersation, o] |

3wl like 1o apologize far .. |

4 Iwequld b grateful if you could serdme

3 I et Friday comenent lof you® | |

5. Pleass don't eskate tecontact me if |

T Thank you lor the king iwitation, [ |

B was wordeing ifyou oould- T

T Dwiuled be very plebsed to come. |
T3 Twould like 1o remind everpone that .|
11 Dwill contact you again i the near futore. |
[ Ve wish you ewery success im the fuire. | |
13 Pleas find attached . |

14 Dwaauld [ike o thark you wery-much for . §really

Thanks for-asking me

iGood |uck with servthing!

Canwau,,.?

PFlease contact madl if

e yaur last #mail

Pl get ok B e weny s0nn

Sorry abat

Foflowanig up yaur eariier call, .

Lat me know if wou cam rmake it et Friday
Fd love 4o-come;

Thanks again for all your nelp. Much agpecuated
lest a quick note 1o fesmind you that

m 've attached

n Pleawe send me

50.5 Fill in the gaps with words from the box.

s et e o xR g Tt . B W T

doal Al a8t back oy (e far  far Jor
e im. M wm m in O o

on o OwEr R D D vele Wl

1 'm owriting: BT regand 0 b vacancy
refs o THY 249,

&' writioog F1=IF 1S — Jod wacancy
refs o THF 24,

3 CMany thanks il your belp

& Iwouldbegateful sy infonnation you Bave
on this.

5 Have a good lock at the repart and get
rrie i o Penve miy questions:

1]

11

T2

1=

14
TS

30 EMAILS - REVIEN

I're sure that Tgan count oo condindesg

commitment v cfuliingh future manthe,

Weswill contad you again _ the pear, futule

| have. besn lopking your wRbisibe and- am

imErested citletng some oflice supphes,
paricularn, | need paper and cartridges suilaxe

Canon phofotoplers
I'm writing to complaén 1 DOOTSErCE We've
feceved . WUl CETpany,

the meanisme, pease don't heslitale w {onta
e il you Fale @iy guesikn.
Wie aresstill waitlag
parts;
The-gocds must.be dellversd i Busan pon 24
April the laiest
Measa-call me my direct ling, 133 458 7&90,
Good luck ewniything.

defrvery these

506 Complets the sentences by putting a verb in the
box into either the -ing or the -ad form.

0

11
12

13
14

arfech ey

caise  tongermn o fofow fomwan |
Bl g8 fEad o make  reouest sE wunder '

Yau can find ferther defails by _oaing o o
wabsate.

Iwad_ ifoucould helpma?
A I'msendeng you-a copy of our
accounty.

This has us corsiderable

IR WA 10,

— our recent conversation, please find
attachied our order.
We look forward to
with you In the futue:

I it chear when | spoke fo you bt

more busnas

el That we hold you responsdle.

| laak forward 1o frcim o

W recormimend DHL, LIPS Gr FadEx a8
WELIT CRITIEY,

| sy —_tolearn about the lbte

dedrepry of he parts vou ardersd from us;

Thank you for Back o me so guickly
W are interested i _ from Fairfrade
orjanzations sech as yoursalpes.

Fhabe & copy of gur brochure,

Your ermall wis to us

Emals

05
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There are 8 great variety of presentation confexis:

# Campany presentation (history, streciure, main products,
imarkets, plans for the future).

# Product presentation {featurnes and benefits of a new product).

& Intermal prsentation neporting financial or sales fignres.

8 Intemnal presentation analyming a problem and suggesting
54.1|.L1I:|.-|1r|:'¢.

[- ] “I-Elftﬂh-lﬂg Wi hars,

& Any oceasion wheme you speak at length in a meeling on a
prepared bopic.

In addition, fhere are a varicty of presentation styles:

& Formal, structored, rebearsed, (aking questions at the end

& Inforomal; partly improvised, interacting with the audience.

8 Somewhens befween the twor using a basic structure, bat
allowing vocesional opportunities for guestions and inferaction.

Which M}'h& Vogi s dup«:ﬂdr. ot nni}-' or yevar audicnoe and it

s pectationg, bub ake on vou and yoor personality.

Rend the spening toea “welcoming visiters” presentwtion-in the

et col i, {The mialn body and closeof o presentation ane

cvvereel Inuniks 52-53.)

# itiee how the preseries beging by pivirg answer foall the
practical qpaestions thal imgeht be in the awdience’s mincd
e What ks the alm of this lalk? How lorg will it lase? Will
Heere bea broak? YWhoois e person speaking T Wik is that min
in the cormerT)

& The presenter then ghves an owillne ol the stioctune of the
pres=entatiom,

& Finally, befone beglnning: the presenter mskes bt dear whether
andienee members cen dnbermapt with questions, or keep them
until thit e,

The phrases you need 15
Welcome
O et gt started, Good momimg evenyone-aid weliome .
CHfy everphoay soer
Sefare [ baging 'd fke i thark amet for nviting me Hiere ooy,
Gy Eehall of BCC mternatomal N ke fo weltome pou ere o
QL affices,
i good to see 55 mavl eope feve ooy,
'm vy hapny 1o e here
Parsanal Introductions
Lol e stant by Introdicing masell My nanme &
Juist & few words sbodt myself,
Perhas  should jast introduce one or Bl peoile i e oo
Ohjective
The titfe-if my: presentatione i .,
This moming I'm goimg itk abaut
The aim oo this shart [alk & b

B Well, good moming, everyone, On behalf of BCC
International T'd 1ike fo welcome yom here (o our offices.

Can everyore sev at the backT O,

The aim of this short talk s fogive vouan overview
ob our coompany and its products: 11 speak for aboot
thirty minastes, and then w'll fake @ break for coffee and
blscules, Adter thay, at around ten thirty, we'll take you on
i Lo O the fartory:

Before we begin, ust 0 few words about myself, My
name is Anna Edetmann and 1'm in change of public
relations here ot BOC, Py been with' the compamy for
twikve years; and T workod i the sales arga befom:
muoving ot PR,

Ishoukd b introdoce my colleague Mr Andersen
over these in the-comen Mr Andersen is oar plant
mranager and be will be leading the facory four

Py divided this presentation mto four sechons.

First I'd like to shew vou a thaeling of our company
-g0r Yo can see how wi v grown and developed oyer
e wosrs Then U etk o Tiitle about our market and

firw i's changing. Altter that TTl move on m discuss
chstmbzation, and b we focis on miloring oo
Prohacts b our cisbamers” needs,

linally, 1l z.;fl'b:i: wau o little technical background o
hely vou mnderstand the new technology that ol
BeEing on the factory o

I you have any questiors, please feed free o mterrupt.

I Dot bepgin with this first slide, which shows .. 8%

Get attention and Interest

LET e a5k Yo & queshon, (= rhetoncal guestion]

Tikea fook Af 10l piciure Wihal ooes it el pou-about ., *
Samelnaly once sai L (+ quotation)

I pond ke ghat 7 Fesurprising statstic)

Audience benafit

{ hape this presentation wil ansts you 1o .

G the end of my-tall pou Wl

Structurs

N speale For abour Tty runues

e olieadled e talk. dntn fody main el Soctans,
First, |7 [k 1o

Than I faik -2 Ditphe ahee

Afrer that Pl moee an tg

Finsly W .

IF poy hane amy guestions, aisace foeel froe to aharrup?
EWC lers Degin with the e sl £ ollae, waoed g



Exercises

51.1 Cover the page opposite with & piece of paper.
Make phrases from the presentation by mateching an item
from each column.

1 Cnbehall —=—- see at the hace?

¥ Canevermne : nf public relations

3 Justa few "~ pf BCC I'd ke o

4 I'm inchame o sk Yol

5 I'd ke wards ahot el

a 1l alk weith this first slide

TN s an Eianng cwr producis

4 Weltcus an 1o disciss nistomizaton
5 Pl give s aboiit our marcet and how
10 Lotk began 3 littlerechinical backarousnd

51.2 There are many ways to create an impact in the
first fewe minutes of & presantation. Match techniques
1-8 with phrases a-h.

I rheforicsl goestan 5. pemonzl stony
2 thark the organizers | 6 audence henseft
3 surphising stafistic| | T iseofvsusk ]
4 midienca involvement B quotation

8, Take a'lpak st this picture, What.doos if tall you abot
temnage taiksan 7

¢ Eu:lr\:.hu.']':,' it Bnks e dntecnet wll k- tradisional
.:dut"imhq pul poor hands up

£ Waldn't you like 19 double your sles in just tealve
miarths?

d Charles Danwan once swroto, T8 5 not the strangest of
the '.p-ul.ir:'. 1Pl sl but -the'gres miost FESERMEE 1
changje.!

a I'd like & thank g lor all the harml work she has done 1o
mizke thig oot pasible

I 1 wiart 1o share ioimath g Wweth o,

g | hope e pretentahon wall enable you to chocse the medt
cost-pflactae T colutian

h Poes ot al Armancans fay that thay'ro CETTYINTG €0 Mt At

that it's making Maic homs e dnhappy

51 PRESEMTATIONS - OPEMING

51.2 Make presentation phrases by using a verb 1-12

with the words a-l.

1 ba ] S give [ ' siart
2 ‘take g break & Intradice 10tk
3 divde . | Fi = | 11 irank
4 fee 8 speak 12 walcomea
g 3 fews words ahodn myset

b any guestions & 1heann

i WOL BT O

d foraboul-thirty minutes

g forcoffes and Bscuns

f fnamel for mating me B2 today

g fresto nteErup

h hapy 1o be here

rry 18 Into four Dars

onz or two people in the room
k by intioducing mgelt

| you here today

594 Create ditferent ways to open a presentation, using
the verbs in tha boo.

hrimg ol
maks | pdfine R

sl W mwe ook
i heee falk

Good marhing everpone and thanks for corning. Ths moming
1P RN i

1 (18 e} the msue of rise, and what you €an 3o
Lo rrsrmmize il

[N ]

WL an overdiew of the compay' and
- Rige s ul

[T

vau how o sell moe effectively 1o
Yol Exsting custarmear base.
4 about syestment funds Fowy o
Chesase Chem, when 1o buy them and whan tosell tham
- btk 10 Pau On our predress eith the

LI

Milessione gecjael,

& at avariety of green technalogies that
dre heldping to-combat the threst of global warming

il o in o ke backgmound to ouf
mvcivermant in the Braziian market,

8 a leak at bowd wee got sts the proklem

w1 o ocE ageEntt in the UK and how we Gan
et ol o it

2 oo e date on the latest results
Tromm cur consimer suney
1Q soene detalled recommendatioes
Akt how o rearganine the degartment
11 S oir new rrarketing strateoy
|2 with the itemy cutstending from aur

las meetng: funding our REE activities:

51.5 #% ¢ Speaking practice: liston and repeat, Repeat
each phrase you hear and then listen 1o chedk,

Presentations

T



“Thi phirases you need” bekow shows =ome phrases
that can mike your presentation pasier to follow, You
will have to supply the content yourself of coursal

® Signposts: these are phrases thot say whene you're
going in terms of the matn topics of your talk,

® Developa topic these phreses ane mini-signposts
within.a topic. By explicitly saying what vou're
going to talk about next, the audience car follow
enzily,

B Pociis:these phrases ard also mini-signposts.
You're saying fo the sudienee ‘please pay extra
attenbon for tha mexi fEw mominis

® Question-answer: asking a question and then
answerng it voursels is & stardand jochnique in P
public speaking, The question creates interest in SR Han an ki

tl'lr..m'm:tl of the listeners, the answer provides the A S G
satistaction of clesure,

b ..o, let's miov on b the nest point, which s wind T
technology. The matkel for wine ferbines® i shifting from onshone:
to utishare. T might be usehul b give a little backgrounil here. As
rou can see on this newd slide, ehsone wind frms have several
drawbacks: fiest you need a reliably windy location, secored the.
farmes can cause visual poellution, sod thind there ene some serivus
1.'|.'|.,1}L1:|:1:|'.|.'r|.|5 ;.rnurJnnl..

What are these enginecring questions? Basically thier are bwo
imsues. Firstly, the stability of the siructure o yau mitke it Bigger, and
secondly the prableny of having the blades always facing the wind,

So the trend s towands affshone wind farmes, anid there ane some
engineering challenges herv. Have a look at this slide - it shows the
design for an affshore rbise that siks on the surdace of the sea

! . What is the meason for (his?
® Refer to viswals: be careful not o rely o much on The =i Ceand
e shicles as they can send people into a trance of .
E . tﬁhq:lntﬂr ditferent dl;:;u;n.
bomecom, Direct attenthon back to voursell often. PR on e
® Ask for contributions: slop at several points it hl hcreiaa
during the main preseniation to take questions it v i
ereatis nterest and makes the presentation mon EI { ‘snd &)
interactive : 2 o ko
. s lemgth. A the vein pasecs
Read the presentation extract in the nest column, over thuse they act like aisfoils™ and this gesecates Gl arsd turns the
wehilgh shows some of these tochnigues and phrases shructure as o whole:

incoaext The content in this case iy technieal

Dol Hke 315 stness thal this deslisnn i nal yet in commecial
- ibdiut wind energy techinplogy.

production, beuta prototype iscumently being ested off the copst of

& Looking justat the st hall of this erack, notice Seotland.
hoay thee presinter gusdes Hae sudience: signpoating O, Are there any-questions so far? Does anyome have any
the sy bopic, stating that some background is catmenis? 2%

corning nest, divecting sthention o slide) asing o
iflestio (0 crenhe mberes, Escusing.on two Issus
All of this makes the presontation casber o follow.

"‘ irlnd !urh.n:" ball stmiciioe il paris tlhat an hamed by the wisd, wsed for
making eheclrsty
% marioill comrred part on s sircealls g B elps 0B s inthe

The phrases you need U5
Signposis Focus Refer to visuals
DR, Let's meid o fo ., o o Pascale | To pur i sl . As you car s2e o0 i mexd Sioe,
arteyian 40 ¥ take a fonkat, 5o fov me, dhe main Gsue es i, gl e o Fuhligdin hvve Bhings an B
This l=ads me fa my felt point, wiiich { thnk Hvare are tvee guestidrn fo tabite ¢ chart ¥ clagvan |,

5
Farker| mentioned .,
Il 55y mone st the later 0 W come
hack 1o this i & mibment,
Just o oiress Tor & fament |
Develop a topic
| it might be wealul fo.ghve & fittle
backgrond hene,
Let’s exzming s o mare oetal
Let me axpian with-a covcrete
(=X plal i
| Il ooy g oV s i

fiocs -0,
{ oy e 1o strems femphagine Wit

Question-answer

VWhat ir the reazon fov this? The reason
- e

How much i this going i code® Wal
the fgures shose

So what can e o abaut il this? i
el you Wepenio,

Yehat v intsvashing an M shded
ol Wk oy alrawy ol atieniion o

Ask for contributions i

Are theve any questions s fav?

Doss apyone have any comments?

How olaes His refale fo pour awn
BETACLNaT COnTeRET



Exercises

52.1 Cover the opposite page with a piece of paper.
Maow try to remember the words below. Some letters
have bean given,

1 This| & ME o my next poimt, swihich s
Earhiar | men mad
'l c b to this pairt in 3 moment
Jus b 55 [= sidetrack} for a - moment.
letsemaming the | m ga. |
Let me expliin with-a con t= 21 3
I think thene are thmee guestion: o f fi

W CE e un B L opa

I rculel like te st i= emphasize) that
Yol © 4 on thes mest slde,
10 I'd $ke fo high L tvon thirigs o this char,
1w | Intehesting in this stde s

12 Howdoss this i (8 o vour care partoufareont 19

5i.3 Complete the presentation extract with the werds
in the box. It ks on alternative version of the presentation
oppasite.

ar s podt | emphasiea . have d ook highighd ban Bumas
| PISOOOn My onT W aiice pon-rEn seae ow

b6 o, lers! = ot this e
slide, Ib shows the desagn for en’ alfshicns tirbine that sits on
the wirlface of the se4

i'd llog to” — am. {his deagram
Firstly, 3 the w-shaped
atructum with-"sails' mouiisd along b lengif. Seconly,

a tha whple structime can
lurn an it base, powered by the scion of the wind on the
Smls. Thi s howsreleciricty 5 generaled

] — o this s that the design
15 & by Fmprovernont on eadier verskeos — ItS mone effsient in
tenrns ol evergy producton, and 5 alva mone stable with i
tald base,

By the way, | must just ® {hunt

this design is not in comprercial productian

DF; ane there amy quesstions - 7
Ha? Then ® e M i the next shge,

wihieh o graph showing the pidecied demand for ofishore
windl epergy gyverthe next twenty vears B8

52 PRESENTATIONS - MAIN BODY

The extract you st Doked al shows: seveal pointg aboun

refirrineg o visuais:

® The epedker introduces ihe Side claany. A long peuss at
the end of e ek paragraph would begood —giving the
gudience g ohanas o sty e slide sdenth

® The-speskar dses gy’ @nd Sacondly o IS pomta
Again, pauses-aler each sepamie pord wowd aSow the
Selangre Lime oabaort the infopsian

& The speaker manes g passonal comment, This creses
merasl @nd B one wWey 10 #eid s danger af jusl
reading the tel on e slide,

® Tha-spagkar glves 8 chanog for guestions aboot this
slida

323 FRead aloud these Two versions of the same
sentence. In the second, put a strong pause where
you see the /7 symbal and a strong emphasis on the
underlined syllables,

Version A The mankel for wing turbines s shiftisg faom
anshore o alfshare

Version B The mace! for wind tlrbines & shifing i fram
pnshore i 1o affshoe

Can you hear a difference? Tha secord verson has more darity
Aricl minde Empac

Mark with a /¥ symbol thritg places in this sentence

where you can pause for clarity.

1 A5 the wind passes over these-they act [ike airfolls and the
gensrates (F.and turns the structure a5 2 whale

Underline two syllables in this sentence that you can

emphasize 1o create impact

£ 15 more-efficent i terme ol Energy. produchon, and s alss
more stable with its sofd base,

52.8 o now ke te diteuse " The words below can all
replace ‘discuss”. Fill in the missing vowsals.

T ma _m1 6 _xpl n
<tk ch e

3 d | 8 consodi
d tm oy moAt At 9 m it n
o - B R - f£8 .0

52.5 ¥8 7 Spesking practice: listen and repeat. Repeat
each phrase you hear and then listen to chack.

Frosgntatbonse

e



1n

The following sequence provides a-guide for how toend a

presentation effectively,

1 “Gigniil the end: this means using a sigopegt’ phrase to tell
fhe atidience axplicitly ot vou'ne going o finish_ (See
oriit- 52 for the - meaning of Signpast phrass”.)

£ Summarize; summarize the main pointe; and add a fow
nbsdrvations or detafls for intenst Terhaps bave bullst
perings cmoa final slide, and then E|'|.rt' i le}r commont
abait swhal meally teattes: for rach one (3 “kehome
miessage’l,

3 Comclude: yon zan eonchide with a feiendby commenit.

i Fimea ] slicde fweilth & Rirong Imape or messaee|, |:|:."

e tioming the bemeftlEvoar-talk has givon the audionoe,
ar by looking forwand te the fobere - with o call to action
oran inspiraticonal mesdage Finally) & strong "Thank vou
all fror comimg ! will hopefully produce some applayss!

4 Invibe questions: "Bayou v aty questions™ ie eually
Fima,

5 Daal with questions: thibasie ramge of techniques ane
| Responad posltively, then anssaor,

2 Clarlty £ Ask e repeb tion
3 Rechivect Io the queskisner,
4 Redirect |0 the aroup,

3 [elay an answer,

& Confrsl The fiming.

Read the presentation extract in fhe nest oolum, which

shiows some of these technigues and phrases i contead. 1t b=

the clesing part of a “wolcoming visitorn' preseniation

The phrases you need [

Slgnal the end
Right; that brings me nearly lo the end of vy gresentaion;

Summarize

ST Ta Sumrmanze the mam ponis 303

L4, to suramianize, we lookad 3t fodr main paints; | began by
faffirier peaw a fiftleshowt . Then | falieed abowr . Afisr
thal | sepliined hone. Fimsly !

Conclude

I e to feash by sawmg .

Sy o coviciusin, o e that this Rk Nas given pou .

Mo e Pave To e dskmg a8l of pow e Four job =
i

Thark pow al for coming, { hops s been wsedl,

(4 Right, that brings me to the end of my presentation,

Jut b summarize the miain points again: [ began by
bedliing you & Tittle about the [istory of our company,
and you saw ourr gros th from a small fmily fimm to the
Interrational opemtion that we are bdoy,

Then [ talked about cur market, and ww new
technologies are cpening up exciting possibilitles for the
luftire,

Adter that 1 explained how customibzition 1sat the heart
of o business model — our cienes all get tailormydi

-selutions based on their individual needs.

Finally T gave you some information’ about our
mansacturing process, and you saw how wie achlene our
exceptivnal levels of guality and performance.

O, 1'd 15ke tor finish by saving that it's a great pleasune
forr s bo peloome you here wday, and T hops that you
enjuy the fectory dour which we've plarmes] for vou Well

“abart ot bour affera srt break for nefreshiments.
Thank you dll for coming. fappiruse)

Fye got same bandoots here = 1 pass them round,
They: shane all the slides | used in my galk and my contact
iietails i &t the back

Bl s bave any quidck cpuestions befone we brenk?
Y, the genitheman ot the back with the nad tie, 9%

# Crmpare the opening in unit 51 with the diosing extrd o
thi same presentation above: The presenter bodd the audience
what she was going bo say at the opening, and now hese it
th close she epeats the main poeinls again, This reinforess
the ke ideas and makes then easier fo remember,

Practical matters
{'ve got sume Handows here,
HErss my ermail i case you want o ger m rouch,

Imvite questrons

Lo pou have sy Bieslions? Yes the gentleman / lady over
Ehare with the red e the black jfacker.

Mo [ o hive oy giiastions 1 oo iy Badt-#o ansier
Fhigs,

Dieal with guestions

Mmars & veul ood pont. £ ofad pad s5ked me fhat,

SOy, can pou expdti that sgan?

3o, IF { ungdgrstand oy cosrectly you e asking ..

Thai's an infefacting question, Ahat’s pour own oo

a3 arjpans e axpenencad the same thing!

I'Thirk That's Dirside- e seope of 5 prasentation, bt om
FrEpny 10 EsTwss I iR o afmenaEnos:

CHC, Tk There s Tirme. oy ane last guestion, |



Exercises

53,7 Completes this extract from the close of &
presentation with the words in the box. It i an Internal
presentation sbout departmental reorganization,

penarated 3 fof of dscission”  aive the flsor

fopk at-some oplions | reay beforeed ol fob i fo consider
fhar Sovers eeendtung  phede 5 The dpiier fe

the mast siens - some diffiot decaons | would kesatio

&& Right, i think * _ ihavwetn
oy, Biefore | fmish Pl just briedly sumimarize the kigy poinis, and
then swe can ty fo come 1o a decsion el Toous on

1

50, right at the beginning | ssid shat the aim of my
RUESEMtAtion was ta
resrganizing our sakes and martsun; operatinns. Ao |
explained the reasons why,

We explnred thres alteimetives. Frstly, we kooked at keeping
Bath a sales department and a marketing depanment In every
country as o, but redudng sl budgets and Iooking for cost
savings wherever posslbles Spending on advertising wil be

cut back considerably, atvd when people lave the company
they WAl ot autgratically be repliced, We can expect that
everyones wiorkkad will ivcraase

Sagandly, *___ break Lp the
naticnal marketng feams, '.-hlle keeping the sales teams. Al
miafketing campaigns would be run céntrally from head office,
lﬂﬂwrll; pista skefeton staff in other countries; Thes cotion
e | sense that many of
e l&el 1'% tem drastic, rluwe'-'er rt's T|'IE' optian that offers the

fipw

greatest codl svings, and wa il

1o consider if,

The final cpticn i the pesabsiyy-of merging sales and
marketing inte one laroe department In every market This
=t — gredler cozcinabion, L
cost savings, but also 4 loss of focus. | woukd like td hear mone
discussien about whather fhis option is viable

5o, In eonclesion, now s the fime to take

i __=_ = — ., I'rmaskng all

I:ll }'-EII.I bix l2ave deparlrremal Evalties i one side -
e e the future survval and

prﬂfltal:ﬂllly' of the company ag & whole

Thark yau all dar yoor attEntan. Mes I8

i “toeycu for yodet

questiors and comments, B8

53 PRESENTATIONS - CLOSING AND QUESTIONS

53.2 Study the phrases for dealing with questions
belew. Try to guess the single missing word in each gap.
Write youir answers lightly at the side. Several enswers
may be podsible.
I Thatsavengood
(Think of something FI'FE' esidag :'h'a'r.'a.rr H

2 Sprmy, can you thit again?
3 Hianyonsele ____ {He same thing?
A O | think thers's tima . _ onehast
gquestion,
5 Thats an interesting questan. Whats vour em
L '
* B Sarry, | dedn’t that

{Think of something else bestes undestand)
7 |'thank Bats outside {he al this
presentaton, ot I'm hapay o dsouss it with yau

- O yau asked mig that
9 | promsed to finish timer, and | see
that i's nearly ten o'clock.
10 You Irave though goite & ot abaot
s, What conclision: hawe-yau . oy
11 Cauld you e a little mone 7

12 Anyane like fo an that ?

13 | don't hava that mfcemation o

Can | get = to you? s that all right?
14 5o il | undersiand yau L you'm
wiking

Mowy fill in the gaps above with the suggested words in
the box below.

afterwerds Dok cElh ol pomwnent
covrectiy expeneTed - mplan  for gied e
Aoimior oot sooan e

MU N

53.3 Match phrases 1-14 from the previous exercise to
the techniques below.

3 Respand positively [ ]|

Clarify / Ask for repetition [ | 111 1]

Redirect 1o the questioner| ||

d ‘Redirect 1o the growp |

=

|

o

Dslay sy anmewer ||
Coemrol the fiming | |1

534 ¥ 5 Speaking practice: listen and repeat. Repeat
aach phrase you hear gnd then fisten to chedk.

Fresantations
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The language of trends {5 {mpaortant not just jor presentations, but also for business reports: You may
want to describe moventents in Bnancial indieators (g profits, costs), sales and marketing indicators

12

i sles, minrket share), or econeme indicators (eg interest pates, unemplovmendty, Often this languags

will be used to explain a graph or chart.
Manyverbs describe the dinection: of movemeni

Mavement up and down |

an g incressa  nEe
g ok o e fall

Sraller movemernt

Stability v imtabality
ety (e 5Ame L De fat
Fac tue | véry |

Il catir arange

—_— TNy

Lamger mowement g and

ugt and down dawn
Buige L deabe 1 take off £ from /
ECEEDIIJ“”.IIHI'.U '——l" _‘ s fups ek

Ak £ plare ¢ trasfy

Altermatively, you may want to refer 1w tuming points or individunl points

Hegh meeints and ks

Individual points onoa

polnts graph
prak | et a meak shand a7
At be abave £ be belaw

Somie verbe describe a change [n size, and others sav whethies things are good or bad:

Change in size Good /! bad Sales
Qo e irarove | et better ¢ recevpy | IMProved
shrink f-oondract ﬂ — — ﬂ rlaterirale | aaf v iflathan

To make your deseriptbon mone securale youcan ten tolk absoul e speed and amoust of change:

! Spaed Amount
| ekl | raprctiy i ronsoarably | sigrilicantly. _/—
| g £ Sy mocerasly ¢ fo some snten|
atowdy E stugfstiy f marginatly e e o
Try alsnta gat the preposition dehk
Sirles afond @t £ 2m Sales focrewdced Ing 60 20 £ 15%
Snles rose feom €10 ta @dm  Then was an incrivise i sales of €02

Andl finally think about the vech form

| Time period eomplete [past simplel
| Sniez rerse bip 2% st goareter,

| Time périod not complete (present pecfect)
{ Profits faepe mser-sipnficantly this year,

{ Presvinl resalt of 8 past actlon (present perfecty
| Prices huroe risen because of higher materinls cesrs
Action ! siluation in progress mow [present
contirmrs)
{niflation §s rising ot the manent.

prediction

Actinn | situatinn in progress by the past (past continuoms)
Thdrys were weser fr B corger) @ T pears dan, e profils were mlsing

Showing that one past event happened before another (past perfect)
Hefarr the CED restered profits foad m resdy fallen by 205 o wear

Wil futuwie for generdl beliefs, predictions-and faces
Chir comprinions aedll fce e s bl o5 us

‘going ' foture when there Is strong preseni evidesce for a

Everybhody lees onr men produet Jone— i sire (83 gocng te be a gisoess.

All the languapge above reters: o dessribing trends. Inunit 535 vou'll see some Bnguage for amalyzimg trends.




Exercises

54.7 Match a verb on the left with a verb on the right
50 that they have the same meaning, Mot all the words
appear opposite.

| qrowe. TBCOVET
£ fall " 115E

3 i covract
g stay 1he serme drop

5 mave higher % be stabie
6 level off e awpard
T shrink dip

B edae dewn stahilize

H ihigte are ary verbs atiove or opposta that you aren't sure
|at||:|ut. check-ther meaaning canafully in a detsnary, For mxample,
1 word "decling’ = not rrentioned in this. unit = means both
[ *decreene’ anG get worse! Al ohedk 1o see 1 the i can b
| Lsed wath an obded] = Tar exampie yml @nnos =3y e e
| prafits i35 pear,

50.2 Match a verl on the eft with a verb on the rlght so
that they have the opposite meaning.

1 boor——— shrink

# doubile Te—iash

3 BOGE LR vary

4 grow ti

5 g drtenarato
B peak bl

T stay this saime fall

A riwn it & e

50.3 Complete the table with the corect form of the
words. You may need o use 3 dictionary.

Verh
o up
iy =

g — o . S
Fall

erk
EIrEivy E (52
expand

contract

liErge ]

8 recover

10 wany

11 hawe

12 deteriorais

Past simple Past participle

WRNIF 4 T

- FTIL W

oo =) O Lm

54 PRESENTATIONS - TRENDS |

54,4 Write the ad|ectives in the box in the correct space
below. Not all the words appear apposite. Chack any
unknown wards in & dictionary,

E[ls-lprTﬂfM'Jn ontcurEging  engmous exrellant .

qradial  moderste  mApd  afgnd . ShaooEh
FAST 8iG GO0 KEWS
1 —, o '] =
F SN B -
3 =y e e —
SO ShiaLL BAL NEWS

L ¥ =

54.5 Rewrite the verb + adver sentencas as noun +
ad|ective sentences.
1 Sades grevw STy,

Therewas JlEon gt i sEBs;
& Conls s significanthy

Therewasa ST
3 Prohts deterarazed apidi

Wesinw b = i prcihs;
& Market share improved sightly

W hid @ = i market share
5 Our sales forecasts varied consciarably,

Thereivas a - aur sales

forecasts

546 Fill in the missing prepositions in the presentation
extract balow.

BB After the marketing campaign at the stant of March

sales nose! an initia figure * 4. 5m

- €52 by lune: That mears they went up

Y 15%, the higgestincrease’ sles of amy
recent campaign, They currarithy stand " €4 9m. W

Westn!' tha. prepagition i B4 s offers missed our 0 speach

54.7 Underline the correct forms in italics. Each verb
form is used once.

B 5o farths year we "saw/ have seen o ot of wolanlly

ir the financial markets, The curént situation (n the world
ecancy is cawsing / had caused a great deal of uncertainty
in the'minds of Investors. Mo-one knaws what ihe futume

Yewill bring  is Aringing. Last vear things were very dffersnr;
everyonethas been / was optimistic and the markets Ywers
nsng { heve nsan, Of course we know now that our curment
probierms ®have afaady begun ! had already begun wel befom
last year. aa

S5 page 131 for some writing taska.

Prevartot|ocns
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Uit 54 gave some language tor describing trends, But in a # Senienoe T uses Mororer to glve additional iformation
presentation of repart vou will probably alse have o give that supports the previcus sentence, The woreds Movoacer,
somi analysis. You may warnt bo give masons for the trends, Furfleprmory end D addition can all be used in-a similar
toshanw their resales, or to give additionial informakbin. way. Thiy'ne all followed by a comma.
Read this extract from an internal prosentation, amalyzing ® Sentemir § uses Asw rosulf to give the result of the
recent sales figures, previots sembenoe. The words As o rgsell, Beoaivse o Hhis
and Therefrr can all be used ina similar way: They're all
2 5 "Sales for thie first half of the vear wie dissppointing. Folliwed by a comma
mainly hecause of the lack of new product lnes. & Sentence § has ool in the middle of the sentence. This
‘Huwever, we Launched two new Ines in lune and makes a simple comtrast between two facts: (Compare
promuted them with a strang marketing eampaign over with although where there isa sense of surprise.) The
the strrmimer *As a result of this campaign, sales began to words minile and pierees can be used in o skmilar way:
e, dﬁ}" the end of Adgust they were 10% highes an The table belave prosemis abl this Tangoape oasther. Mote
A year-mear basis, allhough theey Fell back agadn oces it some wirds like Beonee of and soite of aro followesd
September and October, 59 immadiately by a noyn phirase, while other words Tike
Eeraisi arg I spibe of S fict that-ame followed by, a:subjiset +
» Sentunce | has the structiine “result’ (dissppenting sales) verh:
&= "peapon” [Hick of pew product lines ) Sentence 3 has the Begmise of Hhie wearketing cannpaign in Jude; sales iocromsod,
etruciune renson’ (this cmpaizn) ~# “result’ (sales began Beowpind e bavd o irkefebing avrpaten i fuoe, soles fiereaned
b improve) The wiords becmase o o o sanll of onid e fo P apite of the poor weatine in fuly,-Sales
camyall e used in sentbence 1 wmd sentence 3in 4 similar Inapihe of e et Miaf theere toaa poor eeeethier in Jiely, sales ..
way
® Sentence 2 begind with havervr, and this word adds an The phrases need
idea that s 1=I.:|1'F|I'I|.I'l'hﬁ of uhespeched afterthe previous m ! - feigad )

senbened, Thie words witpeesr, sierilelss and sevie 50 can
all bo uped in asbmilar way, They'reall followed by a
CENITTITLE,

Sertence 4 has although in the middie of the sentence. This
word inbroduces an e thal bs siirprising after o previous

RAeason -+ result (ie cause -+ consequence)
Because aH Due fo/ As a resilt of = noun phrase o
Berause (D o bhe fact that = subject + werb, |
relerning to the previous samience:

Becavme of the | As & et o Theefore,

ichea in tho same spnlisnce, Compars with Howerer which waing a verh:

fefers back in a diffurnl sentenes, | A tof resut o, I
¥ Aithangh can also ba wsed ok the beginning of a semtence, * .

but the bwo contrasting idis ane still In the sume sentenee: | HE;:_“ - D:?:::Tﬁﬁf; e rlHEI‘I:E ¢ "

Altharigh sales ey Tighar a2 Hhe eond of Avgaist, Hhog Sl hack “;m WORS :

gttt ird. Sepdomie The words althopsel snd e Treugh can | i ﬁ P

b e in n slmilar way S
Mow mead this next extract from the same presentation, R T

wiiie / whergas .

&6 "This drop in sales ever Seprember and October led
tr i serkes of meetings where we examined ourwhole
sttategy imdepth. *Chnstmas wasappoaching, and the ir gnite of £ Dasndte « fun phrase, ...

Chiistmas season produces a lange part of our annual in soite of the fact that / Despite the fact that + subject
siles "'himm-.-u- wie wene losing market share to our main + ek,

mmputlh{ur. T | tesily, e mereased mu-nduuﬁsiq , aithaooh / even mm.lg'h

budget for Nuvernber and December, and changed our Although | Even tholgh .. | |
use of differime media, “Outdoor advertising on billbaarnds, P : '
bisses and bes stops increased, while our advertising in Giving additional infermation

magazines and siwspapers decrepsod. b b Morsoyer, | Furthermarns, [ in addition, ..

Adding a surprising or unexpected idea |
Haser ¢ Meverthalen, | s 5o,

# Senbence 5 has the strochere ‘reason’ {drop i sales)
‘result’ {serfes of meeting=). The sentence uses the verb
Tead t0' 40 enpress this. The siérbs load i and resalé dn can
be used in o simiilar way

Seq unit g8 foe other words ke As o nesull, Hovser and
Mariorer that bejrin a senfience by making ' link 1o the
PrEViOLS S2nEeme,

14



Exercises

53.1 FAnd and cormect the gne mistake in each sentence
below. It could be a missing word, an extra word, ar a
wirong ward.
| Bechuie our consdersbie cost-cutting meas.mes last
fuartes profits rose shghtly
¢ Bacaue of we cut costs ocorsiderably st auarter, profis
rexe Slighthy,
3 Earnings fell by 8% last year dueaur incressed maternials
LT85
4 Eqrnings fell by 8% last year as-3 result from cur Increased
Iraterias ooty
3 Diffiesds market canditing rReuted a sonificant gecline in
market share
& The slgnifecant decline in markst share fesufted of dificul
mackel conditicns:
7. Thig chart shosas that brand awaremess incraased | South-
Efst Asta, whare i1 fedl in Latin Amernica.
& Qur competion arg gainng markst thare. More, they have
awhak now prodisct line coming cut next month.
9 Iny sptte the fact that we delaied the Bunch of our few
progduct range; we stil had ieasanable results &t year.
10 Desplte we delayng the Surch of our new product rEnge,
wi SHI el reasanabde resuls last vear

55.1 Complete the presontation extract with these
words: as a result, due fo, even though, however, in spite
of and moreover. Use & capital latter where necessary.

B carefull Read the whole text before you begin, and
wirite your answers lightly at the side untll you're sure.

iy We am operating in o very difficult busnes emiranment,
and thicis largely ! . the high price of

il Enargy oosts ave ong of the ageat cotts in our bidiness

! . wi'ui introduced & led of afieiye.
wlficient machines in our factoees vt recert yoars

. _ this Investrmant in tischnalony,

erwrgy, sl accounts for 389 of our dirser costs - ang

. : itk vary diffsbult b inerese grofit
marging 5 S et sl Bad v Blacked
hine 5 gnouwing shoaly and wea'd daned Sams Fnportant new
aontaces: — | Eur it acglituan af o
campany in Brazil gives us access 10 the Litln Amistdcarn
rmarkat ior the first Hme a8

| Motite hows a phrase |ike 55 8 el dees nat slways o 10
| cme &l e begkning ot 3 sertance fnlowed bir s cosmra. 15 S
lr-:-.‘.rlwu in the midde. after and’. Making a rew senfence n #4

wnl.ll:l mean 1 e presentation does not fioe- s well

55 PRESENTATIONS - TRENDS I

55.3 In unit 54 you saw two simple forms for the future:
witl and going fo, However the firture is not certain, and
to make forecasts for trends you need other language
that shows different degrees of probability,

Match a sentence 1=5 with a santence a—e with a similar
meaning.

I highly likaly that wa'l meet our targets [

Wihne Tkely to meet aur fangaty |

I rignt bethat wa meet our target. | |

Wie're uriikely 10 meet our tamets ||

It highly unfikedy that we'll maet oul targets |

node kb Pl =

Theres g Qo0 Chiame v’ | mest our targets,
Theres almosi mo way wie'll-meet our targets:
Fheres nat much chsnel wa'll maet s fanets,
Wva're almost certain o meel our fargets

Ireres & S0YS0 charnioe wir'll mest our targets

554 Complete the procentation extract with the words
in the bax. This exercice indudes some new languags as
well a5 languags from units 54 and 55,

M e oW

hiwe I‘:'E-rll..';h?

aws  a it nceam althoogh
Faghieht  highdy Bkgly  Cimnleations. o newith tead i |
nance Mo felly  Eached apst o owghl wdne

B0 Ok, have 2 look at this next graph. There aie
*1.-.-: limes. The green ing, with valies on the left verical

, Ehisiees sakas. The rad Ime,
wﬂh yalues on the right vertical acs, shows profits

I'd like g fwo
things here. Tha first |5 the sales graph, AL oy can
H:r.‘, sales rosn steadily far marmy years, but ey

- aEand Bao years afjio,
Gircn: thien, safes 5
uisl g

— wi
i Shis as) ouarlest

Mow lool at profis. © =
bow profits increpsed 7
sales for peveral yeare I;Ju'l Hen mey staned o detororate,
slowady at first and thar m
WI'I thetast iear this drop in Ilrl:-fIE has I:IEEF significant -
! 5%,

So, profits g down saies o flat

The ' = of this are
gear: we are not domg enolgh torcontrl-costs,

iz the sales figunes taken
alone don'l look 160-bad, profis tell the 1esl siory

itisa diffiewlt market ervirgnment and we must ST Phan,

orits =  Ahatwes wall
igse il “Cosv petithefass. o the kgt this il
e " a=tugton whare the

futdre-of the corsaary, otd oor jobs, are at risk. 99

See page 152 for some writing tasks.

Pracentationa
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56,1 Match the bealnning of each | 56.2 Complete the dlagram below so that it indudes al| the twenty phrases
phrase 1-10 with ity correct ending &-f. | from 56,1, You will see that eight phrases have already been used. Find and
Vo e T | write the other twelve phrases by matching them with a picture clue.
2 W you hive any questione. |, | '
3 Vlhoomeback | Dpening e
4 1z divided my talk .~ G tet’s get starten, Can-everybod) see? 2 wnsooe
5 Just to digress for | 1 E Jo
6 Let's edaming his., 7 - e
7 etsmove | ] I
B My oemyview |
& Ok, thats all | want
18 Right; let's begin
a0 mement First polnt
I petstartéd. Can esarybooy seet Rignr, fet's Begi with the first shide.
& In mre detal, 3
& it thiee imain pars: ——
¢ wnihss +d
I o e seconed point. e ——
i phese fedl free o nterrupt,
b o ths in 8 moment
with {he Frstalide
o say eboul the it point.
Continue as before.
11 s oo can <ma
14 | began -ty fellng you Second point
13 o W s 14
4 Jugt teesummanie | s —
15 Lot min encpilalnn '.'? s e
16 News, o o baye t {l corme back fo this in & momeant
1%, Right, that bk fele | 4
18 Thank woaall | I e T forue ey affendion aon
19 The Isads me- [ | faw Bhinge o dhi chr
200 What s the reagan
K it akeaii1 . Then | explamed how i :
attel that | talked about Thing posnt el =i €Y
| iy questions? Thus Jeqds e “to fryt Third point, Wfoen
m facus out attention an - twe things on ey =
this chart | | ey

n 1o camsfity and | hope it besn useful, |
e this® The rezsan &
Boar dhis st alide,

L=

Closing

q thesnd of my presentaton. ' Just ta summarize the main points
[ THe rrieses poims agalrF_ hE!DJ'E i Tini=h. et bedace | finisk pT—
£ 1y third pedinn, which & | 0" + 2 anskman
LN B concree axample | Right, that bri It e A E RRTITTRIT
af my preson tation
1 1z

Mo ol e Frewd any queshions?

Whan you finish, look back at the whaole sequence and read the phrases
aloud, Can you sae how these “signpost phrases’ help the audience to
fallow the presentation?
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56.3 Fill in the gaps with the words in the box.

abouf -at bk in i n @Ro  for
-’.II'Lu':Lrl-:lanu:-:--'nmu'

1 Take a look this picitire: What does it tell you
S — 1 e 1o Ly

2 I'ye duided my 1alk fowr i parts

3 Bight, let%s begn {he st shicde.

4 Lats move the seoond point

5 This leacs me rriy thire - main paint

& Pl came this in @ mernerst,

e posshie i NG St nen't theanswer bere |
T My own viea thes b =mpke
af i passtile e B Sl et thie e freve)
i think thare s three guestions o fotus
A% WOU Can SeE fhiin et alice,
£ s passinie i B9, Gl 't e animaer heve )
0. B —oancluian, | hope Shat my talk s given
YOIl & g (ot iy QLiE COTiprTy
11 Thank you all Lo,
52 Hare's ry @mail address
topch,

L R

cie o wikt to ged

56.4 Complete the sentences with the pairs of words in
the box.

SNpoNe | Canmments ol fand  dires ¥ o)

evaming [ geh!  explain /apain . explain J concrete
| hghight f disgram  question {apison scope £ aftersards
| thme fqueshion . wsefal Fbadkgreend  start J introdkcing
1 L e EEE———————
iyl
d lusita _fdra
31 rright b  invgivea it
R
4 Lers _ this in mone
5 Latme _ witha = __—
EEAmpe
B 'dikete__ twothings.onths
! Does = have any
A Right, that — mie-nearly to-the
__ oY my presentaticn,
O Sarky, Can yad =
.|
10 Thats an interesting . \Whats youl
0Tl 7
11 LRIk dhats cutside thie at thii

presentation, but I'm happy 1o discuss ftwath you

12 0K, I think themsy

har one st

56 PRESENTATIONS - REVIEW

56.5 Underline the correct words in italics in this extract
from an intemal presentation,

@% This next chart shows sales for our wo main product
lirwess; e Micro range and the Neka range “Murk  Notice
thes seale on the vertical Srms £ arle = it shows the number
of Tumdty | snities sold in thowsands per menth,

I'ch Hice ko vt smrke your attenfion Frstly to the Black
livsg, whach shows sales of the Micre range. You can see.
hew last year sales "rose / g risen steatyy o shealily all
through the year, Since the beginning of this vear they
“einitrmed f birve condrmned to rise, Yaltfough v spile of at o
abirwer pace

O balance, these results ane gmod = *Staody atvadily
Worone / gronvth is what we like to see. This gonemally
p-l‘r'.‘nlzn'-e' Tﬁn._-lun:' i ”.'.I'u.r 1] ,-"r.lm'_l"nlrr.l thee pqrfmm1ml
and relinbilify of the Micro rapge, and ‘the fact that our
-tl.'H'I'lF\cHI:-:'u'ﬁ Faesr baesert slomv Bo :I":E‘H"Il,'ll'll:l. I1?-"_.:!\.|'|-:| it Bt
Haegh, we cannet be complacent. We have fo build on
this sncdess El.'liﬂ.!-; torwnrd, ied [ weant oor sobes toams o
tenlly focus “about /oo the Micro range Mo/ from the
next Few rmonths

Fm gang to set an ambitions rget - o takesales
af Micro pmd ucks feom thistr currend lese] of 30,000 peT
montl l‘iu-.-‘lrr:uf a ""_fl' e ¢ pramter o 3506H0 h}l thiend of
the year.

OE, now let's i ﬂ-r..l'.'.-wdr fo the pl,u:rrh' lami oy Bl
chart, which shows sales of (e Meka rage, LT Vi know,
we lnumched this T Tl Discesmbier ot last year, and sales
Mk L!,I:ir.l'lll'h.‘r: fll!.lu'.l'rll_l.l- Llﬂ-lrnn'u.'\“url.['.' Far thie st few
micniks |:|'I.|.1'!|E:|. T ."u:'ﬂ'ur.' |'rw]'er:|l.:' ly;rln'] .".lu'ul' n'n'.l'.'||r [t
'ﬁwﬁ Wi were 1J-I]:'Ir.-|.-|:rn|.; i boecalie wo Mgt .|.|'|=Jn||,‘ # Inied
e A 1ot of prarkel :'_|.-H-|."d.n:|'| betom thi laundh,
J Wiirrees, Tor ni obyvisil sehson, there = Sl s a
“sradiden ;.-ar.idnﬂy :‘u::i'h:llll F ity sl in recomt wecks,
The questbol is this: canwe [Ind cot the Furialdces o roadiens
and what can we do “afou! / fr i#?

Inva momend T'm gl b apen up the disesion
and ask for your Heonpmarits [/ commrentiraes, But the
hlpﬂmtlﬂnaam clitar [Es ™fgh /Telly Hdsnce £ Hlely thal
e e Lineed our farget of 25,000 l."ﬁlr thie end of the
VEar

u Harcerar

P (=)
- S

o
1

Units sobd (040 ¢/ manth)

a1 gt o oy Y oar ' oz

Presamations
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Bead the extract from a meeting ina household products
e pany, Anfoine (A Brigitte (By and Cheis (C) ars
discussing their company’s marketing strabesy.

A We need t oo something radical to develap ou
brnrrdr Wuﬂimeﬁih‘mﬁg nﬁ'ﬁ-anﬂ'm'e
pawariul - they buy from us for whatewer price they

“want, and 36l to- the public for whatever price they
want,

B Abgolutely. Cur profit margins are getiing thinner and
thirmer.

C: Fotelly agrae with you abaut the power of the etatlers.

And it's nol pust their pricing pover — it alse their
“owm-label products. Why should people gay mere for
branded iterms ke ours?

& Basically, we Have to ook at branding in @ whale rew
vy, In my opinion, we have to oo beyond market
research, beyond taking aboat quaity, and beyand
clever advertising dogans: What |'m trying 1o say 1 we

nesd to make anemotionat conmection with consumers.

W néed Copsumens to ke s, oot just o need us

E: I'n not 5o sure about that We sefl detérgenis and
things for the home. How emotional e deaning
praduch T We'ra mot o company like Apple or Nike who
ke exditing, iestyle products, What do you think,
Chris?

£ It seerms to me that we'haye 1o'do something = we
AL just Carry Gnoasowe:ana, [T rray e tree that-cur
products aren't very exciting, but we ako have 1o
conuder that hasehold produca afe an impartent
part of famiky ife, and familics are near the centre of
aur emations, Actually, g think our advertising: could
dppeal meee 1o pecples emoticns,

B O 0K You're prabably Aight, But what did you have
&, Antoiner

A Wie need & new Tace! forour brands &' celobrity.
Somdone wha the publc loves, To putit smply, b
peedt the rredt femous foothall player, i the world 1o
APPEAr o screen, using our products,

B:- Feeally? De vou ' think 207 Yo think that o famaous
feothaller cleans ther teeth and woshes the floor, dsing
oy products the putic waill love o521 think they will
lawgh at =, and at the toathaller,

C; Dbwiously it woald have (o be done carefullly, ond o
fonthaller may net be the best choite. Perhaps 2 film

sstar from remantec cormedy moves would be bemer, But
In‘genaial | Hke Antaine's ides.

B: O, | con sie what you mean, bt gon't e think this
isall QOng t be veny txpensie?

A That's tree It wmmmwmﬁ Wi it
worth it An emetienal sannection i the only way 1o
justfy & premium price.

l'ﬁwﬂhmus you need [

Asking for opinicns
War ok yoir think, Chris?
Chrts, whal’s your opimon?
bhar o pou Fave i ming?

Giving an opinion

Wihat 'm trying to sav s . F The points .
i my apino, . The ey d See
Bagecally ., ! Essenfialy

Actually . f ds 3 matter of fact
Chwpusly . [ Claarly

drgenea! L Overal

To put et smmy o Hin shar

Giving an opinion (more carafully)
I seems toome that

{iemd o fieal thai .

Frivm mp oodol of wew

Agreaing

fhats e

I ofaty agyes Wi jou, | Al

1% ot JUsT .., 1T alto

oL TE proabaEbly fioh,

Agresing partially

Fagree b o & gl b,

CIE [ eamt soe whal oo rean, bt oot yod think . »

It miay be fe that .. . but we also have fo-comsider
Dizagroding
Realp? Do vour think s0?

e pod so sare aboud that
P stery thaty Nt how { e it
Froally can't agree with you e

Motice the different ways to give an opinkon in the bex
abowve, Many of these phrases appoar in thi extract,
Motice the different ways to agree and disagree above,
Many of these plrases appear in the extract,




3T MEETINGS = QPINHINS

Exercises
57.1 Underine the comect words in italics. 7.3 Write one of these next to each sentence balow:
1 Chris. What ! how is your opinion? Polite disagreement, Strong disagreement, Not
2 What did you have i ming ! i your aina’? gramatically poisible.
3 lseems me [ seams i e thal we hises o do samething I feally c3n't agree i you,
— ywe Can't Just carny onEs We ana 2 1 gar't really agrsewith yod. =
4 From my wew . point o weia 1155 warth o 3 1 ¢an't sgres really with you,
51 i ith
: ﬁ;ﬂr sl s 57.4 Put the phrases below into order: 1 is the most
7 | agrea o a paint / up 1o @ poing, bit padite disagraemeant, and l:‘sﬂm strongest disagreemeant.
8 | o seewhat oo mean f sou e meaning. but-hon't e tm somy, thats not how | see it

Really ? Dy wo think saf

think. thiz = going 1o be wery expensive]
o it Fmenod o sifeaboot hat

8 1t reay f 3 be true that o products &en't veny exciting,

bt we sk have to-considar | really gan't dgree with youl there
10 I'm not sosure wih | abaor that 57,5 1 thimk v nised to makie an-spotaral conmsoth
57.2 Look at the extracts from meetings below. Write a with eonsumers.” Study the differant replies a—g and then
phrase from the box next to a phrase in italics with the do the exercae below.
same meaning. Be carefull b Ve, sk Tl Agmle or Nike

Tim, they should love our prosfucts, mot just need them
g, Lt hor' can a hiousetidid groducts company do

Acludily.  BasaEly BV ewsy  HOWEVEer I peneral

b b e, wed're nightt
L
Mrimp gpiénan . lackdy Qbeoosy  Bhe povid s dn Afort d

" il 7
1O the othier, faod f Lhetre ane Aorme b o Bo'tthal dies foo albmstrace? Woulds™ it be Betler (o

SEncnis, measEs 1Hal vwe ahll hiven't decossed okl an 1|:|rre1hinq more practcal®

2 Asa warter of fact f . Ui prodect s Do eau think ao?
{fatiee weeks Behind schedids, ot two ¢ g Umsaeey | dont egree with yoo

._J,I ;TE:TI;,E:.EM . 1hr-.-'fr'.::::::ﬂ1nl:lw N_r.'nw match each reply with a technigue for agresing and
aither supplens, Bay fher gualiy and rekability o much du-unr.leuinn below.
bt Agresing _

B vl , It% ey postive propesd, I LUsing & stendamd phrase .'
Lt there are saine important defaily that sl need 2 Saying the same 1h'ﬂ'5_| again using different words ©_ |
clarifying. 3 Gang an Eampls |

& What 'm Erang fo sa f ydure s a Disagresing
much bester time o launch thiv product than Spdl 4 Using a standard phease |

7 Esipnirialy / , 15 @ goad Idea a8 long 5 Tis bl

251t3naL-iog expeddive B Ausing an open question 1 show doubl | |

8 White wre ot the subyect/ eyl |7 Asking a negative question (whire your own answer is
el & chande to fead that regar | denl ypou? clearhy g

9 The way ) ses i pla wihiods dhing &
a-compete weate of tme, 57.6 ¥ 0 Speaking practice: listen and repaat. Repaat

19 Terput it simedy / , prits ane dalling @ach phrasa you haar and then listen to check

and osts ans risheg and wes have goodi someihing — fast

Pl irycgi



Resd the extract from i meeting bebween three sonior
mianagers from diffesent dipartments i an investment
bank. Agusfin {A) has some bad sews bo annosinee fo his
eolleapies Hrian (B) and Cecllia (). Bran and Cecilia cannot
believe what they're hearing!

-:_'u el Qoo marning everyone.

B8 Goad moming

T ﬁmglmnrr[lm

A You're probably wandering why | calied this urgens
mannnarmmmme N have some-bad news for
T W Fave a rnguetra.dm

B: Soery, | missed that. Could you sy it egaint

nlmrﬂmlﬁwamwda:mmuﬁunn
‘Banngs and Jerome Kerviel a1 Sociées Géngrale We
have-someane whe his been trading beyond his

suthonty, . — )

€ Can'l get this dlear? You'se saymg that there has been
fraud?

A ¥es (t appears v O 4 rassive scdle: Twa bilion euras,

C-Sarmy, how mich did yoil say?

A1 said two' billlan e,

B: oy did you armve at the geeof twa billien?

A e |ust 3 owess,

B What exactly oo vou, mes by ‘guess 7 Dot you
ke ¥

Al The peron imgbved wias tading complex fimangal
Instrismets, Dersatives. 115 veny-difficult to estrmaieithe
lpsses.

L2 Correct me if P wrong, Bus wou seerm iobe saying
that you have no cue what the persar was r2ding and
Mo chee how much: moniy he bhas fost;

A Please diow me t0 explain. | cannot know every cetai
of avery transaction of matry trader, | have spaken 1o
the individuats line manager this moering. and the
figure of two billion looks like & ressorabie quets,

B: You mentioned that the persan was tradmg compis
derivatives. Could yau be a kitle more specific?

A At this stages-no

B 5o, in oiher wonds, you don't understand the trades And
pebiably the kne manager doesst understand sither.

A Perbaps | havent't awplaied myself clearly. What I meant
s that we're investioating thee matten There are -
vertain aspacts of the prades that seem to hive us_capai
ayr intermal contris

€ Could | just say hmﬂhﬂq‘ | thon't believe what I'm
hearing| Does anyone in this place keow what they're.
‘doing?

A Can | jusz hmhm;.r ponr? What | mmwm.
ﬂ'uhhlsu a \%ur-semmnw'd | car
individuals or go into detads mﬁhﬁﬂ'ﬁm

B: | |u=t Pepe that the media Haven't found out abaut this

! ﬁrﬁm are three jourralists wading In my office

& Motice the different ways to make things cleae Af line 7

Brian asks for repetition. Al line 12 Cecilia uses her own
words io check {paraphrazingh. At line 15-Cecilia clarifies
an individual point

ﬂtﬂphm.umun!ed =

Ask for repetition

Sorry | missed thad Could vou sy #again?
Sarry |den't understand, can you explsin ther agan?
Can you fun theeuth T oo oler ihst agal, plasss?

Lsa yvour own wards 1o chech

3, N QDR weordls,

W undlerstand pou cormactly . IS thar Al

Can | gel g Glea? Yo e saying that ...

Corractmie i O v, but yourseem o be sapng
et

Clarify individual points

sarry, hon mmich o vor 53!

Sarry Bhe project wil start when?

What erdctly do pou mean by | 2

Moy o yow armive 3t the fguwreof 7

Your medtioned . | Codld pou be 3 K mpne soechic?
Correct 3 mitundorstanding

(0 I T e R T TR T

Mo, gormy there's bean § sight misandarstanding.
Partiany I haven't explzned mipself cleardy
Reformulate

Flgse Ao me o Sgsain

LT e pUT fF anather way

Waimar | meant was

YWl | weas g B0 sa was |

Get your turn to speak
Sarry but .,

Lam {comein tere?

Coufd | just say sommething?
Carr {yjust friish my poind 7




Exercises

S8 Reed the dislogue opposite aloud several times,
then cover it with a piece of paper.
Now try to remember some of the missing words below.
Write your answers lightly at the sidae,

1 5oy | that. Could you

3 it agan’y

& Can | get ihis 1 Yarm

that theme has heen fraud?
3 Somy did yau 7
&4 Horwy didd you - atthe

of e billion?
5 What iyt in

g = 1111 )

B me il |'m o 1DiTt

v et 10 e saying that you have no I:|IJE' wiat his
person was trading.

T Phiase e to
LEinnget ke every detsil of every tramsaction

B . You mentcned that the person wias frading compled

dlertvatives. Could you baa e
T
O Perhipos | haven't rraysedf
Withal | meani was ..
0 Can b just my f

What | veas Enang To-say was .

After you have remembered whatever you can, use
the pairs of words in the box balow 0 complets the
SEntEnces.

Al S g | aenie S figare
ERACITE [ Pl
tem mich £ sy

ClEar !l sy Comec! § g
enaet § glearly s £ pomi
Mg fapeciic  missed s sap

582 Fill in the missing letters,

| Zarry, | don't und i, Can you &
agaan

& Can yo run

3 Canyod an

1 thal

gh thisd &gain? (= sxplain ouickh)
rthat agan? [ et 11 in aeder that |

can undersiand i)
4 Mo somy thess heena d
it snother
hare? = enter the discusson  intsrupt)

1 asund ing
5 et me
6 Canic

58 MEETINGS - MAKING THINGS CLEAR

58.3 A team leader is speaking in a conferance call, but a
colleague (Bob) doasn't understand very well, Complete
Bob's questions with the words in the box.

whit  when whae. wich  who
how long o rach o ofien

Team lgader This meeting today B just & quick bristing sa that
gupryene Understinds their sshkigf batore the peoject stants,

Bab: Sorry, understands their! - 7

Team leader; Ther roles. Yes, a5 | Was sayving, it’s just = quick
brating — it anly last-around &fchan minutes

Baby) Sorry, * did You sy ?

Tearm lpgder Anound thirty minutes: 0K, 50 the project will
1t ol the Bedinning ol gddzh

Baob: Sofry, the project will start-* |

Team lieader: At the Beginning of Bards, And ance it's ruaning,
W'l b to mset regularkd bkt & manth.

Boby Sorry. did your say?

Team |erders Once & month., QF, Taxhak vl bein overall
charge of the budgel.

Bab: Sormy, 7
ﬂl;tji".nl

Team |Bader: Martha |f yoo hawe any trive| experses, please fill
i Torm qelikh aned givee It B her

Hab: Sorny, tesm?

Team |eacer: Farm TEZD, 11 you hink you il seend more than
T, you showd get ry authorizaticn first

will be v chyanga af e

ol Sorny, did you say?

Team |Eeder 400 suns Copies o e farm can beolaond on
hefan

Hab: Sorry, wae can Findl them = 1

Team lgader On this company irranet

Hatke biows Babaks for claffcation in s was, Sometines e
simiphy s oy quersthon worch o o ey Other times be
mcluelet in his gusstion some wods tal he 38 eadeesand.

S8.5 #% 10 Speaking practice; Hsten and repeat, Repest
each phrase you hear and then listen to check,




Read the extract from a meeting in-a mining company,
Annete (Al Ben (B and Clande O are discussing an {550
of soclal resporibility,

A Dur genlogical studis niaue shown that thires a lot
o gold in this area, but the locs papulation i agant
; ui—ﬂquﬁw mmhm’ﬁpﬁm wil destray tha
envimnment. There are sl wings e ool dgal with
.H‘II.'.'. 9'df Ik to opan wp the dacimainn and hiar yeair
views

B! | thirk we shouls offer some maney 10 the Iacal mayor,
inder the fahle s wodied bofare

& I'm sarry; | edon't think thats 3 good dea. Wil wailed
he- the conmauence:? This mayar seams homesd ard
b could gostrasght tothe newspager. Il would bes a
diastar

B Yoo, | suppose you T right

A Chude? Any suggestiones?

el it fust anides) hut what sbeut offering 0 e
ofme ot dwir profits 1o wpnoeT enwiondantal chaning?
Vil conld pive -maney to prganizations thal protect tha
rainforest, that sort of thing

& That sopnd like a good idea; Bt | don't ehink it wauld
iwaark b practios. Lets Inok at the pros and cons:. On
thix Sner Band, It would mmprove oue pubilic image, thats
frue, Bt an the ather hand, people wauld es | aca
wiery Cynical egture. And it does nothing far tha kacal
population in that ama

B Can | make o wuggestion? Instéad of being defentive,
wity tap't we goan the attack with a big PR camgaign
in thie meda?

A What dn yau mean?

Bl = ok a1 the berefits that oor operations will
b, W'l biring ks to the bocal cormunity, and oo
ernplowess will piy tixes to-the povernment. We'e on
the sde of progress

A Lets-think corefully about the implications of that. We
Wikl P tospentd @ Soge amount of moray on
pirens anil T advertzemenis, asd we're oaly & smal
campany, What oo your think Claoda

C: v generad i sowreds Tke 3 good ides; although Fagree
that the coist iy be ton tegh | think the' best way

Aorwsard 5 1o gt & more detailed setimate of how' miodh

gold the mine cin produce, and then we'll be ina
-betier mﬂmmmm!m{m PR rampaign
A DK, let's oo that. After all, we hawe 3 number of
~uptlum Far! &ﬂm;:]e, mrhmi mqhnm;amp;ﬁ;n
instead o a nmmm@m ﬂm e
E‘“Em. ‘Ihiefrrm thirg o da ile
ﬂm-‘.aﬂum !ﬂaﬁ

® Natice the prcess of exploring options; making
BUEgesions, reacting, and:accepling or rejecting he
suggeslions,

mﬂphramynuneedlrf

PFresent options
M Rave b numibes of opiors,
TTwsre A Several ways we oould oeal witlh s

Balance an argument

Lels fook gt the: pros -and oons,

O the ome hand Hugan the opher -t
ngeneal ., | although .,

O the whale ., | but

Make a suggestion

I think: e shedld | eowld

Can | make 3 sugoestion? instead of || why dan'tee 7
It Just anides. DUl What sbour . (e dngl?

React
VT WO B2 e ConEquieees?
Let s phmi, cargfully aboul the ropleations of that.

Accept o suggestion
QR ety do that
Yo | think that would work realy wel

Raoject a suggestion

I o 206 oo or o prodiems with fhat

That saancs e 7 good idea, Det Fdan't fank o sl
Work i prartice

Fimgareg | aon 't thek: thats a goodl ioes

Mext steps

I think the bedt way farmand &

What wa'se oot o do now &5 .,

Thiesmeast thing fodo s,




59 MEETINGS - PROBLEM-SOLVING

Exercises
53.1 Cowver the opposite page with a piece of paper, 59.4 Complete the table by writing these nouns next to
Mo try to remember the words below. [Some letters the verts they go with: a suggestion, & decision,
hawe been given.) 8 probiem, & sofution. Check any unknown words in a
| Therearesey | ways we could d W this dictionary.
2 0d e to o U the discission and haas yodr v 5 =
1 Yes bsu  seworeT i anafyzE, sppnoach, awcid, be facs
4 That % fike & gobd idea; but 1 dan't think it woctd with, cause, carsigar explore, find
W i away roumd; get rbund, identify, :
5 lats ook st the p and-oo {="athaniages and lank inta, avercome, present
deserivanmages) somabady with], resolee fun Inkg;
fi tha = o 1t vedisld improes GUr pubic imange; EENE _"":H'
fhats true, Bt the. f d, peaple WoiFd STE (0N, BTG BLL COTE U Wit
s it As 3 wany ynical gestie fignai co, Find, fock for, ofer )
T Can | EAR o i d of halng prodece. proposs, pat fanswend, .
derfire, w ‘tiwa oo o the- attac with 2 eg PR Feach, werk tavandi
campaidn in the media?
B Inf"-rtllhclj'lk I.'u':lE'ﬁ.l"!-' :'.ljl:l;:":n.u.' the impl 5 o o T e i
-'=. .[||1r.5I|1Ira Tuties mesilesbaf ;h.ar MR Iy e m““ P,
! : ke go along wilh, lesd waight s, pu 3
T hg It sounds be 3 good idea; 3 ah —
Iagnes that tha cost may be fon hgh ol Tk up Wekome
i Ithink the b 1 sy 4 o5 b get a mose
detitlor estimiats aterarve at, 've faced with, come
1o, confirn, go kack on, hsstite
58,2 Makas phrases by matching an item from sach eer, Ignare, implermant. |itify. Be 4
column. bishind, muake, postpone, reach,
| R lete— waste of time recinsider, revise. fike
2 ‘What k- waork really sall =
3 Thats a compleiel Halr Y S2.% Fill each gap with a verk from the previouws exercise
4 ‘Why Lt i in the correct form.
5 Yes that woald " don't we F T IFyou 3 prodiem, you'Te n
& Shall dn that tslbuation whisse youw have o ded with it
2 IF po A prodtem, you
£, "Thae posirnce make 3 suggeston’ ek an-efiort to desl with it Tnetaphar frovm foortbal]
= Land \worth trying 5 [ wou _ asolution, yau think
s like 3 good ioea; pEut & problem urtilyou find the answer or understand
18 Fri et realy el ol in practice what has haopened. (= ‘waork out’)
11 That reesht b furg-about that 4 if your ) ) 3 salution, you do
12 1 elesin't gk i ong or ben problemE with tha '|""!:_-'IE' that "!!E||:I W 10 make progres
59.3 Write the phrase numbers from the previous ¥ IFyou ke L e
exercise in the corect category below. think of i
a Wake a suggestion : L '-‘-I"""!'-“""E' : E :JJQ;E?‘EEI!'I.
b Awcept @ suggeston :_:._:.I_.TL';.T_? evidence to maks the wiggesuon saem likea
Kl FEIRCta BB T I yon a dacison, you take
BT R put 3t irlo practics
& IF-samething - A deasion, it

& 1z Trige regdon fof the decison

596 &% 17 Speaking practice: listen and repeat. Repaat
aach phrass you hear and then fisten to check.

Meatinps



' Meetings - leading a meeting

The person who leads the tneeting 5 aften called *thechaie’; but other common terms ane " modetator,
‘Facifitator” and "presiding offces’. Below vou will Aind some trplenl sxizacts spoken by this person

Opening the meeting

&b fght, s everybody. bere? Good, | think we @n start.

Wesl) godd marning ey, ond thanks for coming,
Linfertumately Anneke (5 i ard serds’ her apologies

Just & eauple of hovsekeeping things befane we begim

— | have g shart Break around ten thiry, and Faim

ta finish the mesting o Ume, at beele o'cock. The
bathiaott & down the bal on the gt

QI D e el hisve i Copy of the agenda® Good. Can
seinsare e the mibites T Thank you, Wkram

Just Befare v begin, 1'd ke fo introduce Agmescia

frarm e Watsew office. Would you like 1o sy o Fow
veords Eboul yoursel Agnimekal . OK thanks

Aight Our ebective today is ko plan the lminch of the

new range of farge-creen iokvisiom soross ol our Furopean
rearkets, I've prepanstd some background nformation that i
hope will be Lsefd, and P11 dissnbute it roved the table now:
You can see fram the agenda that we have & ot o get
thrauab; 52 | would ask that you keep ol contnibuiions
briet a1 dhe pomi

D tets e stralght 1o the fist e, Merik, would

vou Ike 1o kick alf7 ae

The phrases you need I

A<k for reactions
WP pour wewe on this, Madina?
Hew vda your feel ahoot this, Khus)

Antirun, th s oo fishdl In g fewworol, ean o el 45 what pou think s
Mk, after wa'va heand frowm Ross can we have oo aess? o o

fiiee S pvpenance of this prodlen

Deal with interruptions
Couf pou fust Bang on g mament oieaseys
CE Al & wie, please. First MireNa, then Clsuds

Favl o pode st st iola faish P 10 come Back 10 you n 3 moment

Keap moving
| "Ferhaps we could ger Dack fn the main sowe?
Yt ot sore mhat's relepant
Lety feave thar asige 1o the monsenr,
LA e come back 1o this later?
{ think we should move on now

Closing the meeting

60 GK, everyonie, | think we can op there - it's nearly Taeke
o'eloack.

T ke ta-sumn up These dre thinee mam conousons
from the meelng. Fis:, Secondly, . and finaly
In e of-actian poanls, wee decided o lannifes
you e gamdg 10 deal with that = and we've alsa agreed
that Wigued shipald pregare & eepoct on

Are theve any other points that anyone wants [oimake?
Have | missed anghing 7

Well, thanks for woud Input, eiryone, Wity had i

of good idess and | Think it was @ vory uselol mseting.
orEte the mewies s oo 8 | gel therm fram Yikeam,
‘What about another mesting? Can vwis [ix 8 date s
Raghit, wee’ll Close the migeting e, Enjey your lunch
Cartrionz, can | st fave a guck v with youbedore
you disappear?

Managing the meeting

Batvooan the apein and the close thene g the e biole middle

section of fha Frigetingg wihseie thie chaie fah TS arted contrals

bhar cliscwsseion, The talle below comtaing plirases for this.
Limit 55 I:?'.-'E:ul'.nng 'lj!llﬁgs clizar) b also very relevant hese

Focus the discussion

I phunk e mied to lask af dhuzam mrone oedad

e Aspd o asadize s in @ ithe more gepth

Widen the discussion

5 TR i s e Shoisl consimer?

Wihal arker e e thers (9 agnrosch thisd

Check agresmant

Can we 9o Jownd Hie fabls fo fes il everpane
agregs?

Do we all agree on thal? Good, thats sefiied,

Summarize

Soy baically what pou 're saping 0

W Tekis- g e whar iwe'ive disedased 3o fan



Exercises

60,1 Cover the opposite page with a piece of paper.
Complete the sentences from the opening of a meeting
with the palrs of words in the box,

agendy | Qed thioal uangrm.'.;.:l fusefud  tafiroom /el 1

bref / pomt  cooy fapendd | housekeRfang | e
i assnges ek /ol nghtlsant s d won
Strapal Litem - faked MR
| o 15 everyhody here? Good, | think vwe
Cin :
£ Unforiuniely Anceke 18 —ard-sends
hef
A Just-a couwple ol tranigs before we
4 The 5 Hiwwn the =
cen thie )
3 Doy &l heawe 4 of the
3
& Cansamecne e
. 2
FOauld you B e 3 ey

Akl yoursell Bgniesrka?
B I've prepaed some srifcemation thid |
N wall be
0 “ou cansee from the
It Lo
10 | would ask that you keep sl contributions

a1 1he

that we have

11 2k lets move o the first

12 Henk, swould you ke to

Y

Gi0.2 Find & word ar phrase fram the previous exercise
that matches the definitions below.
1 alist of the subjects to ke duruwed &t & rmestng

1 g wrtten racord of the decikors that peaple maee a1 &
formal meeting

3 (phrass! verhl do; fimish dealing sath

4 ore of sevarsl things on- a list

L jphessa warhl begen

60,3 Write BrE [British English) or AmE [American
English) on the right line,

1 bathroom /! estoom Hwashoom
2 oo dnfoemall f todets { gentsf ades JWE

60 MEETINGS — LEADING A MEETING

£0.4 Make phrases to close a meeting by matching an
item from aach colemn.

T 1ihink veg—__ main conclusons

200 ks ter s the rinuiss.

3. Thame e thea i £an sop thens,

4 Interms bix-d date roWr

5 Are them rrissed anything?

£ Haya | & quick: word with you?
T Ithink it wasa of acticn points, .

& il grculate any oifef poinis?

2 Canwwe up

0 Can't justhave very Lseful megtng,

60,5 Cover the opposite page with o piece of papen Put
thve words into order, \Wriite the answers under the correct
heading below,

| thiree it mane detall e 40 this wWe nesd to

Lt Bar the mowment leave aside that

Could you & marmenl !'n:lru] an st pl‘-:-!.a'iE":'

1% |ﬁ'|':|"|!'|l"ll'l.] T v shuauldl conaoe sloe?

i a1 Ui, a please

Can vl i eveyone agrees go mourd 1o -see the tabe?

Wil ways are there 1o apprsach otfer this?

Lats 50 far what we've discussed go over

Can v later o this come Dadk?

Wi need to depth this in a litte more analyze,

Deal with interruptions

l

Keap mowing
|

- —_—

d

Focus the discussion
5 { Tiurik SAsf fe T8y oCHME S TN T Y TLOFE .-!.';'_T::lgl'
f

Widen the discussion

’d = —_—

d
Chedk agresmant

e =

Summariza
1)

60,6 #% 12 Speaking practice: listen and repeat. Repoat
each phrase you hear and then listen to theck,

Maetings

s
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126

&< hegotiating |

What do vou think of when you hear the word ‘negotiating 7
Yo probably #ink of this process: two sides each havie a
Erarting position, then hey make 2 series of concessions

[= things they give in order o reach an agrorment) until they
Find @ comproniise {= an agreesment when both sides acoept
that they cannot have everything),

But this process: is mose accusately colled *barganmg’, and
it's just ong of the phases of & negotiation, The phases-an;

&

i Eolationship building: geting to know ths other porssn,

exchangmg indnemation about the fwo companies,

discissing the markel, ind generally building troe

atarng needs, evploring initial positions and asking

questions. Ina commercial negitiation, the stpplier

pxplalns tha prodiact in depth and shows how it brangs

vilue for the customer s Business

2 Hargaining ~ not jest on peice. but on a range ot linked
issnes such as guantity, mirtmuam onder, discounts
delivery time, service plins and warranties {guarantoes)
kerms ol payment exclusiviy in a particular market,
the lengrth of (e combract, ieansgort costs, armnpements
for sharing ndvertising oosts, penalbe if clavses in the
comtract are nnl respected.

i Chesing the dmil

Besd the didlogue below, which k= an exteact from phase 2 of

i '|1'|.'!J|;.'|.| sales negitinbion. For phases % and 4, see il 43

LY

Supplier. DK, let's get down to business: What exactly do
yall e T

Cuatormer For s, fhe priontes are quatty &g reliabiling

Supplier. Wi you say ‘reliabiity’, what oo you mean?

Custamer | mean desery, O ime, every ime Can you
oo thiag?

Supplier; Tes, we can, Dur customers ang wall-known firms
Wit TRl Ls and come back to us.

CUstomer; 0%,

Soprpdier] WAL soet ol qubntty-adke yos thinking of?

CUstomer. Aidand 1,000 pleces intialhy 80t that may
chiange, How flexible can you be-on guantity?

SUppler] ou can clapge the quantity: up 1o five woring
deys beloee the agreed delivery date, and we-need a
menimum orderof 500 pieces. But quantity 5nat &
proble. Sur rmain concem s that you gon 't change
the-basic specilications of your order

Customer Right, Tundersiandg, And intams of deiserny,
wihat ki of timescale ane e jooking at?

Supplier T wesks Tram wourfirm ander,

Cusiomer. 0K, Anciher guedtion. We've been quoted &
price of €350 per pece for & very simiar preduct. Can
wyou match that?

Supplie— e affer quaily &l o misonabie price, not at the
Chespest price. WWe gan’ iry to.compete on price. fit's
about 3 rejationship belwesn: quilily and price.

Customer: Of coursa. | see that, Bul what kindaf
guaraniee-call you give us i reltlon o your gualing?

# Nolice In this sarly part of the negotiation how there ire
& lot of questions, and how the speakers move freely from
ane topic by another.

The phrases you need [

State your needs

For wE; Bhe Drormes ans

S mai congem &

W think the best opion wautd be ..
Wia'n prefer 1o sea { huve

Wensed . Can poude thef?

Explore positions

Whar aaetly ds you nesd?

Wihat s o Fide ot rincd

Heow wiedd oo few aboge . 7

Henal felblee cae i B8 an 3

When yoe sy | what do you magn?

£ah pou b o spaciie?

Lat TIE Al chach | undeccfand pou conrech)

Ask specific guestions

What soet of guartiny e yau thirnkang ory

VTl i of sl ave e Dokrng-atd?

Veha sOvr oF R e we faiking abaut!

Vhat hnd of guarantes cin your e us?

Weve been quoved d proe of . Can’ pour maich that s

Suggest alternatives

Alfermativeny

Can | spgpest angfher way of meving fonasind?

There gre 3 couple of attarnatives we'd ke 1o out
Forveard

Perfaps you wonld bke - fo try the product o a tal
s




Exercises

51,7 Read the dialogue opposite aloud several times,
then cover It with a plece of paper. Now try to remember
some of the missing words belaw. Write your answars
lightly at the side.

i Ok, lets get down to

2. What o yau resd’

3 harus, the ame gualty and reliability,

4 When you say “eliability”, what do you

Uue customers-are woallknowm firms el

5
us end come back 19 us
6 How can ol be on guantity?
7 Youwan change the guardity up fo fve woeking days
befone the sgreed date
2 Wenead a wroer of 500 pieces
3 Qur maen [= fag¥ng of warry: is thal

your dan't change the basic specihcatoni o your crer

1 In terms of defvany, what kingd of zma
v booking a7

il ‘We've bean = nld) a price o £250
par pieca lar a very simalir prodgass

12 Can you i f= provide somethang
thit |5 equaly?

13 We oller auality ot a
cheapest prge,

14 Butwhat bind of
refation to waur guality?

prica, not &t thé

CAN WO e 1% N

After you have remembered whatever you can, use the
words in the box beldw to comiplete the sentences.

et conown dpdvery pacdly Aoy
pUarAres L matoll . mean W ium peonites
quated  easonabld . Amiessats ek

£1.2 Fll In the missing letters in the phrases below.

uEntity e you thnking
what Kk it T i -
f Chsl a2 WE Lasng
i (=) N
THTES dig '‘WE !'i.'IEII-"-""_I

61 MEETINGS - NEGOTIATING |

61.3 Complete the four mini-dialogues with the words
and phrases in the box,
3 hiTe Joly s NSRRI RS DRE-DEATISRT
progicnon sohadule quite igh | maguaar CUSInRETS
S0 fong Somenung arsend SIEdad 10T T maske|
such larpe oiscownis ey of pEpmenl | e o eldeciing

Price

Suppliar The price per item s €140

Customer; That seams |

Supptier; Whiat sort of price” !
Curstomaen ! E120

Supplier! 1 thind youw'll find our prices arg

Discount

Supphier; We g a discount of 3% an orders ohar €5000 and
B an orders cver €10 000

Custerner Bn't that ° T

Supedar ! What kind of gscount weare vou looking for?

Customer: 5% onoour ander of €5 0100

Suppdisr: Wall, we don't nonmally give
L]

Delivery
Suppler Our dallvery fime & =x ik
Customen: | dido'tespect it to bo

Suppher: What exactly did you
1 7

Cpstommer: YW nead deliery i fowr woske Can pau da that?

Supplier That dossn’t ged Ussery much fimde - our
’ i vy by a1 the
et

Terms of payment
Suapher: Cur ™
adhvance, and 50% 30 days aher delveny
Cuktormer: Couldn't you be'a iitis mare flexibla?
Sunger; Wil do yvou mean
Custermdr: We'd prefar, say, one third
- . ore third attze 30 days,
and the final-third afer 60 days
Susgbier °mossry but we anly offer conditions ke that 1o

are S50 N

51,4 &% 13 Speaking practice: listen and repeat. Repoat
each phrase you hear and then listen to dheck,

Mestinge

2




128

The dialogue o page 126 in umii 61 showed some phrases
tor the early part af & negotiation: stating needs, exploring
poitions and -E]-Elt'lg questons. The 'lil.ll:ll:l'El'Ll.E' b comes-
from o Tater pirt of the samo negutiation. |§shives than
for bargaining and closing the deal.

Bangaining is a process of making offers (‘proposals’ are
mee ormalatd more fnal than ofers) whtls the ather
side accepting them, refusing them: or coming back with

i courter-offer. Inexperimoed megotiators tend #6 wark
through issues {eg price, terms, delivery) one by one, while
more experignced negotiators Jink issues, with all the pieces
of the puzzle only Biting together right at the end. This
ableavs mach greater Besbitite

Experenced nagotators also tend o make frequent use

o Surnmarizing. ﬁlml“.ﬂl‘-i:ﬂirq:m be used 1o chock
inderstanding, give voursel fme o think, keop a positive
dbmephore by rvigwling progress, broak 3 deddlock, and
ehesar the nogotiation

M rend the dinbomme

Stpplied: - Yes; our miniemsam ondar iz SO0 pisces.

Custimier: Thats 3 byig sk o U~ yem'd preter ar initial
otder of, say, 300 pieces W o ook at furthar diders
lapey,

Suppliern Thans it el g Al option foe us s oot
cosl-iffecise Tof s 1o do 4 praduction rn o just 300
piECEL.

Costomier: | see. Ang earler you siid that you need 504,

‘rpy et dor Sst-me ¢ uskioenees

supplies That' right

Castomer; 50%. & a ot of monsy 1o pay upfront. I'm ooy,
W CANT Andepn that

Suppier Wa'd be piepared 10 offes beftar terme of
payment, but only il you increased your ordet

CustcHmier W you say 'beter temms, whist do yol have
In meng’

Suppiler: Wedl, T pou crder 500 piees, wi'B dceapt 25%
payment in advance, with the balance 50 days afer
detivary. That should help with your cadd flow

Customer: DK, wa could accept that, but anly on e
conditaon

Suppker Yest

Customer: That you cisn make the smal custamization that
e talked abot sarlier at no exta oS,

Suppder: I'mnat shife about that, | gon't have the utharity
o make that decision by miyself,

Customer: Well, i you ‘can ageee to- That, wie cin closa tha
deal today

Supplier: G, Can you ove me 3 mamentio mate acall)

Customer; Sife.

Supplers .. s, W Can make that customization. Mo
probiem. Mo, lets gusmteemmhmh wehat
we've dbicussed. 50,

Abline 5 the supplier refuses an offer-about the initial
arder, and gives & reason Al line # the Customer responds
with & simple T see’ and moves to another issue, Nether
side beels it is necessary 10 finalize the initial order issue

ab this point.

& AL line 11 the Cristomier seftises an offer aboiit the 5n

pre-pavment. At line 13 the Supplier respands by linking
& comcessinn on this issoe to e concession by the Customes
on another issue

The bangaining and lirking af bsues continies at

lirmes 17-24,

The pieces of the puzzle only fnally fit ogether at line 31.
The Supplier choses the negotiatson by summarizing

Bargain

W you {oo. thatl we'l / we'can (do thisl

G we be preparid o foo thath bt anly if s |
fofied fhs)

Wée could acospt that, bt anly on ane camdition |

Wauid pou B i o sccent & comprovmises

Accepl an offer

CHE W can agrae b that
That colveds fesianalls

{ Hink that shewld be possibip;

HRefuse an ofer

I'm por e sbout thar

That’s nat sealy & wabile cpdion far 14 I
That wixd e very difficilt for us becaiiss |,

' somyd we can't acesnd that,

Summarizo
Ler’s st luke 3 morment (o fenew wihal wa've
EILTa T At

| Can we just go through |/ oo over what we've agreed. |

5o far?

! 5o
| Play for {ime

e fikee sorme time tei- sk abowd i
I rhink that’s as far o we can g af s stage

| o't have the authanty fo make that decision by

sl
Close the daal
fF pauean ., Wi can closs the deal today

' ready r.':lslgn ook if you tan ..
it wedgresto ., are;whapﬁywkﬁ ihe ather painls? |
???ﬂ!?:'m#rﬂ.ﬁ_lmmﬁﬂead?d |
5, W yow'd fast kS 1 Sgn Here



Exercises

£2.1 Cover the opposite page with a piece of paper. Fil
in'the mlssing latiers.
1 Carpm it G
2 Thats not really & via
R
A0 pletns
3 Emlier you said thit you need 50%p =pi.
fi. vu  ostomers .
4 50% isa ol of money topayup. L I
5 Wyou order 500 peces, we' actept 25% payment [
ad___ _, with the bal 80 days aher d i
That should Belp with yaur c fl
6 Idon't have this-au. by b make that decson

b my
GI.2 Find a word from the previous exercise that means:
1 able tocbe donas

2 finformall in advance
3 remaining smount ol money

Bl =
_optian for s ks not
nfor ws todoaproduction . of pust

1 for

53.2 Complete the sentences with the pairs of words in
tha box

| et deonailion  choos f dea' . oo Sage  haes T ining
feetingn  moment) resmal pmedee £ aner [
fpmared tar  hodid J podoible  sopadsd reasonabe |

: thrmh f far n'r'l'l'ina.l't-':m_'.wrm':i_e —t
| wied an itial
of sy, 300 pieges,
W'l e to affer beiter
of payrment, but ank i you Increased
oLl gk,
2 Whien von say “bener erms’, what dp you
in L 7
d e coukd that, bur gndy on ane [
5 Wik you be o '
_ -
6 s, thai he [
T Thist
H. Let's st take a 1o

what we've discussed
g Canves jLEt oo what we've sgresd 5o

o 1
1 ithink that's as lar 85 wecan

3t Ths
11 WFyou-canageee fothat we can ihe
) . ey,
12 fyou'd [tk 1o
here:

g MEETINGS — HEGOTIATING I

62.4 Match a group of verbs 1-4 and a group of

adjectives a-d to the nouns below, Chedk any unknown

words in a dictionang

1 ‘accepl agree-an, chode, do, make, oHar somebody, reach,
raject, sign

2 authorize, cancel, chase, delay, Tax thrblgh, meet, place.
prostess, put in, recesve, ship

3 accept, clarify, dome up with, consider, drap, explone,
puthne, make, put forwand, meject revise, stk withdras

4 o somebody aik for, be aailable at, be enfithed o) g8t
regoitete. offer somebody, qualify for

4 alemative, cormonarmne, congrete, detailed, Raipbul,
Intereating, serdile tentatiae, wsgue

b cash, geserous ooed, huge, lange, low, live percent, spedial,
i st tial, L

¢ ok firm, imitlal, cutstanding, regulad, repeat; rush; special,
urgen|

d compegmae, exdushe; fair, qood, Ihoative, mgarn, package;
Tiuti-year

2iic| order
| dmeoit

| prapasal
| deal

525 Continue a5 bafore.

1 -emtend, Mo Fave, impase, (Rl o mest; nkss; pas; 58l
vk 1

1 “accept, agree-on. o, arrive at, come o, find; ook fag
make, offer, isach, seek, suggest

3 discuss, Tigue out, finallds, go o, g ovel, itemixe; sort
out, wirk out

4 exteact, gel, arant, make, ofled win

a beet; complete; complex, concrete, Hinal, ful, minar
practical, precise, rough, fecineal

b -penemis, impotant, key bmited, macs, mines significant,
sizeahble, snbstentid

¢ acceptahble, fair necessary potential, reasonablz,
(unatsfactony, sersikle

4 frexdble; strict, ight

thetarif
ceadline
ranpeEsion
TG

2.6 W14 Speaking practice: listen and repeat, Repaat
each phrase you hear and then listen to check.

Mestings
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Many learrers of Business Erglish think that it isn't necessary 1o know
aboul indinsct (diplomatic) language, They angue that direciness i the
best chasice in business because then people can understand each other
Usually Huis & true. But stop lo thiik about your own language. Compare
hinar o falk b your friends and aslbeagees with

o Talking bo vowr boss,

& Talking bo new customers,
& Participating in a large meeting whene vou'ne "on show”

& Negotding a dithailt issue while frying to keep 3 good atmesphens.
Ehiplomatic language is about showing nespect and allowing the othes
persan e save face’, Evenif yon come from a coltune whisre direciness
iz valued, there will be situations B voer futame busines: cineer whirs
you will need to modify your natural dissctness: Diplomaticfindirect
lanjpguage shows other people that vou'ne polite, educated and respactiul
o their opinions and feelings
Compare the ‘direct’ conversation exteact below with it ‘seftor’ version
sndermeath OF coume, the inamgale hmﬁmlpd bivmvadie & it

Custarer: This product is very sxpessivi

Supplier: 1% mam sxpersive than the sld madel. But the quality &

mueh, mueh beibes

Lustamsr: If we By this product, will you ghe us a godd discourt?

Suepodier What do you maarn?
Cughomer Ve wart 5%.

.EL#!:IEH‘TI'MHNI i diethienl You owe ut mangy ar your atcount.
Customer W have @ preblem with ur cash Mo
Supplier=fou mist pay the maney yeau ewe us now: Othersise 2

© discoimt on 1 e product 5 impossible.

: Euutdﬁ‘#'lh t:—eh’urrm this product seems guite prpensive.
Suppher: 1653 ittle more experive than the el modal, that's trae: But

. thequality is significerly better

Cusiomer: If we bought this product, would you give us a goad

discaunt?
Supplier: What did-you have in mind?

Custarmar; W were thinkng of say, womething arund 5%

Supplier That won't be edsy. I'm just Inoking &t my tecoids hese:
Actually, you owe s money on yawr account,

Custemer; Yas, | know \We have 3 bit of & problem with oo cash flow.

rght nowy,

aupgliern My don't you pay same of the monsy you owe 157 Ther:
perhaps we coudd laok again gt the dacaunt on the new oroduct.

Study Version 2
n

Notice atline T how the Customer uses a
vearning phrase “To be honest” and then
changes: ‘is" fo 'seems="

& Molice at ne 2 how the Supplier changes

‘much batter” to “signiticanily better'. This s
more business-like language:

# ALTne 3 fhe Costomar uses & graminatical

ferny called ‘the secorad conditioral’. The pasi
formms poaglet and evndd make the Bngluage
merne hypothetical and indirect.

# At line & the Supplier save That won't be

pasy instead of That will be-difficult’, Using
at 4 o posdtfve word [nstead of o negative
worel is bypleal of indirect linguage,

& At line 8 the Supplier uses @ nepative

guestion. This i also tvpical of indirect
languame.

Thbphmms you need IS5

‘perhaps’, ‘maybe’

| Ferhaps we shawkd

Maybe we tould |,

| 'would’, ‘could®, ‘might'

Weswould necd o quality guaantas,
v phelea e could faok &t

That might be givte expensie

"just”

Couhd 1 fest 9o back fo the paint aboot .,
Theves sk ceve Bhing Vil Ne o acky,

| ‘seEms’

I sem o e that

Theve seems fode & aroden vwih |
Rophrasa with "not’

Exar combebitars anen 't veny cheap.
Thiat dhoesn " odve Ly very much fitns
That won'T b esse

Warnming phrass

Acteally

To be honest, .
Lnfarfunaisly
Negative question
Ylooden't o 7

Vol 't ff be better S easer a7
't i1 the case that .., ?

Past forms

e e tiioking OF SonsEthimo aror 5%,
Wit ovg pou Favs i i’y

I we bought this proouct .2 |

—_— —— S |



Exercises

63.7 Write the line numbers from Version 2 opposite in
thie bowes below.

farfisi, maphe

W, cawkd, mephd

Mest

raphrasa with not

warning phrase i

riafgatve question

past tensa

edta ) @ ke f & bit i+ adeciivel
& bt at al & siaht i+ noun)

T i

=R — ) O

@ |n ersion &, nodice Row 1he spaakers are polibe dnd
resoectfud yet at-ihe same thme firmand caar In verson 1
the larguage s aoredEym ant ceats o el atmosphens,

% (rher iechniques in Verson 2 nclides scknowiedging that the
atFer person 1 nghil (eg ey ue in line 2, and el | onow
In Ene 187 aveidance of exsggeation (=0 'sonifcanthy' m
liee 30 At o of "vadue” language (g sy, sBmEhing
aroired 5% i lime T 3nd sLgqesting that a et lerm 15
[empscary (ea Taght new” in fine 11}

63.2 Match what you think 1-10 with what you say aj.
Tau ek
| Stop speaking and lel me say something fora change
£ Why areyou alwiays mixng up Sweesd
3 P zalling your produc inomy stores; and yet wou winl ms
i pay al the advertning costs mysel. You're crazy,
| hawe a reaily great ides! You're going to owe this
You-zand that vou could defiver these iterms by the end of
the week. Mow you've changed your stary, Typica
i The cost of that option & going 1o beway oo hgh
7 | howé no g when we can deliver-the dems - thems' a
paablem 8l the lactong: and no-ome can somms
B Yoo want 1§ whanl 71 Mo way
B | you want quadty, go somewhes e |'m allenng you
d thesp prce,
10 That's compieisly wrong

L. B

o sy

a | think it might be betier (o consider thal 120 Separaiel

B MEr-an ades we ooukd bok gt

£ | undemtood (Hat you had fheie prodacty i stoek fol
imirmedate delvery

d Cair products are very good value 1o mensy 0 relafian o
aur competitoe

e Could | just interrupt for & mosnent?

That -doesn't gree us wery much time

g That rrght Be ouite sxpenslie

b These seams s be a bt of & prabilem with o production
facility at the rdamand

| Wih respect; that's mot guite righl

Wouldn'l you agree that i's faise if we hame come of the

promotional Expanzes?

B3 MEETINGS — DIPLOMATIC LANGUAGE

£3.3 Make the comments more diplomatic using the
wards in brackets.

I Them's one thing | weni o aad (just ! kel

s

Yo' = besng oo optmstic. [2ems | mef that / litle)
4 frweoratd be beiter fo Lse fail transooeet dwauldn)
5 This Inecls unprafitable, {actually # not wend

6 We should =ave that point until latee {think {might ! betbar)

63.4 Look at line 4 of Version 2 opposite,

I s Bt 1S BreGLeT il Wil B L A s AErmune?
In grammat s el b e corediteaal’

ot & pasl-Sirmpe, woung J rriel ek !

i the gasl form (e i sonjende 1 mene |I:|§,'\ICJ|:"1'||I,:HI andl
Indhree] = you ne Wt Esplonridg &h s i a TentElne way.

Change these sentences to second conditionals.

1 i e order 5000 pleces, what sort of docount an you give !

o )T Py AU T aOvanoR, e WK gIve yau geme o FErns
for the refraining 0%

63.5 &% 15 Speaking practice: listen and repaat. Repaat
each phrase you hearand then ksten to dheck

Aciually, Il seami jo me
that it might s a |iitla
dittiaull righl now

Pl et g




64.1 Fill in the missing fetters in this extract from a
meeting, Four people speak: the chair, Marek, Camille
and Adriana,

The chair opens the meesting:

A o1 ThEe e can ciart, Wl good momang eeemone.
and th e f (s i Uinfertanataly Bruce s il ard
] hisano 5
lust & cople o hod
~we'llhayeash 1A

pHng things beforme wa bagin
& araind ten thrty, and [, |

Doyou sl hawat yelfthea a® Grod Can =omaane
i ethemi 57 Thanb yoii

Dk, lat's mowe st 1 40 the First | Maek, woakd you
ke tok a7

Marek presents some alternatives

There ane several wang we ooudd o w ihis ms
LELS ok al the p_ sand ¢ 5 of each opt [...] - 54, in
genera F'm in i 1.of option one becagse of the cost
achantiagyes, ol ghl...|

The chalr asks Camifle for her reactions!

Thank you, Marek, Carnille, sanvoi el e what vou think?
Ths lsyolr ! Id and | ko you b &5 2o s
of this prabilem

Camille speaksi

lager with Maeku, 1 3 p
Bl vt abso e oo consder |, . ]
ap what I'm g tos Bl.l-Qnion 168 | (P |

Lormay et & hat|

Marek interrupts:
Canle o | hest?

The chair blocks the intsrmuption;

hetaredy; could you | i Camulla fj N

H T o I & fxament

Camille montinwes:

L Lmeif 'mwr g, but Maek i 5 1o b sy
that f...]

Miorek corrects the misunderstanding:

Perhaps | haver'tesp.  medemy,  Td. Iy Thats Aot
whal-lrme 1, What |wast  ing tosag was . ] &sa

il Fof | o 1|

Adriana makes a suggestion:

Can | make a'sugoaston? It% | ansd bagln i
of [...]; why don't we ] ?

Marek rejects the suggestion:

Thats_ . slke.a good fdea; bt | dan's think 3 would

W i pr a.Thap ntis{. ]

The chair widens the discussion:
OF, whal other ways ara there 1o apn
any g8 8w shouid con Br?

Camille gives an oplnkon:
Fram my @ rofv_w | think that |, ],

The chair reacts:;

Lets think car Iy abait-the im ins of thai
0 theo  h |21, bt on-the: ather-hand [ |
Adriana focuses the disoussion;

|- think v tiseg 1y grs e this iha | e more d . b
[..] dind =o, becamse of thal, 1L d o el that [L]

Marak asks for clarification:
¥ e red .- Could wou be-a lirte manesp ict

Adriana reformulates;
o — mep,, ita

ch this? s there

er way, |

The chair keeps the discussion moving:

tetsfe sthatas efor the moment - 'm not sure Ity
red £

Camille suggests the next steps:

I thirk the b waytar.  distorusial..

The chair asks for repatition:

SOy, Can you r._ thi Lhat agasn? [ want to-be-sine
| unideestanil

Camille repeats:

Yog, e "] i

The chair summarizest

Fsee ot OE et g 0 what-weve disossed 5

I 1.1

Camille spaaks:

s byl ot Al just [ ) ity akoel, ] Soimterms
ar ar. anp i vk e 1o |, |

The chair checks agreement:

CE. Canweg. thet B End see o eveneing

afress? | ] Good, thats seftled | think we shoold n. e
1 fon

Aftar same fima. the chair cdoses the mesting:
WL thanks far your iUt -evarpone. | think it wes 5 veny

u Wl discusskon. Shall wed thet for the mest
mesing? .1 Oh wes flarek, can | just A A-qul
W with you before you disappear?



4.2 Complete this negotiating dialogue with the words

and phrases in the box.

e viablz opfion  arp v falking. e o haggy
oy fooking  be pregaed | did pou have
et e Ferveadenl nsiwad of
might b2 able  mowng fonvard  feadly Aot suee
soundt Ausphabie oot

Suppher: OF, lets? )
hlsness, S0, you' e missstsd nosur greatngs candt

Lirfomer Yes, the A Tarde range - e sre with the
images of famaus pantings.

Euu-pﬂ:-er' We'sell z bal of those. Wit gart of guantinies

faur?

Cutstome | ran a chain of eght small wtad autlets, znd F'd Hee
fo plit the caecs on & deplay stand by the checlkost at e
oie, What quantiies do woaiEsugpest?

Supnler W ? i haln you
weth the stand Burt let’s gat b.uck 16 this quaniity. Perhaps
yonl shailkd make an inifizh arder of, s&y 2,008 cands.

Customes: That searms ke quite 5 lame ameent. Pl prefer s
have 1,000 cards and seg hoowe they go

Sumler When you said “display stand! saksr what Saactly

in mind?

Crstomer: & stand for the counter.

Suppliar it counter stand,
wity don’t wau dee a floorstand? The capacity s moch
bepgar. A floor stand that turns round

Cristomer: Yas, | think that would waek well. A they aasy 1o
fird?

Supplier: We can glve yeu one for each store, {ree of chame,
bt yau woiild reed 1o order 2 minimmemn rumiber of cards.

Etr.:t:nnar: Wit sart af figuee:

2oty

Supplier: «,000 nn:ls IF vl sell 100 per weak 1 sach siore
wou'll et rid of tham in five weeks

Ewt‘nmer Mo, I'm:scrmy an order of 40005 nat

I fust don't have the
cash flow fo support that kind of purchase

Sipplier: Cash flow doesn't hawe 10 be & probem

Customar What o vou mean’

Supplier: You don't need to pay everything in advwance i
waii ender 3 000 cards, wa'F give you vary good 18mms of

payment lust S0 , and

(e balanes aftar-38 days.

Customar! What is the cost per card?

supplier: The suggested retail orice 1o the-public s €2 6. We
sall tham to stocksts ke yoursalves for €1 .20 each

Cystamar: Well, #o be honest. I'm
* I'd ke som= thme o
think-about 1t Itsa fot of money—wnless we can negotiate
the cost per cand.

Supgilier! I'm sorry that's not negoetisble

6 MEETINGS — REVIEW

Eu:.b:mru' Can | suggest anathes way of

7 Wiodld youo Be
prepared 10 fEke Dackany unsdid cands froem ool ardes? W
o't Enow wihih ones-pecale wall buy

Sr.rl:lp"Er. ¥ e agres 1o that,

— wath the-other poimis?

{uamrlar Wwell, i drder-of 4,000 casds (5 far more than | was
thinking of initialy, but | guess it's possibie;

Suppdier. 0K, we'd ¥ _fotake
tack any unsold cands, bt only from the first order; and
caly iF they wiene e perfect condition foe ds 1o resell

Customer That ' =

Sapplier: Thats i, then. | think we
Rl

64,3 Make the comments more diplomatic using the
words in brackets.
1 That will be exaoraise
frniegit ot

2w vl weant a |d|11:.|nr dnrount,
el f dignifeartiyd

3 There't end thing [want terelarly
fjuiet s likn ga)

4 Splitting the arder iita twe carmsgrammnts weoukd b a

foad idea

tenlan's / bethar

5 Pm uneeminced by thit edtimte
(b tetallyd

& Wou =3l that we cas hade the prodocts an a tial basis
funderstnad  coukd)

7 What quantity aeyou theesing of ?
tnort of f e

& 0 may be ditficule t& aringe that
canforturatety [ may wany easng

89 We'rs-haweg 2 lot of groblems al g thctory
Long ar hua J Hsaes Jright o

10 We expected 5 Two-iRar waranty
{honest / expecting)

1T 1 think that your new range is the same-as your od range
fmaemiE F e o ar e

12 I donld be easeer ta pay more and ship 15 gonis by
#ur Exprass
twouldn's # little mare)

Moot | ngs

55



133

There are many different types of business report:

& A sales report gives sales figores for ditfenent prodocts in
different reglons in different time perinds.

# Market research anslyzes & company’s competitive
position dn te indusiey, enbifring new markets- and
product areas, el

# A financlal report might discuss budgets, or might bhe
the test Ehat accotrpanivs company accoumnts such as the
fuarteely or annual income statement funit 26},

& A progrss nepart reports o the progress of an ongoing
project

& A cost-beneflt analysis (CBA) looks at the resources
necded and pobentind Bemefite of a fubuee investmint
e an [T system),

& Anappraigal report iswritbken by manager about an
emplovee's perfoenuance, training needs, ehe

& Afeasibility study :5-an investigaion infowhether a
partcularsysiem, prsksct product line, otc s practicl.
desirable and [frandally viabie

# A busimess plan describes the medium o long-term
stratery of the camparm See unit 9,

® An inguiry 5 an investigation inbe an ongoing problem;
identiiyving causes and recommiending acticn.

# A case shody &5 an analysis of one paricular complehed
case (eg an engineeting project] that allows prdessionals
o learn lessons,

2 A guality reportis a regular report that monitors
gtandards, identifies failings and suggests action,

All thése tyrpes of report have cortain featires in common in terms of style, Bavout and structure. See e fable below,

# clear & systematic numbenng ol Jeeger et (shorter repors! Paomes (1 a basingss repot
% Conclse ections and sub-sechors. @ Cover pane & To fFrom f Oate ¢ | the '‘Findings' ssctn wil
o factusl #  hulled points-and 55k » Ackrowiddgements Siubpect prabably b raplased with
v ety » wisialy such i tables, » (Table aff Confents | » Intoduction secticng melated 1o the
belanced charts, diagrams 8 (Exeoutive) Summary & Findings content of the repart
4 megsured o areas of blank spaee o Rore ol fefererie | o Condusions For exampis
v high ey at the margins foe the » Procedune » Recommendatons | Advantages
af grammatical regdar 1o make noles e Findingy Disacvantages:
ACCUECY o Conclusors Ciption & Sptan @
# Recormmendations Pdarket & ¢ Market 8
B Ao
| Introduction Conclusion

Thee aivre & piarpaise o s reed i .

Ag roqueston in vour emsd off 18 Mowsmber eee (3 iy
FEPOT summarsing L arabaing o ecethier walh iy
[pe=alipliiayle i ainy

Frin vl this: report o the reguest af |
cammisioned by .

it feclerdes i oovislsss of £ dinded fafo | tonfams .

itis baged an ivtendens witl ) Fifarralion abtadeed oo

Iffanmiaticn was gathered from the falloniarig st face-fo-
foce infervens, 3 guestiannaire sertto ...,
oocnmrents-andg market researchy camed el .

Findings

Vi found that ..

Qur research shows thal |

Ve ioentifiad the folioaning bey aeas,

{ This repart weas

45% of those. Who repling. fo-the questiofnnbye thauwghe ther . .

The sirvey showwen the follosing 2reas of conoam,
This wnll Instably have an impac an |
One of the big sdvantages af this progosa &

Firemal commary

A ey challenige facivig us i,
it the Boht of the above fmgings, we reached the following
COFICILE,
v the biests of the fgures presented above, . would be
very prafitabie I
Thene ax ciearly a geyaan the market, NoWerer SEnous
otmtades 4 roman .
IF A clear that e are nignifoant fevel of
sfeey ant addreed ay a et of wigency
Tis bt e potential to bea sooessful profect provided’ .

Recommendations

Thisra Aire thige main recormmensations i rake:

We fsfrongly) recommend that

The Markebng F Operations departiment s

Friar reesgroy should be camed ouf fa tnd out

A fnating showld be set uip oedaesn ., and

! FmEnd thad e prowde the finads for | and mowe
the next stage of development.

The next stage & -

Linless fliese



Exercises

55,1 Match some possible sections of a report in the box
with their descriptions 1-10 below,

10

acknowdegpements  appeno condusins  condenis
COWEF BagE  Execufve sdmmany.  fadegd  procedurd
fecommendations | ferns of referenice

#-5hort, aversll view. of the report fogethar with the
tanehdions and fecommendaticns (it heks others {o
mecite whther they want 1o read the wihole Teport]

- T main Doy Al the teport of contane all the mlormaton

thal hiss teen collected, prsentad n 4 logical order,
ana aranged undee headings ard subheadings

inclcies: some or all of Thise: the e the marme of 1ha
person who commissioned the repart, the nami of (he
repart writer and his. ¢ e gob e the crganation;
Ehves clte the rapart wik noeed; & reference number, e
oegres af confidantiainy the dstribotion s

T wiriter makes @ personil jwogamant about
mpacitic Actiong that Should Be taken = thse g
b based dirsctly on the resulls af thenwesigation

# llstot.2l the readings and subheacdings that ane
incleced in the repart, waih the apsroprate pege sumbes

th mathods of investigation wsed 10 find the information
{e0 meatings and Wsits, mignisss, published reteene
SOUTCES, PRTSONE COsen@ban, qUEstionmales and sy

SLURAING Mmateriakhat i toh ong, too detsled or 100
tachnical 1o he-nckaded in thie man repart (or materal
that |s useful as Background But Bn't s, i1 may
inchsde tables, dagrams, graphi, drawings, Sxdracs from
other publications, e

the gxact subfect of the repery, Hs scope e what it dealy
with; T ranoe) and Bmitations, whiy T was winimen,
whir asked far it, who wrote i, swhsn i§ was compheted

the sanificant resuss of the Findingy' — this sartion
fiows lonically fram thi facts and-points dissussed garlier

A Paraqrapy Or Tao Whers oL thank all e peope and
DIQENIZELons wWho nelped yau during the preparation of
the record

65 BUSINESS REPORTS AND PROPDSALS — REPOHRTS |

652 Match definitions 1-18 with the words asseciated
with mports a—r below. Check any unknown words in a
dictionary,

tl-ewav_p in which 1est and lllussrétions ane armanged an the
page

2 whena hln:l:lr ot 1ext is Turther to the right thar the hh:i.t:k
anova il
3 an early werson of & report that may have changes made
to it before it's finished ||
£ pictures and deskns that can b digitaly nserted nto a
report |
5 anciner word far summarny’ —wsed ispecally inscenific/
technical repors |
6 the method of holding tooether the inose sheets of paper
{often also the cover of the repart) |
T IOMENTE WD Srewers guestiong {en gaestions s
queshonnare} |
B an itern i 3 Distowith 3 small sprmbal o frong of @ |
8 a mathod of directing the reader 1o anothar part of the
Teport
10 letters of @ patcular style; |
11 anois placad at the bottom of 2 page, or at the end of
the fepart
Y2 infarmatian that appears &t the fon / bottem of gvery page
i the page number; some waords o Etters-identifying the
report) [ |
13 the target audience of the repart ||
14 an-sphabetical Wt ol enlamidiar, disticult o specialized
wibnch and phrases, with theiresplanatons | |
15 b corestent shfe ol weting (and layout) wsed by evengne
imside an arganizaton | |
16 checking and making Corractions to'a documeant
[particularly inrelation ior<pelmg and noansistencies n
e
IT & shart pieoe of writing that mtroduces the repart, wrtten
by someane other than the mas author | |
1B wirds printed near an ifustration: or diagzam that explain
whatit s [ |
i glossary g heacher ¢ footer M esposdeil
b draft h Teximme i identateon
£ lont | eress-eletEnce o preclreading
d. caption | abswact P iesderhsg
g hbinding k. house sive g clip ar
P layout | Bulet potnt i ferewnnd

Pusiness raparts and proposiks

1535



Linkt-65 deseribed the ssructume of-a typical veport and the
table there gave some phrases for the main sections, Tn order
b wrihe & repoet. it's helpful by shady the langeage ameas
givenbelow, aitheugh nibe that theyre very diverse,

Topic sentences

Look at this paragraph,

Nerh iwiar He PERIERITY 28 Ir'Jrn':l,r b zlosp oy significantly, bt
wiisanl oy el recessanr. Cromuraniey gt tedl! oieriase o
peoplid pee & sheaker ppeckion of Bheir freome o gany, or fo geng off
ey Heomerer 1he rovuker emr unild el ecprlers, mind doersaes
aenurd A Beied, dndie nog Clerma reomies sy

The sl sentere 5 valled o "tople sentience’, It introdices
and summariecs U paragraph, Most paragrapls in formal
writlng Begh with s topic sentence, and thisy give o salid
Alroelund B0 v wriing.

Signposts

Lomak of thaise phirases

Tl Sy shoesed N fall g B ateis of concer

st 12 af Mg eenert all drescigss (s dnr mare el

Phitse are “signpests’— phrases that help the reader see whene
you'me going, o where (hey need o go, They ansaids b

[RTLLE P Lo,

Balanced, careful style

In & report you den't wint to sound too certain, or too
inflexile, in your thinking, Issues in the meal werld are mrely
Plack and whitie, S5 writers tend o mse wonds and phrases
that preduce & balbneed, carefal, measired style (like terad fo
in this sentemsee), Other examyples are

i gemaray . Mo
Gy e vl bt

il £ Snme | Several fA madety of
WsLaN ¢ tppinaly F often
windd ¢ cowid f may f mged

i % Besifle fhat

ICsearns thal ||

Mhia progect O supeciod #a
Irrfaion o fhedy fa .
Sl e ¢ consmErahly
spufcantly | relaniely
nanpimany £ sightly

s reports and proposals - reports |

Linking words

Thizis & major anguage arven covenied bn mxore dedadl nowdl
i, Exarmples ane:

fraditiitan, Moroener, tlereforg, atlermhioely, fo g, e,
fu frct, in |l.'.l:IF'Ill:Ii'.'.'I!'. o Bl dder Rl 1mcovrefiestone el

Formal, impersonal language

Thet language of reports &= maone bormal than speech, bul tot
s formial that itis difficult o understand. Informal lang e
shruld be avoided. The fallowimng sentence has ! (100
pesscmal) and a conbrachon (b informali:

I'oe dimuded Bhis pepert divfo
Listeacl, s might seitis

Tue réguird 18 dimdald dnfo ...

Ways fo makd vour writing a Libe more fosmial bl e
Th= piasmaver decivin is r:l‘Fh'l'Iﬂi sVl

Hees el preestitst, el lT b rapd dni Dheptrabety
It slronid bie nrlphm:r':rd Hmt ...

IF re recormemeerdeel Hhar

Moun phrases: skaff kit [ sckd chnfereiice S dririspord
bsuraice fommitiel J oospaRy persan pl

[+ pitsshyve:

Vocabulary et = recermey bad = negmbior, I s fergey o fotaf

> covrandrrainte, mcnae > fancin re e

Repetition of words / structures

Repeating words in a feport cam be boring and show a lack of
imagiastien and poor style, Bub there e pocasions when the
repetition of 4 kev word or structuse adds clarityrand impsct:
Sales o Thalie drappaed o e fagf s, whtile soles fn Spain
renmraumal stendl. Homooet, silid B Franiee aetufli e

|

k- this example, repetition of s i |+ country | highlizhis
tha e Bl e coumntrbes and adds fmpact.

Here ame twes further L'xﬂ.r'.'l].'lh:"l: ot rqp-:hri lign fowsmcld in1|1-|:.:ll
e oal 12 b 4o Tl ncledeee et gol aoe fimoe o,

Ween Bripel o diemelop Meriiilihy st our . . Hinpeser, (i

Fexipility has roime it o oost

Language of trends
See umiis 54 and 55




Exercises

6.7 Read the following paragraph from a report about
IT $pending carefully. The first sentence {'the topic
sentence’) is missing, Choose the best first sentence from
the thres options below,

' FThis solulion should be e inegrated workepace that »
bipih.an infranet and a cenirel resource for-pur crganizalion:
My e Loy T Il
& Aooess documents cend  NEormAaTon | pEcOmely  fom
anmwhers
8 Organize valerdsrs and schedulss: a2 centralfead
LT
 Meat e, online - anytime, snpwhee
* Share praserialions and dermonstrations
# Collaboraty wilh co-warkers, pariners and clients. -
wpwhinrg,
*ﬂﬂl_m-ﬂq@wls will TRELIE In InoreEsed Crealiviny end
st afieniy

& e neeel ta anvedt i an 1T selutan thiat allows s 1o reduce
SIS 1 oeEry deparment

b ‘We nesd o evedd nan T sobutan that allows us o beiosne
tg marked lader iour irdustoy

£ W nese o et i an 1T sebutan thal allows us 1o s
mfoimation and colabomtewith colleaguees rore etfectivel

EE.2 The extract above shows some examples of

‘repatition of words and structures’, Find:

1 oo wards i sambence 2 1hal reler back to T saluton’ ih
the opc senience

&t vers in the topic semence Lhat ane epeated lalsr i
the bullet points -

3 o tegewond phrasein thie second hall of serence 2 thai s
repeated inong of the bulets with a ilight change (o the
farm of cne of the wards

4 weench that s repeated thres times i the bullst poims

Noice dHo some repeating stratiores
# avarb In the mfimtive alier sach bullet
i ingreased’ = abatract noun in sentence 4

All these repefitiors — combined swith the deéar candse stfe
— help-to pecsrade the-reader and give the paragragh impac

&6 BUSINESS REPOATS AND PROPOSALS - REPODRTS 1

66.3 Underline the slternative In ialles that you think is
mare typical of a business report.

1 Weve made considerabie / Bnastc orogress. and qualiy
levess wall £ @0 epecrad 1 fEturn (o nommal within a liew
TR,

< Sales T2nd 1o neany sy drop a litle ower e simmer
pernd; although this srobadly wan 't be £ might oar oe: the
icase this year i we continee the marketing campaign

3 very saon £ A the earfest posabie opoorunity s
will need to have @ mmeehing fo han the production £ a
Grodoction plaEnmng meeting

4 - HE performance over necent months has been Do ¢
qete poar, g it may be 7 walt be necessary Lo meviee s
empleyment with L&

§ Thee s a realy ! reatvel igh sk of falume with this
prEect wnless we imest mont movey /S finadcial fresources
at-ths sarly e

6 T possie that £ Mdaphe the sinasy B not sery accurste
as-we only ot Lotrained a resporse rate of 25% 1o our
ALUBSTONNGIne

T A lossof jebs 57 sy to be one of the consequences -«
things that will iapoen (7 the progess (& subomated

8 Today evepune s ¢ many oepnds e laaking at teleaarking
<% an aption, but it eads to ¢ hancally feads to a sens of
malation.

9. Some sugaestions ssng from Cihat oovme o my nving
frcwm these resufis 2re mven i & 507 preserted below

12 e camied outiods of / noreErous s in our echnical
department end the results havwe been geey good /
EnCOUTATIDT

644 Rewrite these sentences using & passive form 1o
avald F; ‘you' and ‘we’,

1 We can use the sarme strategy for athar pradocts in the
range

U T sETre SRy G Do e {or otk
Drod s u the range
4 bnsection 24 Dwil congider the ervitammental inpect of
fhsse changed

B sachion 24 1he —_— — __————

3 You can only oo tis after the machnes have Deen seraced,
This ] _ater the
machings Nave Deen senaced.

4 §should emphasize That thess rewlts areonly privisional,

i _ thitthese
resUits ane only prsssional

Business reperis and proposals
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What is a business proposal?

Pusinoss proposals are writhen when 2 supphier (AmE

vendork s triing to win a eontract with a dient company,

s campatition with other Sivmlar suppless. The writor is

trfing o parsuade — 15 8 sdles ddcament - and then will

b =ETOREOr, T ‘o]’ II"'E"‘"“’E“ than 1 a business

report. The writir will wse techniques from sabesand

markating such as targeting the cliont's needs and offering
cloar benatits: T_'."pk‘l.l confesks are

L] T:r]-I"IT'lE fon ok the catittact bor a small, mdependaently
produced pisce of wodke E‘l!I:I'II'I.Fl]E sorme market reeparch
fora cliont compary.

8 Tryings tn win a contescd for one part of 8 large
inteprated project, done i chose co-operstion with the
client company. Example a subeontractor who offan
n I-FI'D'I-'I-'-IIHI"-'I:' syl il willl work undor the cliont
COMPANYE Prjact MARs e

& Making a proposal fo [orn g confmuing relatondtp with
the client. Examiples s propeeal om an adviertizing agoicy.

& Chatlining tha cose for a more formatized partership
bitwaen two siparsle companies, Example: whem two
x| unl parhics co-npetse o :il."l-'ll-]upr o nenw Prnﬂur:l: ar. enter
e miarkion

Structure of a business proposal
A typical structure for o lasgescale proposal is shown balaw,
Ehorter propasals will obwieail b stmpler.

1 Execufive summary

I Introdudiion (palvels of the corment Siiation, the
approach saloctod and why)

1 Ginals {fist of gouals taken directfy from what ihe cliont
hare tald yroar, with messurable targets that yvour work
il achiowed

4 Project scopa and acton plan (key components and
nctions that vou will proside; disfrming yemir ml in
relation ks the clieni’s pole)

5 |:I'I'I-F|i-'ﬂ1-t'l'l1‘-!lﬂl'll'| [l o willl ok with the clionk; 4
Hmietablo/Cantt chart: deliverablks; resuurces neded
such ax office space or access to information)

& Agens of special sxportiss (your speciabized, and
profurably amique, skills and know-how that show why
pou're tho ideal supplie)

T Project toam mambors (4 paragraph on each person o
patublish credibility with the claent)

£ Pricing {vour fas, other costs for vou or the dient, and
pussibly a short paragraph ot the end. emphasizing how
the: propasal is rost-affectivie and how the chont wall bonafit)

% Conclusion (2 cost-benefit arnalyss showing why the
pl‘i:r.- & worth paving)

10 Appendix (a list of your past pronects; foll detils of your
leam / the pricing /tha Action Plan eic)

— proposais |

The table gives some example phrases taken from six
different sectinns of six diffenent proposals (ABC. JKL, MNO,
efr anz the names of the ¥erious client comparies);

Inh‘ndu::tmrl
ABC & Jooking for anstance in choosing ang
| dmplermenting . | | Uipgrading 10 & mew gystem wil
atiow A8C 0 . v wall cuf inventony comiy and o
| proauction run ivmes. [ D AR upgraded- stade-of-thisan
| spstem ol pasition ABC a5 2 leaning miaver i the Hekd of
LAtk e @b 10 SimoorT he Groesisized customens.

Goals
- SKLS Tan goal 5 10 GUISOUCE . N order fo reduice the
number af -iouse smiopes, Thase amioyess ae
| fulfy oocupied far onky about §0% of the yaar [, ] |
A SBCOVACETY Qoa 50 e 1he e that kL
| ITRNSTETT. SRend on proitams assooated with 1]
| Thasz goals are schievabin. and dur froposal s
AT Jeal sodutian, e ane abve focesl with . and our
| CLSTOTEr SAnvite 18am can fundie any probiams Hhat
AT Oecwr

Implamentation
Ve vall chetionr e AW irnmadiiate stock of .. and make
& Commuiment fer Siphey s aocional L L iR aekaiien,

e At prowrde AN wih sales Heers ang shore dlsplais
fov . [ Wie will alies eondhict 3 marketing Jumynf
250 endd Ligary, whweh ean be vrag by BIND 15,

Aroas of special expertise

STU reads 2 campany with 8n {r-deoth dnderstanding r:.nr
-+ 2hd we have exfensive kndwledge of this feld |.)

ﬂu'nmunnn' NGt & foirner .. managerand fao

engineers Tie enginsers e consideratile espénance of
[ ) We've worked o Smilir sstems in 28 locations

i o] Inchsted in the Appericix i # list of projects

we've done ., anidf festimioniaks from .

Pricing
The tots) coft ef the jaint project with POR Wl be
0000, OF bhis fotal oour'fee wil be £330 D00, The
remaining €10.000 &f supenses will be absnrbed by
PEA L PORS Dol = focronverT ore-time clstomes
it reguise cestomens by dermonstrating the long-lasting |
benefits of __ Our propossl shows how that can be
aohipied in 4 cosbeffective mannes || The msaunes
that PEIR commits to the proect will alsa alowr it to fake

| avantane dnppmmumrn marireu



Exercises

67.9 Find & word from ‘Structune of a business proposal’
opposite that matches sach definition below.
1 the range of things-that & parbeudar acivty-deals with
i rm-u_wcrda:' -mgmm used i project managemen
thist shows whien each taskiphase should start and erd
3 m@nﬁems :ha.t_.are prodused as a result of 8 project
such ab physicalitems; - desgn spaciications, research reparts

Maw do the same for words in ‘The phrases you need”,

4wy e and madErn .

5 formialb statemients; swritten by pravioius Chants, that descrite
the shiltiet of a person Greoempany

6 an amount of money that you pay far professignik Senices

&7.2 Cover The phrases yvou nesd” opposite and balow
wiith a plece af paper Fill In the missing latters.

1 utEwentory costsand sh ten prodoction mun firmes

2 pos O ABEC A% & lea gpl or Imthe kg
3. AEsE ary goal
1w il mon 1 e dadeatry o) 4 markediog sy W

of 250 pndd users
5 & comdarywith an i de
B e Prae suie
& e ey
by PR
B this co be schisvdd inac -gf|
B | og-las  pig bensfits
10 the esieh o mdrket leader with & 40%: markat
why

undemstanding af
v knewledas af this | d
g EN0, 000 af vaperoes will be b er

=ima B

=
Conclusion
e recommend our solutom as bemg the best opbon
available to redure costs over the medium o ong term
and-reinfonce XTEs brand's image. [ The makest &
refadively mew &nd o dafe no SmniicanT Domestiinrs
to XYE have ermenged. An smproved images showd help
oelay competinion | | When competition doss emerme,
AYZ il be seen as the esfablished maenket feader and

| ‘showld be abis to hoid at ieast & 46% market share

| P

BT BUSIMESS REPORTS AND PFROPOSALS - PROPOSALS |

67,2 Look carefully at the example phrases in The
phrases you need’ opposite. Decide whethara or b is
corract each time.

1 I fhe introduction saction, the proposal;

a Ewritten from the suppliers point of wew, showing
& comgary hisfory and & bulletzd list of product
featuras.

b swritten from the dhant's poirt of visw, outlining
& spacific need and 2 specific solution justified on
busimess gnoiinds,

2 In the Gogls section, the proposal;

a4 presentssome progect goals that tha supplies has
anahzed and thinks are necessary

b presenis some pregact goals that he client has
explamed 10 the suppar,

3 In the Pricing Saction, the proposal:

g presents an ibeenized list of all the components
of the' project and their prica;

b states the total costin a simphe way, then moves
on to malch the cient’s goals 1o this cost and
also state ar extra benefit, (2 detailed brescdown
of costs |y probibly Included & part of the
Appendix)

4 In the Conclusgn section, thie proposal)

# summarizes the main points i 3 canlul, balanced
ity explairing again the different options foe the
preject and why this particolas one wis chosen.

b migkes 4 sirang redommesdation thal [Inks 1o the
chents goals, then moves on to sgeniibyadditions
wilul beond the immediabe guals and explasns
the benelit of this added value,

E£7.4 i you understand the personality type of the

decisior-maker in the client company, you can use words

in your proposal that are likely to produce & positive

response. Match the personality types 1-4 with the

weords and phrases a—d.

1 Analynical; values accurace facts-and figures, warts defased
analysis |

£ ‘Fragmatic; values actorand esulis ||

3 Comensis-sesking. wants a daci=on thal doetong A0ceps

4 ;'-’_;:\-r:lmr:,r antreprenaunal, Bes contapls antd bE) cdas

# Ay 0 Lse, rlznb'ﬂ. persandl cammitrment reiable, suppar,

widsly accepted, warking ralatiteship

b crtena, evidence, ogcal, methodology, chigctive, prnopks,
procedures, proof, proven, esked

¢ breakshrough, cutting edge. creatve, exciting oopartenity,
innovative, long-term view, anginal, wannang

d bottom line, efficlensdy, perlormance, productive, profitiilty,
FEen 00 imestment, speed of dilivery

Buslneas reports and groposals
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In-every successtul proposal the supplier sends theee main
messages fo the client

We can match your needs as defined by
you (= compliance)
The client wonders; “Ame they proposing what T need, or are
they pooposing what they have?' You wor't wina contract
by sitmply describing yoor producis und services and saving
o good they are. Yow have ko recommend o specific
sohution thiat will solve 4 specific problem and prodiusce
puositive business esults
Thie first theme needs ta appear all the Wiy 1|1:n3|.15|1 your
prégsosal, but b turms of thesfructune sutlined in’ uiii 67,
I iescts jo ks EI-F'L'Ei.H“}I' shroing imsechons 1. 23 4 and @,

' We have the competence to deliver
(= capabilities)

The chipnt weonders; *Can ey do the joby on timeand on
budget? Have they hasdled sinilar projects behore? 1s thre
a risk that they won't do the fob propedy? Te poassurne

thet client yvion can incfude sefienmces, esthmondals, o Hst of
clients, a vase shacy of o previous: project, awands, poblished
reviews, neports by independent analysts in the fekd, CWs ol
ke bearm members, profect plans, o briel company history
that emphisizes growth (hrough suceess, vhe Byl bess = mre
it this aren — one good case study from the same [ndustry,
showving the samie kind of ssults that your chiend is secking,
may beimough to win the continel

In terms of the structane inownet 67, this theme s espocaliy
Televant i sections 1,5, 6, 7, 2 arsd 11,

© We will give you what you want, plus
maybe a little more, at a fair price
(= value)
Clients wanta fair price, with no hidden costs, and no
undisresimiating of the effort and resources needed. They
want bo see whal kind of retum on invéstmient they can
expuct, wnd they want to knoow f vau're offering any added-
vilne factors that go bevond the initial analvsis. Your
propisal must contain a clear, explicit value proposition - an
irgument that shows the client that they get mone by buying
froam il than they can' get from choosing another supplier.
The: table opposite shows how “value’ can mean a variety of
thirgs, not just Anancial vl
I berve of the sSucture inoamik 67, thas thoeme il:m:j:#n'.aﬂ_\f
relevant in sections 1,8, 9 and 10,
Pruring the decision-making process, the client will probably
uge the three crflfeda above in the order shown, i first they
will chetk compliance; then capabilities; and fmally value.

id proposals - proposals II

Value: what matters to the client |

. : == ——

1'9&%%% redie oparating sxpentes, InGreass
i rp-.rEu.la anrh'ﬂ c-a:h N, rsdhung Ead dsbit, ﬂmnurm
1o remove fiked costs fom the pasrol, increasa the
absoluts valug of sach ttansaction, mh.lnn-rpur%nt
gach ciatomars 1ot butingss

Secial i
Irtarnal, incraaee amployss o aqmm}nn. Mhnrn;rﬁjﬁh-
parformance, redica hirrevar among key stall mambers,
tecucs Sbeeniesism, accslerats ahp!q,wu iralting

- Esfernal: ibersisss cumceme: iyalty, mmwhﬂami
recoghilion, create @ postive image in the camnunty,
address-a obmmunity [ emviranmental Gonoesn

T T —

b‘nmrﬂtahmw Emmnna rrﬂurllﬂﬂmlllnr maanauﬂu:
of usy. comply with reguisiory standards, canform b @

specific qualiy rnﬂhnddﬂm. reduce tt!l’m Eﬁm rEl;ﬁ:::E.
ﬁummrm:ﬂam |

Yechnolo
get all e EiﬂHfETl'P{Elml r.rthur:mm el mwa
Iz wark together properly, Improve system umhmgs,
irrplernent the mast acvanced iechnology, presane the
 value of legacy sysiems, maune dowalims, Sdo naw
Imamﬁllmﬂ, E.LIII:ITTHiEH Iahu.rrhlnmsw
Ffﬂﬂﬂ& )

Risk minimization |

“avaid Ihe rigk of fadure. mplemanl e e seen
_apgm:mm addmecs naalth and salely ivssae, avald lablitg | |
'I.‘JJI'H:‘EII"HEI |

mimammamr DECOME (e market wadel, ente ||

mmmw}wﬂmmﬁ Weap them
compettive. focusan ﬁcrrau:mpﬂﬁum

=B R T L !



Exercises

58,1 Chedk any unknown words in “Value: what matters
to the client” in a dictionary. Then find a phrase that
matches the meanings below, Write your answers in full,
1 decrease:the amount o money owed to you that wou can
not cedlect
ricliice ban dalt e
& e wonir-gam stait and have their work cons by an outade
ompaty insteat

1 petprders for lasger amounts of money instead ot smaler
amatirts of money

4 mprove the standard of pecple’s work
5 =g so many imporiant people leaving the company

B make it easier 0 senice Bquipenent

T make sure that your products haee the levei ot guality that
he |law reglimes

& iollaws an estabished w2 of 1wools and standards such a4
the EFOM Excellence Modsl, the 50 000 series, S S

9 beable m I-'tIII Lisa youT old iEohnoingy Songsde your new
{EChnciagy

18 - decrease the fime during syhich 1he machines in fhe
factory a2 not working

11 put into-practice something that kas wiocked marmy tenes
beforz [and 5o has lmited risk]

12 make the warkplace ks dangeroas

13 educe the worry that pecple might sue wau (= tade pou 18
rourt} becawse of-damene o jury that you have calised
1 je=tde what yoor oompany does: begt

8.2 Aead the extract in the next column from a short
business proposal. Tick [ the boxes at the snd 10 show
whether the extract contains examples of Compliance,
Capabilities and/or Valus,

B8 BUSINESS REPORTS AND PROPOSALS — PROPODSALS 1

FROPOSAL

From: Caeskom Cimfretingr '
To:  Big Fridge Manufactursng Corpovation

Key goals

Blg Fridkge is considering an apgrade of s EEF {Enterprise
Resoiroe Planning ) aoliwioe oe allow 10 oy expramd i
arsmklcir g base in Easicrn Ewoopee, g Fridge wats o
Rereww win dpaicns wre avaibabbe, wad 0 pardealan low s
jemsitile fogestomd e @ smnadard ERP poackage,

Custom Computing: special expertise
Ciispom Compuibng him extensive experience of instalibng,

el coiaeamiang ERIT soltware —a list of oo
progeca in included in the Appenodiz,

W lave pacticalin expenise i the domestic spplioses
SECLIE, 'll'd:.ft:ﬂ;llﬁliﬂr.'ﬂ:ﬂl.l'l'il!ﬂ eut -suilar project for Chaalic
Comkem. & fillow-up sorvey at Qualisy Cogkety indleated
s averigie manager seved 1.5 hown per week @ a
reabilt of the oew ERI énician, amd that the system praid for
el witlyi abx mionths as a oesalt of imfresel proshecevin,

Action plan and defivernbles

Wi Prn[.m I:hn.l.{.."h.lli.n:l! Lﬁ.irl]ﬂ.ﬂr:“'#m-rhr]md'.' with ihe
IT dopartment ond denios nomagement of Big Fricge For
AR T Fannd.;'rn i.n.n]yn thie -BI“-I;IEE- indk cissts af any
opgride process, i

We will jassiggni o this projeot sur Senine Sytems Analyst,

U Klons Muellec one of the feading professionals in his
ficlel Fis 0% s incladerd in b .*;FFETLrlh.;

At tho end of the ovoweek Frr‘iud wer k]l ﬂ.-u'lhl:tn.
repart o Big Friclze weieh G reeoimmsendadiaons aenl il
COMITIES.

Condusion

H.iH_ Fl'l.ll.l.H_lr T |'.u.||.:'|r.|rm waliers ir car mnks |||H'nl.l'|:u:|:|l
pelvaansces hinbock |'|t'|.=.-:‘||.'u.'|i'.'i|.:|: 1A T | pl:r.:ﬁl.u.'l;fili.qrm aq:rl,:ﬂ:l.
ol dgveitineis by FRIY software, Thisee livvesinsenis will
Fﬂniti.nu. EL-HI ]-'l.'].!p;e.m.:u |ﬂ|’JiJ:IE p'ln.:.-a 1n thee slride goods
inclusine

We recommmend thai ]':I-L;g; Fridge chaase Customer
Computing o carry oul, the initial esmiomion of the dpiios
armilable. Cher track record shows that we are idealhy placed
i F{mﬁl:, H'g' F'ri.dw: witl ihis nmalvsis.

Ehpuald 'Hi;g Fri.ﬂgu decde i gu..ﬂmn.d with any :L'p-i:pmd.e
sodutbon, Castern Comypiring will be delighied o pot ina
Terther P:mpu:n] 1 :urr:,rn-ui.rhu work.

Compliance | Capablives [ Value| |

Sea the Answer key for the specific referonces.

Businass reports and proposals

14]




142

Cornpane the fwo texts below.

Version 1

56 Talking about the States, the problem is thot we anly
hl"."l!l.u[lﬂ-ﬁ‘l:l}r!: o thecedste. Avd da you knins what?
T]'E:":mm‘nf:lu.pji cornpetithon ot thene, A comple of
crar eompetitors mivged mecently — their new comparty is
watlking all over us Our nest quarter’s salis fgures are
Boing to be & disaster. But vou have to look on the cunmy
sices ~ mayhe enir head office will find a local company far
us lex bty Thrr wis have  chancw, Anyivay, heid office
'|'Irg.':-$uﬂ1-1:|.: lot ot money cver thens — | gess thoy koow

what they're doing, » a9

Version 2

Im volatiom o thi 195 siarkiol, oire salvs force thoro b=
concentrated on the hwo coasts. Moreover, iwe faco very
ﬂ'l'niﬂ compalitis fro l:i:ﬂl'l:lh:.m In fact. bwo of oor
campetitoms have rocently mengid and the new company
18 barking sime markil shige sway from as. Therefore it
i likely that the yoaron-year reveiie Ggums sor nect
quartar will ba flat, or sven slightly down. Nevertheless,
ther b toerm oartlook: for the U5 i3 a4l very positive

ﬁa-rﬁrnlnrt:,r i wra can males a Jocal atq_ﬂ:l.ihﬂm bus
ineressn cur market ponatrahion. On the whele we are
etnficdent that our investments in the US market will
prreve wiarthahile,

Worzsnn 1 a8 spesch. Senlences are shork Sometines thoro =
nit linking of e setibence 10 the noxt, othee Gmes it s done
with simple woorda-like Al Bk, Thes, Ariay, ofc.

Yeribon 2 has vory slmilar content, but is cheacdy from a mone
farmal context, This could be o written report, or itcould be
il -‘:IF'l-'Ih'l.-'l'l presentation of a contribulion ata larpe mepting.
Obiviowsly the vocabuliery and general wone & moné formal,
but pay particular attertion 1o the inking winds and phroses
i b, They re usod to make the structune of the angement
elear, The reader /lstener = warmed about what s COMIT
mext: achange of foplc (v roatie (o), a seoood point that
dds o thee fiest e and reinforces: e arguoent (imurseier ], a
renl situation that the writer wants o highlbght f ), eec.
When nsing linking words, think about thelr posktion b fhe
sETlence
# Most of the exampies in The phrases vou need’ can
b used atb the beginning of & senlence, ind whens
appropriske are followed by a comma (B whese Vou
would pause in speech). Version 2 abiove shises this,
# Many of these wards £an alsa be lsed i tha middls of 4
semelenice after pads
vonp BBV Iy EcE
vonp ] impiefiovre |
B A Few are used immaediately: after a commia. Thise knclisde
espernnily, suely s and urierims:

ts and proposals - linking words

Introduce a new topic

retareiing, wilh eferenoe to, i el tion 1o
Add = related point

maredyis futhermaore, 0 addidan
Show a consequence

50, Hherefore asa seal far B mason

Gilve amexample

e, SunT a5 for esamae for vustace
T articingy, espeviall) alove ol
Explain by rephrasing

1B, i Gher Wwovas

Say the real situstion

inTact, betoialy a5 a3 makfar of f3et

Sequence
syl secondiTps mmaidy), foaly

fies Tl stope S afesids | dherr |, and @ier that

Talk generally
wgeera, on the whole, in anosn caey

| Add a surprising or unaxpected idea
hOMBUED Buin HB, Fisverthelos

Maks & contrast

N CORTIAST, an the-other fan
whereas, waiie

State known Infoermation
of cowrse, obvlawsly cleavl
Concluds

in esrrekmion, an balanoe, overall fakisg evenpihing info

consdaration

ety wkifuolls ady dobdk
for emphasizing what Is really ffne

or whil really happesic e 'ver spodan an
i pbome et oo e Reber aciigdly e,
2t for emphasizing that something |5
Eurprksing: I think she ooruelly aprend o go
:un::uti‘: .'if.ra:.wh

spride 35a o crevecting o statement:
It tevew yenterriay, mn actumdily I was- Mokday
meaFrI A
4 spokes esed for mllllnwmnthm Tafed
v st et o CWelE, s Qi o
fal, ratgsilys”

nevertheless /nevadizles) nov wk desalie o
fnct or idea sl You kave 1est memnthoned:
o diffienls rece. Neoertheless, oot 1000
rrnmers particlpote every vmr,




Exercises

9.1 Cover the opposite page with a piece of paper.
Kow match an item on the left with an item on the right
with the same meaning.

1 regarding - a2 a resul

2 moreayer ¥ b on thewhole
3 therefare A, ¢ actually

d in partcular H“H——d in relatan 1o
5 infact g avendll

B ingererat t nevertheless

7 howeaver g -above all

g chearly R Aurthemmore

5 on balance I n other worids -
10 e | of course

69,2 Complete the sentences balow with either 'eg’

or “le’,

1 Fossil Tials, ol g aoed cowl, are lkply 10 piay &
smaler roke i e ol energy mix

I Fosil T, ol Al gas, ane likely 15 play & smaller
role in she ovesall energy. mix,

The weards e snd fe b Lailn arfoens leeamd aretia end
i enth. They ran bo used in speech as well azwemg [

693 Underlire the comeat words in ialics.

17 Sdles rose i Germany and Frande. Woreeer [ Thersiore,
thiey rose In Polasd, Hungary &ed the Cxech Republic a5
well

£ 5ales Increased in Garmany end Framce, Abice 28 1 in
covras!, they svere flaf in Paand and Hungarg

3 Sales rose b Genmiany and -Fracoe. Fov exaniie ! n fact,
they fose by over 10%,

A W gened  Fivthermove,-sales were atiang in Wessern and
Central Euoge, Howesel, they 21 slighily in Sp2n and
Fariugal.

5 Sales mase stomdly in Germany @nd Fiance. On the whole
A Therefigrewe will ooen ew affices n Fraskfult and
htarsaillie nent year

& Sales-wiere up In YWestem Ewicpe. n parhcusd Ao this
reasy, France and the Seneiux couninies showed strong
groawth

i Dheral ) For msance 11 wess 2 good yean Saks wene ap noal
major inakels

4 Sales yere-strong (h: Brazl. Exen-so f Cleanly this weas due to
raped gdroveth ke the gconomy.

| whereas ‘wear'sa/ ganjunctinn osed e
shuwing thnt thers & 6n impertant
differenes botwaoen two things, peopls,

sitithons eic: Doceaes” saloris J'u::l-r ricen |
subutansally, nhareas nurses’ pay fag
ecteerily fatien,

6% BUSINESS REFONTS AND PROPOSALS = LINKING WORLDS

69.4 Complete these four paragraphs taken from a
regort by a Chief Information Officer. Read carefully to
seg how sach sentence and each peragragh links to the
one before. Write a capital letter whers necessary.

ohoarly mpaTticulet  egasing

o thelonger tarm, there have heen
Amveral requests by ermployess to drange our office
cormpatars-from Microoft fo Apple.

his is-samething that we hive 16 consider. as .&mlu has
.satmﬂgr-frmm dcivartages * e Lapple
offecs a betier cpemtng weaem and & [ess sulnermble 1o
hacters and viruges

M T3l movesyer o The il

E , Apple tompoters- 3 already in
e i ourisrgantzation - the two grasha desigrers (5 the
'l.'_nmmummtn"n department Lse them

. W' noticed fhat-many othes
w:ph hrlng e ek H'H! Mac: lapiops that they Lge ot
home. © =  this does not seem 16 create
Aafy sefols problems - the Othice suite runs perfictly well
a4 Blat.

l'r.'-rnumx:-'ﬂ

howsawar  sacondly

_, thers are some spriaus obstaciis

i ddosting Apnie as the stardsnd platform thababeut

he Srganizanon. Firstly, tene i the ouastion ol price.
“Appbes am-sinificantly oo spensive = thay e targetad

A1 1he consumer market where fachien and design bring

o preemdim price * , AhErE Jre soma
serlods technical lssues SaF ° . ey
TP e Pes aned aur IT Support staft-are ut hamikar, with
thie Mue operating systert

anbalifee o udereas
i 0 sum up, Microsoft offers:
fammiliarrty ard ease of fechnical suppert st & reasonabie
price, "7 Apple offers design and

greater sacunty at a-higher prce. What conclusans can
bedraan? ¥ | jtseams thatthe best
optian is to continue using Micosaft PCs for the majority of
stafl Wiewal of course continue to rroretar-the sk,
particularyy as the nfernet replsces Windows a2 day-1o-
day saftware platform,

Business reparts and proposli

14



0.7 Complets the report extract by underlining the cormect words in falics
Sormetimes the cholce s based simply on style or usage.

Te: CED, Auto Corparation
From:  Chisf Eoonomist, Aldn Corporation
Subjest: Dullook for the of market and e implicatione for the Auto Corporation

Introduction

THag Oberisnder, CEO of the Auto Corpdration, asked me to write this raport | This mpart war commissioney By Hans
Cberiander CEO of the Auwto Corporation, The *aim ! scope of the repart is 1o make & long-term forecast of trends n the
Tmarker foroll / off market, and to analyze how the futune price of oi will impart the sutemobile industre. Y particutsr
{ Especialy, the report will fock a8 cur own company, the Sulo Corporation, and whether we are positiored to- meet
future chalienoss n e markeiplace

O market

The price of od has been screasing “steagy £ steadly since around 1999, This has besn drven by factors on both the
suppdy side and the demand Side. On the supply Yde, total word ol production has now peaked, with no Ssgnificat
# significantly rew discovenes. o the herzon. " Talking abour demand ! On the dernand side, the qrowth af economies
sixch a5 Ching and India hias meant 4 huge inerease in the consumption of ol

Our *research shows | msearches show thit these trands i 1 are kel to continue, and that oil prices will rermain
hilgh for the foreseeable future. This will inevitably have '3 force ! an smpact on the auto industry, wath ligh fuel prices
CEUSING CUStOMmen o furm 1o models with lower running costs, 'such ke sich a electric can.

Fuel efficient engines
At Autn Corporatian wi clermntly manitactunes Swn hyiind alectne whickss that combine a conventional gasoline engine
with an on-naard rechasgeablie slectric hattery,
Salos ol thie modals have baen Ydisappownting | terrible, and for this report we asiced an independant “company thar
el rrarkat resparch | market rasaarch company o oarns an # canny out 3 sunvey 10 disoevir the reasisng why Thea
suryy shenawed the following areas of Panwety / concem on the part of patantial customers:
= Tha-relatively high initisi price of hybrid cas — Mipeically § heodcal & hibirid: car pays Tor isell In terms

at lowear Tusl costs after sbout theee yedrs
« Thefact that hybiid cars *are unedile to go very fast ¢ go slowly. The additonal see and welght of the

battery pack rmeans tealt thie canventiotal engine hés 1o be smaler
= The added sk in-an accident shat the driver, passenoers and rescue-workers will get alecmocuied by

thie higly walage n the car

Conecluslons

Irvthe light of e above Mfowrdings § fingings, we reached the next / fafowng conclusions:

= Customars will ““increasingly ¢ more and more want fusl-stficent models, induding seciric cars, due
o Cortinuing high odl prices.

= Govemment kBgishition on educing the emisson of greentose gases by sutomobiles will also drve
the *'trend ! fendency away lmm conventional engres

« Ao Comporation has been slow to respond to the challenges: shead, *2hacause | die fo' custormer
resistance o the carrent generation of essctric vehides

Recommendations
Thiere are twd “mal f mast important recommendations we would like 10 maka:

= The Poand of Autn Compostion neads to tzke a ongerterm wew of the market, *papmng mors
BrtEn TN fo ) fhincimg about - he once of ol In-its strategic decsions

= Auto Corporation needs 1o invedt condederably move Smoney ¢ francal mrcurces n RED 1o develop
& paw geraraton of safe, inexsendve bnd relabls sectric battened



70 BUSINESS REPORTS AND PROPOSALS - REVIEW

70.3 Read this extract from a business proposal then do the exercise below,

Understanding your stock loss=s

Tnank you for meeting with (s and belping. us undérsfand
the stock loss stuation at Fashion Supertore in mom depth
We propose:-io conduct -3 eviewr of pour store 1o e how
Closad Cirast Telestsion (CCTV] cameras could e used most
affactively, and then comgalete the instalation of the sstem
Zur aporoach th bazed on gur fwealy Yedrs' expenerce of
providing sectnity solutians [n the miad sectar,

Key goais
ourgeal wto reduce shopifting by insaling wall-mounted
cametas ificka v ur store, and 1o fave theselinked to monion
at @ central-sesurity desk. You want to do this n 5 cost
effctive way

Project scope
The propee vl nluce the following actvities

= |gantity the best oatinns for CCTY camers and iretall the
cameral

= |dentify the best lacaten for a central sacunty desk, with the
rcelitcm and a velle prasenceot secisry pemannel

= Rura tiaring program- for the secarity-persoringd mahed

Implementation and daliverables

A limelable s the ditfersnt phases of the preyect |s anpleediod
as an eppandiy, W estimate that the totasl fime required far
this project 15 b weeks,

Delivierables foe this praject will include:

= Approxrmately 30 COTV cameras, with e ssociated
monitces: St the tentral chesk, 8l fulhy inklalind &nel Chediced,

= Al additional ratenals such a5 cables;

* A theee-day franing program dor secunty personrel,
ineloding Foew o ok the cameras and moaitos, and
full sirmalations - of shoplifiing events and how to deal with
them: We have mun this program successfly in over sty

lecations.

* A spedal repor] Of how 18 manage seoarity parsonel,
particulasty with regard (o ahiays kaeping their attention on
the joh

Staffing

We will assign toe this: proiect-the FoBowing 1éam;

#An n-sioee secunty expart, e Bob Parker, who has overfen
waan’ expirience in s Feld and previously worked for the
polke.

* Four gualifed esctnicians,

# i traingr, Ms Beatnce: Sterne. member of -t Inititute of
Traiming.

Feos

We 'will charge'a toia! lee of £354.000 for 1his peeject. Thig
michudes all the ifems reiermed o aboee. with no hidden
ExIras;

fasad on the fiqums you prowded us ard on information
cstained fram prndons assignmernts we have camied aut, we
estimade that this sestam wall pay for jsalf within eightean
morths Lee thet hgumes in the sttached case-study, which
OESIFinEL @ vitry sirniar parxoct hal we carrsd out 13t year

Conclusion

We ecommend that yold fonliart aue gampany 1o Ingall
a CCTV aystarn ingide Faghion Suporsboss, Thin syitam will
dramatically reducs your losses dug to shopiifting.

In sdeifion, (he spitem will bely grosede a safer-environment
fes shoppers, When they soothe camems they will feel ks
wotried about dangers such a3 leaving their bags urattenged
o he Hioar while they Ioak af clathes, This safer enviranment
kel to bead o shopper spanding mone time inside Fashion
Superstore and themelane :FI['I"d:ng Mo maney,

sl calll vou on Wednesday 6 lupe 12 discuss Lhe st sigps.
Wi ok fonvaed $o working with yow fo-create & more secure
and more profitable Fashion Suparstore:

Put & tick {7) to show which sections of the proposal mention which of the thres

themes. See unit &R f»‘.‘ﬂ‘ﬁ'll!ﬂ"ll!’lﬂﬂi_.

un - n.g.mur. !

Sae the Answer key for the specific references.

Himinnss reporis and proposale
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Discussion topics

Unit 1 Page €

1 I your-couniry, whast do peogte think sbout the isue of e
Erade v profeconsm’ What Is your oam view?
2 Tress tede crmatis jobis in some indusires and uremplcyment in
others, Which? W7
3 Should cerfain industies be prosected? Which? Why?
4 Werk n smiall greups:
® Make your oimn ligt of argurmests. in faveur of glabalizatren,
and- A purEnts- aganat
# Putyour list on the table o of you soothar evayans can
gag i1 WElk mune tha room and |ook a1 all the-Tiets. Wite
riowm anm of tan suestions That come it wour head. a5 you
Ik
& Bt 19 your sate Ask your guestions, Everybiody can
SITPNEL

Unit2 Page B

T Thee evcle ol boorm and bust'is ans of the worder of capdalisem -
s wihat Schisrpeter called “creative destructian” (b5 thi process
By il ined Dol inclustnes gat g lated Gy mnavatioge new
ofTes. Attemipis by poly makers o preve shis oele jus supoart
cld-fashioned indusiries and make fhe econpmy ess dynamic owee
thiie Iy teern, Lakialhy shese attampns 10 contral 1he markers fal
anpy’

g | Disagres

£ Areyou hullish or beangh on (e gerwecsl SEck mirker oy your
country Gghtnow Why? i femes particular secior or mousiy
wihire yisd hisld the oppoate viesT Win'T

3 1 the business cycle 2abts whens a2 we'on e clod on
prage B righl o Thit abowt the 1olkewing quEskoT WA
ihe last inferest rate frewe up or down? 8 the diock marke
rismgar |:ﬂ'||‘rg'|' Which sactom ame dong wedl at the moment )

Unit 3 Page 10

1 Whiat areas of confict are there ikely 1o B2 betwesn a5
exgorier and Ther onsgn agertdstribunes
2 Wk i small moups;

& First, choase ane of these products: small plasne childnens
e, Berbial medicines, high defnition TV soreens o' hang on
thee wall

& A Vipthamesa ssporisr wantd 1o sell these goods into pour
mmiarkes, and yause interesbed in beng thilr agent. They
reed wour kecal knowledge: Frépare & shan presentation for
hem on the appartsnities and challénges they face

B Ul youe paan ileds ard stmectiine, Shough the selen bullet
points on page 10 may give you o e jdess 10 get staned

& When you linish, gve yolir peeseniation

Unit 4 Page 12
1 Starting your-gen biginess v workmg for & lrge cormparny!
what are the diffierénces? |
2 Think &f an exgmpli-al & imall bueness thot faled (pecapd
Fream parsomal expenence; or the experienice of fnendssamiy
coleapues, shck, Tel re grouf shout the bosmess, s wivy it
Failed, Could it have sucoeaded?
3 Work with 3 collesgue
® ‘ou have pach inherited €05 from nch-sunts (€1 m tokal)
and now want To'siert & business logelhes Decioe wiar ybur
brurginess will be

& ke the contanis page &f the business plan on paga 22 1o
prepare & short presentation to the rest of the group, You
will explain your busness plam o them, You don't havese
CovRl ey Aiue-in te mied map

W Give wour presentation and 2sk for auisions at the and.

Unit 5 Fage 14

1 "The Anglo-Amencan model of putting the shartholder first
it hat for the emoloyees, bad for the commurrty and bad tor
basiness

! Agree ) Disagree

2 In yodr country i there'a tradtion of havirg & strang and
incependent Baard that rapresents the interests of tha
sharehoiders and can hire &nd fire the CEQT

B What o the sdvantages and dsadvantages of working for 4
medim-sized family-owned Bissess 85 comgared-ta- a large
puble gomoany?

4 Has there b=en astory in-the news recantly about wesk
COFpONETE graernance At A parboular company Parhaps it led o
a fmancial disaster, or a cornugition scandal, oF something eke.
Wl ch you Kncaw aboul &7

Unit b Page 16

I Choose gag o the de e libed urdor 'Ceopalitied and th
W nl:nnnrnl.l' et peana 16 Digoass it with some collpaguis
We'hesn yous fimish, chaose anaihor

2 Ehooss one ol the sa rplies gvan in tha 'Managsmnnt and
busiiess' section Discuss it wath same coleagues, When yod
bnish, dhoose another

3 "We cannot reduce energy consumplon. No-ors & goeg o
valutarly sccept & deckine in thilr lvirg standands, Fighting
plobal wearming: iy usalass We'na all ooing 1o Iny, Let the
eackroaches and rab take over - thay were hiank bofere 4

ATy
o Agres 0 Disagres

4 “Glooaiston hay pone too fa
o hagres - Ditagrea

Unit 7 Page 18

1 Looking af the three bbic management styies mentkned on
page 18, | weusd say that my dwn stida i {or wookd bek ..
BirCaLise

2 "Goad managers =e bom, not mads”

. Agree Disagraes

3 ook at the fiee main headimgs undes 'Personat quasiies’ In the
person specification. Can you add anather few ilems under
each hending?

& DOrawamind mag of Yeor el persenal sangement gualilses
Put piurself in the midde, thershave aninnar ¢ing of headings
ke tha fiue in the peran sedlication, and finaly ogte
Brarches that shaw your Qiaktes:

Lk your cawr (0ESS, Dut fisd Dies 10 uss the lesasin (e unfrad
& Sarting point

Wiien you finksi; shiw your mind mip 10 a coleague:and
dEscuss i1

Unit 8 Page 20

1 Lok a1 the Lt af six Hime maragement tips o -tha fest an
page 20 Canyou aod sny other ! Which onas de well
parsomaly faF

2 What s thg ohe thing that you could do —staning tomorroe
— 1o manage yaur fime mam effideniiy



2 Lock at'wiat maragars manrage; Tan you s0d anether fler or
i wnder sach mam headng?

4 Ciraiw your den perianalisd mird map of Hew | zpend my
time'. H possible; fooiy on fime at wiork Cinensdse; st think
SO0 UT your tirme In qenecal
'J'lhm',uu'ﬁnﬁ. #iow yaur mird map toacollaague and disoss ¢

Unit 9 Page 22

1 "Parming s the bass of spontansiy.!
JAgres . Dunagroe

2 Hargld Macmillan, 3 Britsh Prime tnisier, was-askad what was
the greatest difficulty be faced He replied Tvents, dear boy
events’. Qe an exampke frem your ean e of how events
charged {or destrwst] your-plars;

Z  Brainstorming. Close thes book levendiody except one person o
tha-Teachern,
0 ther baard, wiite section headings 18 fnom the contents
page of the hisiress plen on page 22, Everdbody Bramshaem
stib=sections for each section, It isn't 3 mamony test:

Unit 10 Pags 24

1 Cleaders and maragers ans difleeni.
| .ﬂ.:g"a D tl‘-l“ﬂm
2 A leaoar | admere 15 . because
2 TLeadery Rave b0 vake difficull doosions, Yo'l enar bea lesde
i1 you need bo be liked- by other peaple '
o Agree ) Disagree
& Looi sgmral the Dar chart shosing the results of the survey on
page 24, Doy think Mat pepgle 0 Eheit e hepanded i
Thwr s waay as peapke in ther fities? Bo sou thnk tha men
TS M) W S SR Wy 1 Wornen F
Talk pbaut i recent oooasion whien yoo seceesslully influenced
sarvecos ur & graupl, Describe by you did 1L

Unit 11 Page 26

17 1 o’ re i inay, Epilain the e or Ehviea higpest rigks thiat
Wil canipany curengly facen. 4 you anen’t warking, talk fo
a friend or Farmily memiber who has a [ob sad knows their
business well &gk them about the s thar, cormany faces,
and then explain them soothe dass mthe nest lessen:

& Do you ko

® anyara who made 8 work-related insurance claim

& anyons wha filled 16 chegk the small prng on & lega
dacument?

B anyars wha weeked i 0 eempang wWhits thilrd was & cass
&f smbesremant!

H worar answer s yes’ 1o any af 1hese quection, 18l the dony)

1 Arvericy pedEe are o gl 1o sue sath other”

 Agree | Dsagree

4 Wihat = your ewn atlitute 1o nskT Gyean sampe af
sarmethiing in pour Fe-that you rearly did, Bt decidsd 2qainst
beraise (U was too fiky Do you have any regrets about that
decison raw ]

Unit 12 Page 38

| O&d yoar courdry go throogh the same gycle descrbed & the
tauts manERciting Do in ke middls o (he last century,
then decling; then sehira? 1F nat, how and why wees it
rferent?

4 Doy el toontry have & '.Flu.:l Bl T Wizt n He ke thai
afag rows ! s theee 3 stratagy i redevalep e area?

i

1]

DISCUSSION TOPICS

3 Mamy Western tountnes have kst large parts of their
mancfacturing base: oder recant yvedrs. Is that neceszariy a-bad
thing?

4 Doyou knoe the charactar Dilbert from the Amecgan comic
st af the ferre pame T Dilbert = a0 engnoer. What kind af
persanality grd hekawviour does Diher hased Arz angirses
generlly lke-lws?

Unit 13 Fage 30

1 Factories that make real things & the heart of an ecanomy,
The sendca end financial sectors are st poople weling a1
customsrs and plamng with computars.!

. Agree  Disagree

2 Do yoo wek na factory? 1F 5o, draw 8 chagram on the board
10 shew the kayatit, Than explain what happens in the diffarent
areay of thie factory,

1§ nof, hide you ever been imsicde a focrory? Descrbe what you
saw and yoier ganeral impressians.

3 Wkl vou be propated B da shiftwork in & meder lictory (|
i wean an infesresting, vielbpaid jobreouiring same skl Wiy !
Wiy nat?

Unit 14 Fage 32

1 Mo oy Uik the day-to-dey werk of & purchailng
rmanager i different o the work of other. manages in the fsd
of productian and eperatiors?

2 Managen iwvolved in the procunemant process will goond a fal
of their fima negotisting Wnat g wou Krow sooit negotistion
strafegie and tachica 7

3 B yo knom anyBelks stones-dbost tompanies using brineny?
O triylan wan woustel! hawe besset (b acsltnatian whepe somece
expected yoa o give them gamall ‘gt fo abtan & secvice? Tell
1he 45y

& you'rewarking, ialk about how globed souming has affected
your teavn company 1 you're il stslent, surmmariee what you
hiyve laamit about thes I0pic oo your Courss,

Unit 15 Page 34

1 SO means that i manufaciurer hal o shane 8 ol
cotrrserdal infarmation witts supplars and customens, treating
thern ke pariners. Are there. any tks 1o e

£ Comipant i s, moed ard mil rom e logistcs. paint of W,

3 ‘Wark with & callesgue. Draw & mind map of Ylogistics” shewing
wehat the ey means to Yoo Chose this book before your wart
&nd Wi yaur mwn ideas. At the end, compare with snather pair

4 Mako noies fo prepare a presentation on 'Logstics in my
cinripny’ . Lge the hesdngt and ideds fram esendas 154
1o-halp yau When you finith, glve pour pressntation

Unit 16 Fage 36

1 Doyog know anything elie about TPS, I lesn production ar
kasmen that s mot mentioned in the =n?

2 How mould wouw change the orsinizatien o vour gy warklace
f0 ehminatewaste (of time, money and materiak) and improve
productikity? Draes @ mond mep to shew youl ideas Whsn you
firish, epplain wour ideas o collesgue weng your mind mag:
if5oui e 3 student, you £an do-1his sctiaty for any par-time ob
hat you've Hisd
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DISCUSSHON TOFICS

Unit'17 Page 38

| ¥What does the wond ‘gualiny’ miean 1o vou? Brangiam & many
deras 3 pressibile and write iherm onthe board

2 What Sse doyod Enow about TOM — Beyend wihal B
mgriioned inthe text?

3 Do paur-coaT orgenization Nave procedies 1o check qualnys
IF 3y describethom

4 My gl wihat oo pey for da thin slwan Bos? Thank of aoms
examples for ‘both sides of the arguemen
Hire:ts an adeg o ged vou- sthded:
& packot ef high-prca, brand-name coreals & sitting on &
supermarket thall Hew) tood on the thalf it 4 packet of the
wiparmarket® awn-label brand, selling ot a lowar price. The
rovants ane iderteal - the wpermarket bought the cereald
frim the mandifacturer snd fepackaged them.

Unit 18 Page 40

1 The first paragraph of the ekt on page 404ucqedas n a
hirnmrgus Wiy that kiles: petgle and marketing people
=nmatimes don't Waluersach oiher's wate I paur experience, iz
fhis frue?

i Braistarm-eithed "What quialices does & saesperson reed? ar
e salis beehiigues, Close your Gool befom you start
It 151t 3 mamory eErcks |

3 Catiy hink ol aby stupseos wheme g i 48l migin be
appeopiate?

& Thinde carefully abicul the lost fime thial & salesperson sold you
samirthing, How did shey dicove yollr needs? Hiney did they
present thoie cnsed How did they handle your ahjections? teo
thérm ary pecial techniguet that they wed but that Yo s
urrdegre of @1 the fira?

Unit 79 Page 42

1A welknoen slogan for custamar tervits i Lnderanomess
and overstelaer, Whal goes domaan? Do you agres with- i

1 Hawe you ever heard of 3 'Chied Cusiomer Serace Oriticer |
Why daes ‘customer seevee” have such a low prionty insde
ompi s

3 el & sty drem viur S eapirinnte sholl & @dmple of
partcutedy good or particulady bad tusiomar sErisce. Whist are
The |

4 wark m small groups, BrairstonT idess for customer senie
anier ihe hessnge 'Litke things thal make a big diffefence’
and ‘Don’t forget your existing customas’.
Chose the ook while you doy the Bramstormng. (F w11 a
ey o)
Wehien you finih, decuss your ideas with the cess

Unit 20 Page 44

1 Each pesson thoose 3 prockict thal you have with you Tnday
ie0 ina bag o an abyer in the oo, For aach prdoc.
discuss the et market,
Do The Tolkwing
& Om b board, dravy the Tour heasdings: Product, Facs,
Fremation and Prica

# Each=studant chooze ore item of wombuiary (3 sngle word
or a phrase) for each heading that you think your coleagues
wini't knowd, You cam use 3 bilngual dictiorang 1o help you.

& Go up v he boaed and wiite your voosbulary Iterhns uneer
the correct headings
® \Wnen svarvane has fnished, ga reund the greup and
ﬁqﬂ?n all tha words.
3 Marketng is |ust thess ta make s buy tings we don't nised
tAgrem ') Disagres
4 Discuss how maregbing  differsni 1o05ales,

Unit 21 Page 46
1 Lok acgaler @t the thirty adjecties describeng featues in ol
21,5 How many others-tan you think of? Biainstorm deas an
the board, lgnore easy, obvipus wards such as "expansve’, Tast’,
TRoderTT
2 Think of an esarmple of & praduct with pearly desgred
peckaging.: Howe woulkd you imiprove 137
3 Each member of 1he group choose one personal ltom that
yiui kave with yoii teday, Choose something that has a strang
rmarketing carmpaign berund if. Take s few minutes (o prepars,
then discribe 1o the' group
& ‘the proddct’s funcikensl bersh
Bt products prychological penstifs
@ the branid image
& iy yoor chase thes particular model 4 the proouct s part o
-a e of producta)
8 whatheryou think the marketing campaign Influenced yous
puchsss

Unit 22 Page 48

1 What ane the kay slemards of merhandising thow products am
arranged-and dieplngsed iralos a Slan)

& How s techaology changing the face of ietafing?: Give same
examples Tram yoar persansl spedienon

3 Choose 1w ar thiae retalers that all sell in & similar marked
Dizouss ihe differences betyveeen therm

4 Denct rmarceticg {catalogues, mailsnods, Ty shoppeng chanmes,
ads m the pres: with a toli-free neenber) & phen ionoesd-in
darisions about fmarketing. How does the distribution charnal
affer) product, promation and prical

Unit 23 Page S0

1 IS mérensnghy difficodt to neoch cistomens thraugh agheising,
bedin Channels are becaming ever more dwerse and
fragmenzed, What is the adveriifing ndustny doing to meet this
challange?

2 'The betier an adwortisemant is, the mom pedple semsmiber tha
arkemisement and the leis they remembsr the pradwe,” Can
el tne ot anaample o this? What are tha mipiitatione
ai for the advertising apancy, and &) for the disst company?

3 widrk with & colledoue. Make 3 mind map with the wond
‘Prioemction” In the middle. Close this hook bEfoes wou start,
UEESA'E b rrenony execise) Whan'voo firish, walk around
ard kok st other peoples mind maps

4 Doyou sgree with what is writierrin every b in exercie 23,57

Linit 24 Page 52

1 Bt true that marketers Wik less about pnce than about
product, distribution of promatoen? I o, why oo you thirk i

happans?
2 you wid It e merkelingfsaes anes, desoibe b grices e

B T O oW CompaTTy,



3. Each pemon chocsa an ifarm thal voo e with you now {eg in
your bagy f his ta b 500 whors you rememibes The eact price
Yo paidl, Then:

& Show it o your colaagies. Frst et them try to guess the
piica.

® Say what the price was,

& Say whether at the time you thowght this wias expensva,
reescmable of cheap,

# Say the absohae mammuem that you would have paid for ths
peoduct

&' Discisss, from 2 marketing poird of view, Whether this bem
W, prloed comeeTly,

Unit 25 Page 54

1 Havie voul ever taken part in market sesearch — eithier a3
& potents cusomer or s & researcher? Deenbe yout
eperiences
2 Wdrk with & colleague. Prodisce & mind map:
& IEyoue werking, wse ideas from your company and witka
"iir riasrketing Siratogy’ in the cemndie.
& I youe s sugant, use ideas yoa e stuced on your o
andl wrtle *Bamorits of & rsriating sirategy’ n the centre
& Wharn yone finsch, walk arcand and ook 3t othes paoples
rriiriel maps Dieuss them
1 Predentation. Mew Frodud Development’ Work with 3
calleguir
& Think-of anidea for 4 completaly new product, Yo' guing
1o present fhe conceft 1o wour coleagles — meke soeme
oty first
# Before gheng he presaniatan, deade which persan will talk
phoul which points. B adll e 3 tagm présartabon - e Can
change the presante orce or seaeeal times
& When you'ne rsacy give your presantation. Your coleagues
shouk! |ster cargfully t2ke notes, then &k peactical
duidions at the end

Unit 26 Page 56

1 Folcaw ihese iratructions;

Stuchy tha imxt on paga L5 o mare tirmo. fia rsarienit
e o Uy L weite don the elementd ol an inooms
statament oo wpanate piscs of papes blo figered ane needed
— juih t#ie heachrge, Yoedll s trgawilh the balp of 2 parmer
Clisi this book now: and start.

2 'vean it & shaimal amall ealffessnack bar i yodic ooy,
(¥our nearest competitor is Starbocks) Lt goarte, both
fivenue ared costy were above budget, Ths baanced out, so
that the operating peofil was i fne-with-the budgeted ligure.
Bradnsiorm éa many reasons lor (hi varence a4 possibia

Unit 27 Page 58

1 Fallosy Thase insthictcs:

® Sfudy tha box “What canoa balance shesl showd &t 1he
bottam of page S8 one e e

® ‘Wilke down On 3 Separcbe pece af paper Mese winds:
Nguadivy, deverage, bopk valoe and profaluliy,

® Working with & partner vonte s shor peregragh that
eepiaingeech of these coreppis Close your ook befone you
begin!

d Ik thare anore in the goow who knows about socownts of
iFrppstime 7 Ak e this ou're thinking about fisesting @ a
company, but can coby ook at ore financial document, sther
ihe-ricame siatament or the balance chest! which onewoild
you chaose, and why '

DISCOWSSION TOFICS

Unit 28 Page B0

1 Isheie syone 0 Thegroms who k10Ws about accowmiing or
irmesting? Ak s to exglein why the stady of & companys
cash S ks irmpaant and in gardouler haw [t shows things
that sannak be seen just trom the PEL (income statement) and
Darance iher,

4 How do youmaniace your gvr pascnal cach e s Do youw
Rlerstys have a neqative tenk balanca st the end of the manth?
How eould you manage your cadh battar)

Unit 29 Fage 62

1 Look again & the sorpof Manuels in exerise 28 5 Whiat could
she {and the gthar playersh have dong differantly?
2 '\Wock v paifs (A snd B
& Background, Stutant & and Sudent B woik 6 the dcceunts
departments of o diffedent comparees, &orecehad & lanon
imlce (rarm B et e, Bt st hasa't paid 11 (dle 1o 2
own mising cash i poblem)
® Pomonplize, & amd B now prepare a oy moe detalls
togethier What is the buspess attivity of the b companes?
Wbt wiah Lhie Inveics orT Mo el b was i tae?
@ Rofe play 5t back o back. Sudent B make & telmphore call
fo-Student & about fhe wpeed iesgice: Tey b fegoliate d
saftlsimsait that 14 Good for both sides

Unit 30 Page 64

1 Folow thews Inikhuetions

® Study the teit, graphs and axerises on page S465 o
e fire

& White on the boand the s breakeveit andiyey’,
‘aperating leverage’ and ‘contribution margn'

& Wark m-pairs, A and B Close your ooks, As axpdan o By
i threa concepts weithen an the boasd, 8z shadld Bsten,
ask occasional 'guestions,-and help iF necessany,

& eep the s nabe, Bt weark itk & newe partrer Mo 8s
P your turm Ao sepdnn while A% Inten

2 M sodd're-warking, explain how vol anshoe profitablity m

e cormrany. (Fyoa'm a stuadarl, discribe amy oiher aras of

maEnagement sccountng That you've sudied

Unit 31 Page 66

1 ‘Financizl markets have [tk 1o dowith (ko malweeld s juen
orerpaic yupoies A lront of campiier soreint £hasing the [alest
finaniia| bubhble
i Agres. | Dicagres

£ Look-again at the bl of players in the marked on page 66,
Can yeg acdd ey eitrs infprmaton about ary ot theso plapas?

4 Daopouwark i the finarcial markoks? Descring your- ok

4 Tha bond market and fonsign eichanos market s much lee
well-inown than tha steck market — but {he amount af TRy
tradled A bern 5 far Arger Can vau expam why they et so
littie puiblic and mediz atfention?

Unit 32 Fage 68

1 Dooyoss bollowy e steck marked? What s happesing &t the
magment? Can oo explain this?

2 Db you parscnaly S Ank storks. ar funds? Wiy did yau
chooie them? How often do you chade ther price? Whan wil
you sl tham?

3 you had 10,000 to irvest (st cane-stock; which: one wedld
yal choasa® Wi

14



DISCUSSHON TOPICS

Unit 33 Page TO
| Dsdribe your company’s recruitrent procedure, 18 it sutcessful®
Hond coulo it be improsedy
2 ok s yolr O Eresumel oo Baresark — i you nesd 1o In
fhee FiEst s
& Pt the CVs on the wall round the fedm, [Eiemanely lay
e oul on the desks,)
# Gomourd and losk ot other peopile’s Cvs: You may be able
1o gt fome Fe ideas
G hack t0 yowr dagk aad work with & panner Read each
athers £y sarelully Denais them togasher
8 H necessany, mak any changes to your CY
IF. yces e’y swasnd tex wvark B o olen £ or you fhinkit s too
personsl, then simplh hetp ather pepple by readag thisr OV
il gskirg guesbons

Unit 34 Page 72

1 Hepw impartant i pay Woeld you \wodk in & craative: satisfing
ok i the pay wecan'| very Geas ?

T What dey o think about perfonmance-elated pay 7

3 e you pad what yau're worn 7 imagine that you'ne (aiing
T yair bens, drving 1o parsuade them to:pey o moee. [You ve
Iy irmated b join arother compary 0 you e spiraking from
a pestinn ol stoenspih, | Bxplain wihy they shoald pay you mone

Unit 35 Page 74

| ook thrsagh &l the werkplaoce isum on page 74 A anyof
his the subpct of dsoosson in yeur workplaceT

4 ook at the falksadig lat of seorkitaoe asues, Which ones are
it sierious and cooid lead 1o diemssal?
& arrming late and leadng eaily

besing grurk at wark

bultyang ared harassmern

charage 1o propety

discriminaton

tailki 16 lallees health and satety procadurss

Fraad

personal appeuran

personal use ot the Intemet outvde of res penods

mih

work stardaeds
Chesaie orer of b Lbdes, Wrise 8 short, imaginesy dalogue
between line manager and empldoyes where e S
discimaed for the first time.

3 Do o wvark i HR, g do you know ahvong who does? Which
parts of the job, besdes recruTient, 1ake wp e mest fme?

Unit 36 Page 76

I Practisespeskmng abaut your backgrowtud and caresr:

& SArike A shorl seript = the fextan page 72 will give you soma
id2as, When vou'te ready, read it Mood o voor colleagues
it collaguies thauld fisten, maks 2 Tew nates; and sk
quastions 21 the end,

# I fhe rext ol (oo at your scigt agan bhiefly, than
puit It ey, Movk work with a colieasue, and el oo
backgraursl and chresr &34 free spesking exardss: Your
partner should 3sk clarficziion guestions-and encourane you
orghee rdee didisly,

& 65 8 6 & @@ B a8

Unit 37 Page 78

1 Prodice’s SWOT anabyiy for o campany that vou know. It could
be wour awn, ar one that pou've siuded as 3 Sudent You can
use e 1alde on paoe T8 Tor ideas but Teal free 1o indude
crihar @reas

Wbien you finmfy, present your PO syl 1o the groues amd
than askfor questions,

Wyribe & company pressntatian-for  company that you krow

It coil Ba i oo, fr ane that boues studisd & 4 sudent
Yiou ea Usa the toxt on page 78 and axencsa- 37,3 Tor ideds,
bt Fael free to induds other ansas

Whien you finsl, mad your e 1o'the gmup and then-ask far
fuestons

Unit 38 Page 60
1 Pracise speplong sboul your o

& Wyrite a short script— the text on page 80 will oye you soma
ideas: When you're sy read i aloud 1o vour Solleagies,
Your colleagues shadld listes, make a few notas, and ask
quisstiong &t the e,

8 In the rext chass, (oo &t your sinpt again oriefly then put
Bway howe work with b célfaague, and plan youre jo s @
frem speaking exercse Yoaur coleague shaukd ask carification
EESTas 818 ErCOUrdgE yia) ta g'l.ll e cetaly

& My dhan'T et Jol, OF a5 ah aodiiong activily, doore of
ihe fpllawing

@ Inteniew g friend or family membsr and ask them aboa
Ehie ot Tl your dolleagues in the neat class,

& Think of spimeone pou Enow and role play Thery descibing
bhesf joib . Remiermber b iy )" - ot Tha' or ‘dhe!|

L]



Writing tasks
Unit 45 Page 94

1 “fou work for an stemational phamarectical company with &
best-salling haart drizg. Youte part of an nhieraticonal besm,
preparing & reporton competitars” products wordwide.

@ Wyiritss A el oo collissgue in Japan Akike Yermads
ia wiomant. Wrie &i-50 wons

 Gave e reaice Tor wiiting.

# Request nformiation aboot the competitors in Jepan {market
shang, acvertisng),

8 Offer to provide informstion about yoor own marke

3 Paspnalleation Write 1wo emals Srmian i ones that you have
to-write ol own ealdife job. Use the teble-on gate 94 10
i g,

Unit 46 Fage 96

1 et the finance director of an imlermatonal comparry, You e
just Finished the cormpany accawnis foe |est yaar and the sl
ey food; Hawmuer the outlookc for nedt yeas iakd miong
challenging . Wiile an amml ‘o vour colaanued, 1alling them tha
e it 050 wiords
& Give the mason for wilng
& fGlve the podd-news abioot 35t year Thark seriore
8 Give the baid niss aboud Rt yesr

2 Personalization, Wiie twa emails smilar 1o-ones that you Bave
b wntie in i e deaklife job, Use the table on page 56
hietp: poic:

Unit 47 Fage 98

T Follew 1hece instructions
¥ Look ane me Lime at emaly 1 and d on page 38, and &t
hi= two amails in exercsEe 47,4 Then waork with o collesgue
b onesrbr o il e Businiss suation:
Wirar prochect £ sendce & the castomer nferesied me
Moy o the ceeoiGmey, g auragoet 17
st inforrniiacn ey BYe cusomes aani®
What informerpn wall the auppler g
& Mow, wotking ndivdually, write an engqury based an the
Efuaticn you cosiod. Noto shat-vou and your calleague will
b i thee cmie fals writing & slmils emral
& When you finsh sachange email and writie s sply 0 your
collaanui's Fheiry. Agam you will botk be incthesama rble
8 . \When yau finish, compana your emars
2 Persorisizatiom: Wiie 5 dmidar gak of emaih-based on-oned
that youhaes 1o wiiks inyour own real:ie job, L (he =l
ot page S8 1o hakr yo.

Unit 48 Page 100

1 Flow these irmtructiong

& Laok ons mone fime at emals I ard 3 on page 104, Jnd
at the emails in exercse 48,3 o 429 Then wark wich &
callesgie 1o creats a similar beiness siuasion
What prodfacT { senvioe-i e cusfomer daralaineg alout?
Wiy ds thie cosformer comgainimg
What reqly is ifre sepplse geing fo give?

& Mow, working Indiidually write a complent based on the
situnton you created. Moie that you and pour colleague will
be i the same rola; wyiting 8- similar emisit

8. When you finsh, sachinrge erpaisand wiils aspply to yoor
colleague’s complaint. Again yow will both ba in 'the came
rela.

& When you finkh, compare your emzs

¢ Parsonalization, Wrike a sirmiar pairaf emaits based on ones
thiat you Bave towrie in youwl r2al-ife jot. Use the table on
page - 100 o help pou

Unit 43 Page 102

1 Wik with -3 colleaches. Yo Wil exchange smails; impben sach
arther 3 yiit, For sompficity, kbep the two S1uatinns Sseparae
AT, VoM AT
& Befom Y beizin, 0ok one mare e ne &l TheSTiais-on

page 102,
® Howeweite the Toliwing shoet emaily
) As host, irvite yeur collaague too s fou, Ghe the
finished @mail 10 your colleague,

b} As gquedt, reply to the emall you st received, Accipt the
imtption. Gave the fmehad emad be yoir clc:l"HgI..l!-
A hios|, dugiest an heerany (Tha coubd sclide mame
lnsal sghtmeing] Ghea the fmihed email 1o yaur

coleapne
d) A% guest. sply to tha amail yau just recsved Indude

defailsal wour fiight hotal et Give the finished errad (o

your collesgue
2 4 et condirm everything: Qive the finshed email =
i collesgun,
® ‘Whan yau finsh, compare your emails:

2 Pemonalization, Wiite ona or twe umilar emails based an ones
that you have fo wrte-in your ral-life job, You can be the heat,
thia cuest, of Like Bl rales for dilferent éenals; bse the table
on page 102 tonelp you

Unit 54 Page 112

b Fird an artiche aboul bualress (8 mogasne, Heowspaper o
ol wiitten i your awn languege. & has to be one tha
describes 4 development dr trent, sad ths cantdis at least
ane gEaph
Wit laur af five sénbences o English desiribiig the-trend. Try
10 use & good wanety of languaga from the: umit Yoo can invent
anditiensl infarmation, for sxamali what hapoensd in previoos
¥EIm,

7 Chese a real-li%e, perifalnieiest topic that shows a tend
over sevensl yaars Yo many choose somithing like house prces
iy couniny ar sormething perspaad ke time spent doing
spirts / lemming English. Drow an apgrasmale grape —he
pxact dutalls ton'T matter Label the X and ¥ axes,

Wyrite a few wniEmces describing movements i Se graph Try
fo use g poad vanety of langisgoe from the unit,
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WRITING TASKS

Unit 55 Fage 114

1 Etu-:lg.r the graphs bélow, Yoo may wesh 1o invent moee ooneexr
b exampla the mdusiry sector and 1he name of e compaen

A - = = ——

Line A

ot o e e o im T o
last vaar thiz waar

Mo compery Wllconpemi k. BlcompetnorY [ loes

Write & short pratentation sdac whers wou descrbe ard

analyze the trends. Try b Use 3 good variaty of lRhgusos from

Uity 54 and 55

IF you re weodri IR clis, read your prasentatisn ooyur

cidlewaues whEn oo Tireh, Ak -for qUesticns 41 1he s

2 PeErsdmiaiizatken. Repear ihe exercsn, ot this Hime draw -3 few

araphs from your red life, These oould be

# Busifiess trench. Petheps sales or profits or proloclion
woluimes for varous produd linss, o merket share of your
cesTipany and s competiors, or any P (key perfoimancs
Irdicatom} thal you debl with

& W That You use your tme. Choose aither 3 work cantaxt
[perhapy pE chars conmpaiag bime tpent on varods
acthebiesd [as2 year and this yaarl or 3 domestic cortest
iparhaps a line graph-shenuiig time Lot with chidran on
diffanan) davs of o week, or fime spent dokng spos oes
sevesal monthss

Ciraw 1he oraphs and labal the X and ¥ aen Then wis & e

paragraphs; gescobing end anslyzmg the Erenas




Interviews

1 Interview with a private equity investor

Exercises

1 Guess the missing words (some letters have basn

given to halp you),

1 Whan a privata squity firm buys target company, 1t usay
a newhy-farmesd cornpany cafled an 'SPV Special Purposa
Vikiga), Ag as-axarmis, halt tha money the SPY neady
mmighl carmi from e (capital prowidad: by the néw
G and the m:v.1ing sharohinldes) snd halt |-|||;|hl: come
friomm o
fa bk dean that has to ba rapaid)

2 Adfter bigang the-tarped snmpany, the privete sauity firm
restructutgs it This can irvealve 3-'B d up" imaking the
COrpany |ﬂ-rq:d-| of a 'l ey (makong 13 srmatiar

3 Adter restructinng, the pevate equity frm needs ané. §
sirateogy:

4 There an mary cther pl
proeRe; el la i 1
CENSUTING Camrmianim

2 %% 15 Now fisten to the interview and check your
ANSWers,

% Irvoived In tha bong-out
considtants and mines

3 Listen again with your eyes closed. Then listen a thind
time while you follow the seript (page 157

4 Discuss any interesting [ssues with some colleagues,
Glossary

e diligenes rvestigation o the detaifc of 2 potentlal
irseEt

fram stratch from the beginning

PO jiitial puklic offaring selng thares an She stack market for
1hss e i)

feveraped buy-out buying & comparmy with g small amoe of
your o iy ard o lange bark foan

2 Interview with an entrepreneur

Exarcises

1 Underling the words in italics that you think describe

the profile of a typical éntropranedr,

1 They come from poor  rich families.

2 They ara visk-takers | careful

3 They oniy trust themseives ! have good instincts about orfer
¢, aTal

4 They ao/ gunt oo to unsearsiy,

They Ik 1o fead froem the fop / work aionpsite emplapess

6 They get bared quickly | & perfecionsts wiha oy
fnishing rfects nropeny,

7 They function well warkimg on ther own £ need 2 gobd
team behing them,

B They oftery hawve difficulr F ftable family backgrounds

2 B9 17 Mow listen to the interview end ses whether
this particular entrepreneur matches your ideas.

3 Listen asgain with your ayes closed, Then listen a third
time while you lollow the script (page 158),

n

4 Discuss any interesting |ssues with some colleagues.
Glossary

capial gain a profit from money vou have nvested
coflatersl property or othed goods that you prefmes 1o gleeto
ihe b |f you canngs e a boan

refurbizh r2oaic and imanove 2 bullding By dearng and
rinbrg i1 ete

3 Interview with a management trainee
Exmercises
1 You are golng to hear @ management tralnee talk
about thelr experiences of an assessment centre. During
ane full day there are & varkety of tests. Predict the
seguence of tests, from 1 to 6.

an intervies with an Hi manager with normad job-related

questions

lunich; wihese sooa skl ane ohsered

gies for memencal gnd. probiemesaiving gl

& TESTWOrE Test wineng & group of people discuss &

sCEnarso And choase The besT idea

BTEROM wWiting Eerche

& Toleplay peEcse 10 tesl management skills

z &% 12 Now listen to the interview and find out the
saquence of tests done by this particular trainea.

3 Listen again with your eyes closed. Then listen a third
time while you follow the script (page 159).

A Discwss any Interesting [soues with some colleagues.

Glossary

EESEIrneAE A oor i winch wau maaks o puckaemienl abioul &
e ar Siuation

airessor nneane vl deodles o eeell girmeone b doe i
an activly

pitch try toanl something oy saying how qood it is

seenibe & writlen description af & partiouler sdtvstion - with &
place, rome chamctens, woma. hadogreand information. soma
thirgs that may apoen st

4 Interview with a supply chain manager
Exercisas

1 Decde whether these statemants are true (T} or false {F).

1 Thesupphy cain = rewy materials supplier = first tier
supplier = second tier supplier, < manfacunng company
i

2 Wary madem manutactiunes awe ealy just asemblers: T F

3 It is irrportant for the manufacurer 1o keen cammendal
nfermateon (such as demand forecasts) mrfidential, and nat
Ioshate 1na mauch information with sopphiers. T £ F

4 In modern manuféctuning productonis ‘pulled” by real
pistarmer doeders, rather than being 'pushed” by forecests,
TIF
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INTERVIEINS

Z ¥ 10 Mow listen to the interview and chack your
answers,

2 Listen again with your ayves closed. Thena listen a third
time while you fallow the script (page 160)

4 Discuss any interesting issues with some colleagues.

Glossary

cliester & small gmup of shimgs that a8 ey close o each pther
evormonies of scale 2 reduction in the cos of producing

an Individudl Gnit resulting from an increase in the overal
praductian wolums

Just-ia-Time & sthataqy for inmniosy maracement inakich
reny matenials, parts and components are oelveed from the
5L1'.||‘.'|h,-r imenediiiely hetars 1h|:3|l ane needed

tracking folloiiing the progress of

5 Interview with a sales manager

Exercises

1 Make short notes in answar to the fallewing

guestions,

T Whind 5 ey Bccaunt manager'?

e all hanesan iddea of the typical work ' of & sales consilbang
= bl e i 8h e werk ‘diffarent i 84 the BB bl ey
e BsIEs) bt T

2 With:a 'opdd call’, howe da you stop Uhe othar pesan puttireg
dewm thie phong witha fve seconds T

4 All-sales people face the stindard obesction that the client
alresdy wiarks with another comparny, of that another
coemipany & offerng A better price. How dan you deal with
the=e ahjectioes)

5 Inside & company, what other department might oome s
condlict with Salas?

7 &R 00 Now listen to the interview snd find out how
thia sales manager diseudsas the same lssues

31 Listen again with your eyes closed. Then lsten & third
time while you follow the soript (page 160).

4 Discuss any int=resting isawes with some collzagues.

Glossary

cald call 4n unexpected telephane ol by someons trang to
sell sameshing

‘Play it by gad decice what 10 do as o stustion devetops,
rather than planning what 10 do

prazpects potentlal dienty

testimonnial o wiliien statement about fiow well & peson o
organization b done, provided by someane who By had
predabis Contact with them

& Interview with a marketing director

Exercises

1 You are 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?

Product

& oenetically modified craps that respond wedl i chemicas

b running & focus graep of farmes

Frice

& genertus decaunts foe long-teem Cusiomers

b papng tor the chemsats not with moaey, bt with cops

Pce {Elistmbutian)

A weorking closely with thirdspary pghiics groviders

b different distrisution channels for big, medium and small
QIEFvers

FrOrmanT

a uging hillboards at the side of rodds & rueal aes

O kg A 30 mone wih Hying sseoers-and dliens

2 &% 71 Now listen to the interview and check your
ANEWES.

3 Listen again with your eyes closad. Than fisten a thied
time while you follow the script (page 161),

4 Discuss any intaresting issues with somao colleagues.
Glossary

crap A pUANE grese ) Tor Foed, vigally an a larm

7 Interview with a finance director
Exercisas

1 The tabie below shows how the finamce function can
be divided up in a large company. Complete the takble

wiith the words in the bow,
avaitors  cash fioke  govesiande  eediced oeevdaft
regevables  shend waranoe
Treasurer actounis: paysbla
accoants '
condact with banksleg? tacility)
Chiaf Erecaring accounts-income statement,
Aceounting statement, hatance @ }
Officer pregaring
I tax-plarming
‘Finamcal mtemal aediing
| Comtrofler | budgetng (¢ petween planned
| and actual Dudgeal)
financal planning
Finanos supseruring the thres people abowe
Director | wking ssisEs o she senior managament ieam

Corpargts
| waorking with exiernal E
| financing of large grojects




2 ¥ 70 Now listen to the Interview and check your
ARSI,

3 Listen again with your eyes closed. Then listen a third
time while you follow the script [page 162},

4 Discuss any interesting issues with some collaagues.
Glossary

corporate governance he riles and praciices that coriral @
compary, especially the refationship between management &nd
sharshaldor

eutstanding still not pad

overdraft an aaeema it with fhe bank that afows yoo o
opesate with a negative balance

8 Interview with a human resources

director

Exercises

1 You are going to hear an interview with én HR

director who works in & European office of an Amerfcan

multinational, Predict the answers 1o the guestions
below,

1 I the Eutopean context them i wome difficulty in
implementeg the HE policy from bead olhce in the LS
‘Which twio anias befoy nised 10 be adagled (a1 [l
conadticns !

d trainig amd coacking ¢ popoa| Oppalunsies
b dealing with poo d health and salety
perfommancs

2 which of thase hwa opbions oo mothes empayped By 1he
compary preter?

& a freekindergarian
b mae fleible fous

3 Which one afen ol alRing i very popualar at the momsant?
a tearmbuliding £ nfliEncing skilks
b English language d - eonllict mansgemant

2 &% 2 Mow listen to the interview and check your
ANSWETE,

3 Listen again with your eyes closed. Then listen a third
time while you follaw the script (page 163).

4 Discuss any Interasting Bsues with some colleaguas.

Glossary

appralcal an iiesase afien annual) béowesn 2 manager and
an-emaloves whane they Giscuss the employee’s periormance,
traming needs and future rarker pdth

compensatien mlany and besedits

eqial opportunities whes eyeryione has the same work
ppportunites and no-one s tregtad unlsidy because of their
race, garvles, a3= Blc

gender the ict of beng diher maks o femals




Listening scripts

Listen and repeat exercizas

ﬂ Track: 1

Exertise 39,7

Good marming, ICT. Teovsa spanking, How can Thelp you?
Fliage bold wihile | by o commiet o

Il likoe v wpoake b somsanne i rour accounts desartmant.
The teaom T callingg ks ok ise of he sales s

Hiw nboe b hesir from youl

Thinks forcaliing = did Pou get my email?

L5 this & good thme 1o talk?

dAre v in themiddie of something?

I fbvere amythivig lea ] can Belp voi with foday?

UK Teave i weith me < Pl call you fomarmy aftermoon.

o Track 2

Exercise 40.5

Tusi honr willime hor p mcmeent
Right, anery Lo Keep vy whibing
Sarry, fli's vl iaf the odfice thie affernnon
Wo'haat's W In comniotion with?

Can you st ham o eall me hagk?
Yrrald ekt 13k 0 lpaye o message]
et et Just gel a gy, OR G-l
s thal 5"akin [Laly, or 4’ s in Egypt?
Last et v b | bl B i,

Tl ok siare b s dlwe preseage.

¥ Track 3

Exercise 41,6

Can o kpembhomarn slowiy, plhsse

Sorry, | didn't catch that

LAl o may filby, fivgrpers?

What exactly do you mean by short ferm'?
Lirt et jlast chick that 1 snsderstand,

Can 1 just g0 dver thatagam?

Can youspesk upa g’

b a mally b Tive: You keep beeaking up
By habtiry b= very low,

Wigr et et off. Sorry aboore that,

o Track 4

Exercise 42.4

What time swislel b good for yoa?

What fime are you thinking of?

Havw abotit Fobrudey the minth?

Ll swe make I thie folkawing day instoad?
Wintld elenveneisry sull yout

P prefera it later iF poni die't mend,

I TWserst an emall o confiim e detafls
Uinfortumabely Tean't sk nest Tuesadley,
Sirnething wrgeot hud fame up. Cnp v pescbeduled
| hopa (4% mak & predhlim for woa

o Track 5

Exerrise 43.6

W received the order this marring bt you only-shipped 80 picces.
Trete seiirs b b o priblem with the lnvades,

Idorapolngize, I'msure we careart 1§ cut.

Whatgwactly is the problem?

Ineed sk you & few quick-questions.

Can wera Jeies 3t with me?

[T oak into it and get back bo you this afbermoar,

I'need 1o chech at this eod anid see vrhat’s poirg on,
Mlzend 1 roplacerent immeidingely by speciol delivery,
Trn sarmy-agaln loe any indameecsence thiz has cossad

& Track &

Exerise 51.5

O let's et Starbed.

Befary | bepin, Td 1ike to thank Frangoiss for inviling me here today.

Uin Behalf ol BOC Indernatiomal Td likoe o weloome yoii bere b ot
nifioes

Let-ni wtart by Inknsducing myself.

The it of thix preennition Bt glve Yoo an overslow of owr
E-lHHFJrI.!,IE

Pl sk e mbcsut thirty mvinles.,

we diwbdast rey bl 2k foor main seciions.

Iy have any questions. please foel (et mberrige

IF o have any quistions. 'Hbe happs fo answer them at the end.

CH Dot begin with this frst alide.

W Track 7

Enercise 52.5

. Let's move an i chio mest point,

Il e back 51 this In @ momen

Fe-might be imeful jo glve o Hule backgromind hepe
Lttt ewplain weith a coneretn esanphe

I think thre are three qusstions o feeos o,
What is the reasner for fes® The moson s e design
s v can see on this e slide, the brend bs up,
Pl like 1o highlight two things on this cheart.

Aty here any questions so far!

D aryatie have ame commonds?

W Timce 8

Exarcisa 53,4

Right, that By e to the end of my presentatlon,

Fusk o siamenarize the makn piinis agaln ..,

Thsnk yow aldl fl'l"l'ilml-l'w; i Fmppil‘-lbm misedi]

Cur gedt gomi handoubs kane Il pass them roisid.
Fiere’s g emadl bn cbse oo want boget in tauch,

Broyon haye any questions? Yes, the gentieman ot the back
That'sa wrry goed polnt.

That's avcmderesting quisston, What s your own opinond
L ihink that's ouksids the seoge-of Hiss presentation,

CHG | ek Eher's Bime foeane lass quiestion,

o Track U

Exercisn 576

Wihat dey yons thinds, Ches?

WWhat s triving bo say s wee havi ne akhie aprdion
It =eemms. to me Bt we hawe mo ofher opiion
Bardally, we bave to look af banding o pew way
From miy point of view it’s warth 4,

I totally azrie with voo

I agres g b poimd, Tt Tean soe o or Beo priblems
Ben's s ehirik this is going bobe very ixpericive?
Raaliy? Do you fhink so?

T i s aise b that,

& Track 10

Exercise 58.5

Sorry, Fdon't understard —ean you explain thatagain?

Can youn gov over [hal again, plags?

I Funderstand v comectly, vou'ne in favour afaption B 1s that

Howr did youarriveaf Se Saxire of 15 million eums!



Coald yans be a little mome specifc?

Eorry, there s been a slight misund=rstanding

Terhaps | haves't explaines myself cdearky.

Let me put itanother way: it's a good idea bt it foe expenshve,
Could Tjust say snmething?

Can 1 just firish my peind?

& Tradk 11
Enercise 55.6

Thire are several HayE W coialdd deal with thils

Lets bk at the proscaad oo, |

O b cones e 4 ol pave Sme But on ithe cabaer hand ik wonld
Ve T

In pemernl 1 ajeree, alibonigh thi cosk may be oo high

Car Dtk o suggestlin 7 Ingead of waitkng, why don'twe da
saerigthing !

L'z thiiske carehully aboud the implHmtlons of that.

Yes, | Ehink shat would wirk realy wall,

[y weeainie o Tued praobsbem with that,

Ihat poumdd 1k o oo ddea bod | dons thind it would work i
practo:.

1 thlnk dhe Pest wiay Torwand = 00 carry out o sarvey,

" Track 12

Exmrcise 60,6

Ambeain, this s your Geld What dooyou think?
Seliks; wfier we'sve bewnd from Rosse snnowe Biave vour viewa?
Chiee b actiite, phesse, Firsl Mirells, then Clagde.

Il coeme back: {e voul inc i momeni, Miknla,

Perliips wie covulel: et bk o thir e podsl®

[ ludrsie e alucoibid s o ny,

e ] o losk n (e i moee detall

Wil etheer wags am there o approach his?

Can we goomosnd e bl boses 1 v o
8, Let's i v o swbind e v discisssed w lar

B Track 13
Exercise 61.4

K, det's ek clonwm bor bosineses, Wiat exactty do you newd
TFor us, the pricrities are qualify and reliability.

When v @y 'rdhhi]if_l.". wthat do Wi e

How Tlexible c you be o price?

What da yim have i mird?

What sortof quantity areyou thinking of?

Whas kind of flimescale ave we locking at?

Whateart of figire anewe mnlking abot?

W'l Kind of guamaiee oo you give ws!

Can laggest amothier way ! movieg forward™

W Track 14

Exercise 6.6

W' bt prepaed toolier batter Berme of payvment.

Bugt ey B veng inireased wour peden

Would you beowilling o acoept s comyproimiss’

K, wie T agnee b Enak,

Tt woniked b very il Gl far as,

LaE's sl takr i Al o eview whisl we've discusssd,
I think that's s bar @ whe cnn go ol thid singe.

| 't Bav il Ilaljll.‘rflll,l ks mvakoe sl dacksiomn by myeelf
[ yom eoy et fhak, we con closs the deal fraday

Sa, Wyl fust ke b skn here

LISTERING SCRIFTS

& Trock 15

Exurcise 63.5

'I'hnl:.n:'ushrh-u.l{ull.u EXpEnEVE

Could 1)k mtermnpt for 8 moment?

There secms & I:t_a. precilem with the brvoboe,
1§ semns Ao e Lt Yoo are being b little ophmistic:
Aciually, this ling |8 nol vary profitable.

That doses’t give us vary moch Hme

T o honest, Bt weonld be very ditficalt
Womfdn't it be isier 1o ship via Hambig?
W v thinking of somthing amound 5

[ understood v had 'Ih-u:'l:!mdul:ul.n stk

Imferviews

W Track 16
1 Interviow with a private eguity invesior
PHL= Privabs squiby invadtar

INTERVIEWER ' (b vw el o [ihthe bt it gpasit
| o it A 1 fhe Ariracied pires, bt e sier iy wnifirehpd 4,

FE  Saré. The buginess of o privabe sdualy snapany i Teoimees
mitey N bwo very apecific ways The firet way = oas vimidu e
capitnl -« that moams lookang foradiall sbhn-ap eompeny thit
newds capital, fendisg the company i illove ik o geess, asd b
lnter selfing the campaiy to make a profil Thifs d s=parate
branch of private exuity, arl 1% mot what 1 dio

INTERVIEWER (1K Wiliar's' thid et it Bt premalee mpndlvy dnovels
ey

PEI  The cibes slde s privabe eguity lbay-ous, whichis swhat ['en
fmwalvisd in

INTERYTEWER S 1ol me o fiffle e abowl fel

PEI. The Firetetage in a Buyutis b ook for 3 moget oompany 0
By, e call fluat 'al,'muh'q{' .ﬂu.l:l."pu:al targel miﬂhl: B o ined e
alaed oMy wiih a srong cash flene w hieme the awners die
propared foaell 3 stk in 't company: For examgple, if enight e a
rompany thal an entrepreneor-has ikt up froi sceakch, but now
e o she's appoaaching nefinement or has other plans

INTERVIEWER 1K 50 Jivoo di vne notnalis iy e oodimpeino”

FEI  Let'simagme that fhe valae of the targer =40 millboo eores,
w0 Wi teed A0 erillbon o by B Ye will iy the target Sompany
elth i rew by -Tormed compaiy cnlled 0 Bpecial Parpuse Velicle',
FHalf the money that the ST neeits, 3 million, mighl eomo from
equity, The original shanshoiders dell us thide sharis - they kicp
sammi of the money for themeaiels, but ninvest the sest in e 5P
Perhiaps they contribube & millon of the 20 nalllion the 5PV reeds
W provide the remaining 12 aulllon In fhis sxamphe wie mvm
mare eguity S g, soowe love' o confrolling staky in fhe 3P,
18 wie owm les thar them, we call B mndeby inberost.

INTERVIEWER O so folf of floe movary o buy fhe firge! cooes is
Prpuify froar Iw.undm: arsel Frawar M ur'qiml' shiarehildira. Whed abant
e nther I ?

PET Tl other ali (ke cfhes 20 million, coimes 23 debt: Te'sa loan
from thie bank. That's sohy 10z callec) & livemged buy-out - we
e @ amall Ampant of clT own money i raksea large amount of
lumnits

ENTERY IEWER - foaght, anel i | umsbersimd &, s rryty s vl (o
wiry fhe omh. fow of the St oo peety

FEI Tl'lnl:'il‘l#ﬂ‘. Thie lisen uﬂ.ﬁh:'b: tor a peiod of three to seven
e, didd covor that pericd the buslvess |ust keeps mimming
w-m-].lr ard mmpiy&uﬁu.m from tha cash flores &b P e,
ehar 5P oo Lhad mpﬂnvwl:'lhm defht
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LISTENING SCHRIFTS

INTERVEEWER Yoo wry “rurparap soemlly’, buf of conirse primife
#urty 1 cepromersial hermee cometimes fheeeore By cages diorng
Heds perind.

FET  Somnetimses Ihem wre, sometimes nok, The czses  berpe thers nre
hlg charges are wheh we buy 8 pubbic company lsted on e sieck
markes, them di=lisl # dnd reskrnchome i, and the ne-list it ader
weva made it ITI-DTl'-i'I'I'ﬂﬂHb'!E

INTERVIEWER | Wl huepeens daring #he rrstruchorims?

PEl Sometimeswe doa "buikd op's That mears Duyies ofber
smaller comipanies and mirgime heme with ihe oelginal lorge
oomnpay i makea new; largarn mone prodlitable compary Dither
firmes e dea Beeak dowen’, That nreans selling ton-cose assels,
euting cosls, making e buesbipes mwie elficlent, ansd generaily
refocusing the business,

INTERVIEWER  Cieitdng onsty aimd kookiing fiir etficieony meatma il
s prie ety D TR ks

TEl e urngurimL & thatwe make the wholobosiness maey viable

in fhae Topg berrm, People sl haeep hist thelr joba sy v
hacin't madn the neckssary' chanpges soores filer than e Yee
ke the fonrpany profifakbie.

INTERVIEWER (¥, You memdimed H‘I""-I‘.IH i flas g ogtnled am jir
i e B mdt vt g, Wil abber snil b fegies i siom i

PEL Wl aften th company waos neves Hetod by b first place, it
ras plwiads imprivate hends, and eoibon s dean IPO <o Tisting
kil fimsl Hhmis: Bk the other exlt stmbesies open bo o ane frstly
e pedl o0 mioch lisgercompany hal s Ieoking to diversify o
exptand — fo e §Es [usk qonoemal acsquisison = or sedomdiy-io
fell by aperther preivdale equity company; There i 2 seeond buy-out.
That's quihe cammitise

INTEHYIEWER i, | tlunk iV e ovancy clsreer sume celial fe ool ped.
s i g Al Tesd off e owsserare of B coospynny = by
it, restrnclirimy o, timg ;u.l.lrlq I The p:n]'u'r {AF My bl o .ll.l.l:l|:,|.lr E
iy o Bletr ks aw el oy of ndais I'I'.]|1:|'HH'JI£_ ar might
sivele o o dedr oo e closal, oo fiaf Aoy dn’ Tranaorriad
fv b jody ot ey ded Haelr r.u!"..rrh'lll".']i.'.qu' ifl v resas
us kel i Prdr cainfred o wadevibding

PEI That's shghil, It copitaliem, st speeded ap s litle

INTERVITWER  Amd a fioad grearion. Whar nrhee plrves oo inpahed
|1r]|'||'|l.ln|.r|‘lh.?‘

PEL  First flvere are Uhie Loy, Tho whale procgas ey cemii
frarmalegal palst of view. Then Charedd o fnaid el sdvisce whd
eviides the valwe of fhe gt compase — et ihals my
o fob, Thene ane accounting Bans do de the doe diligene
aned check the boasks of e Grpet corgany s make sie hal
rveryihing s (S There ane s consul iy o make e b
thersris no cudstaneding tas. Than (s ade thee fnveshioent banks
Thisy arrange the debt (o bine the Borpel cosspany. ko examplin,
they gebirsommercial banks and prosenl ths figunsal ihe
tnngét vampany; the structund of T rEpsEE T . B . The
eruramercial banks m:l:.l.nu:r p'ml.'l.d.n: har by, :Fl.rull:_!.' thirme anm
bussess consulling colpanics T}u,‘::p e b ponss ﬂlu;qr-d'r:!-;
hone Bl busirgss ks lel:H o e sovdeaciured nrdnwhn-pupd.

INTERVIEWER  And i fheen preople gef o alicr of il prie?

PEL  Oh yes:If the salue ol the targes Is 40 mudlSon suos, we ndght
sctually need io faise anothee fous or fve million on bep b pay all
Ihwsser different penple.

W Track 17

2 Intarview with an entreprenuer

EPNE = Entreprerseur

INTERYTEWER  Con gemi deli ave o Mk ok i i

EPNR e, Ui 37 yadrs ol marmied, and Thave thoes kids Fee
abways worked i tlse property field. § was an emploses in vanous

runl sdlale coengariog i the pret, butas soon as el that T
learmad wnvaigh 1 et 1 lannched my ovn business, That was.
abni £590 yenrs apo. 1E's abyays teen mr dream.

INTERVIEWER Antd now yine arer prpert femeloper (v e rosiden fia!
T,

EPNR e, that's rlghd, | By hiuses or apartmenty, refushish them,
ancl fhsen rend them bo benanis: Serehimes | sl the property
immadiately after refurbdshmnl, Bt usiallv s miome profitalie
ko heald the property ard colleot e reng

INTERVIEWER 5 it vou i o copited vordara-well iz e ront, nf o
roedl Junus jredtes e potmg up,

EPNE  Exactly

INTERVIEWER How miivch anwrwy dhiil pow e wies yen starided e fa
wnnirsedf? o rreed i Jorof mumey b sherd Bies Bl of tresdiss — o by o
ety st ety e i, dnel e sttt G e rodd f domt dn sl
by b

EFNR 1 dlieln't have a Lot [enme fromn o poor Family and everything
I hawie, e eirned. | saved momey trom, sarbier jobs; and then o
skt rny busaness | got a bank loan and used myv own bouse as
swllateral om the loen

[NTERN IEWER  Sir guii e an visd=lakir

EPMNR Wi 1 needesd 80 bormow o labal morey from the bank,
annd i voas o Il frighbening becawse moy own futund and e
Tl af ey family were at stake Tub | endoy tabing rsks, anid
1" camBbund Phak | haios erwiueh deformination mnd engy b
Aeeasl. | supposel'm o fypical entropremear in- thak mespaect.

INTERVIEWER  'd like fo expione e e s e pafile e Dygston’
e Yoo e demiclenl o Jand it e comsfresiin? el vk
il ||.|.Irl1r|'|: silfaefidiece wul dedermimrhon Wil wetd we adif fo
el fest

EPNE For i, the st bagoctant thing for anen e poeneut 15 b
have wory good instines about people, 106 a feeling thing. You
dont poally need i good education, 1 dida'e pa loumnivessity
berause [ hoaght i wineld Be Borlig — [ wanbsd o stie] wearkdng
and varung mineey, Mo, Pveould say (bl whisd younesd ds very
Foid Eneitian odecide mmedionly i the peison in front of you
i haonest nrnak

INTERYIEWER AU i divsdtnct Jiv o diotl s 2l rr:-}i'rr o peryot

EPNK . Yes Yoo can smedl |:|.|.|;u|'h:| deal, LF cowrs: L Hige ses mus
ndd wps buil vosa teed that apecdad il spotdigg strabghd oy
b 1o ki maney - seithod delng ke mich amalysis

INTERVIEWER OK Wit el

EEMR - You havee e be ey direct with pEOp widbaoul belng nade.
I thimk other poople like @ wisen vou'ie Sl and doi't fool
Arompat.

INTERVIEWER  Whed alsnig kv it fo vwploweea

EPFME - With emplrvees | think you havee be be dnehiaemal, allow them
t eirese: casmally and so on. OF course 1do drow o et Hines:
Dbty amver and P emnployeess bt s vory important foome fal
stalf teedl ot Boene inthe odfice. It makess them mome prodoctive, |
don’t like the bursascrabc atmiosphere in a large company; The
st way by manage prople s fobe there working alangside them,
rark Friave il sats oF reporting procediines and mectings. 1 hate all
thit,

INTERVIEWER S0 pour matagenmrnl st i Do fooed closele il dtaif
=i Fere e, i et ot itvpdar b e, and redln @ Png |".I.I.|l|:d.l.'|=|'5|
i g redehmrshingo.

EMNRE: Yis,

INTERNVIEWER  WWlat fappes when rhr:gf-gu T

EPNE 1 can give woo am exaenghe 1 had doemplotse who was
having abad influmce o the afier Aatl | woin'k g it detadls.
Bk Fecak him s restaarand We Dad & good heart-so-tean



dipe s e hoie i | Wwes vy i with nlew, and very
hoanest 1 bl iy hab | wasaoing b clmnge e way | paid him
—with o lower fiied salary bt a higher Sosanbsion foreach deal
that he closed, That sobheed everyihing — his pedonmno really
imnproreed and eyerething was K.

INTERVIEWER |t gwbvcbagam do frir fopye of the prrsomidity of an
enpireprerirur, We know Sl he or sfie.fe creatioe, fanmmic, wed o fisd
devrainr inaker; Bul ovmhe an rbrresiene 84 ol soie g gels
It ey — s ey e veny o ad skt prjects b fess oo it
mmenfafting el brading. They towstt eiione o omd s ssmelnmg
a1

EFME  Yes; ! ibink you ane abscéutely rght. That's why evesy
YOI EReres I P s & gl Deammn beiind e, A calregreres
i= diffreed b selfmmplopsd petaon - 0 vou seally want
the Ervosdimi b woark enlirely an voie e, vou become sl
lc'l'Tl'F'ill.:l:!;'El.l-

INTERVTEWER (R o ) g, | B o s roos! disi il | awe
vl flnd e after fome and et Sty backprsumd, sl
st it anid 5o on, This gioes them Ehe dlrfee b5 s wmd
pnakr ity Incae Baey il e sty ukicli ey nmee ad as
chilifro,

EINE Well, iF wa take my osen family, yes, py parvnits got divorced
it ] was FoOLng, Yo know v never thought-aboat i Tie el
before = | mean as a positine nfloence, i a wak Very intensding!

INTERVIEWER  Greed. Thanks pery urich, Lel's fudali bere,

“ Tracw 18
3 intendlew with a management trainege
M1 = Management sinee

INTERVIEWER: 2o, Agnbi, pon'ne godng it bl s o Jile aboit s
P I:gl"llll dsApssarf cor e,

BT Yos H:u.'l:r hrﬁu CO RS i st cenibres b salagl and
revrdt new employiss: They ane musinly vésd for peoplein thee
byen s, bevase pecend gradtoates all have vy almalne Vs and
writ s notensy 1o choose the bestoandidases s assesemen
cuntre the company really see Iwow you operale sl o persimal
bzl ard they v sl pecgle seith fubuse maragemosd pobeitial

INTERVIEWER (DK s firal bl vt il it (g pRIrtiomler oise

MT Tm 27 and Fappled for e pesition withm o gredisiie
management trminee scheme for' o larges infernstmns)eon iy
inthe hospislity secton The prodesd started anfine fiesl wiilyan
applimbion form, and then with 3 series of fess - sl s,
problemr-saling bes s end s on, Afer thal there wis o pessonality
test, agin online, Afler passing all thee ests ard walting o fow
ey Belwien cach ome, they did o short telephones inbeeyiew,
Fanally, thow sbed fne b oomee b e assessment cenin,

INTERVIEWER Where nws Hhe sssesment conéne”

MT 14 wasin n holel abseed and 1 lasted for twi daye. Thew iold
= Hhak Lhe fired iy wis fust fo mesd the oiher peopie.and to
dticlisstand whial was going fo Juppe, b of couree 1 guesssd
Pt P essessimisnl sotilel bBigln fom he pemeel Lamived

INTERVIEWER oo mrany poviale feme cfesnr b g e e ahssammt |

MT  They foldd s that there weed 3800 candidats whin had Fllsd
in Ehe ingtal apphcation foem, and of fhese 38 were vt b fhe
ARGRSEAMTIL COTIITE.

INTERYIEWER S &xidgi iy atid a0 g 8nntead. Smd farm nusnay s id
fovre A gty e a kot

MT  Henween temand Hibeen Elnu;plr_

INTERVIEWER (O 5o rall e diesplight A sppnnd ey, e emsdeamirel
i

BT ves. Pirsd we wens retesbed for oor pomesizal @ proden
solving skills, mnd they also gave us some |ogic tesls aned ase-al
language tests: Thiey wanded bo:dhedk hat it was senliy ms whn

LISTENIMNG SCRIFTS

“bad dome the omiine e=ss, and not s maths genles b oe
soimesthing [ke Ehak! This s sl svend epshides dig an inbersies

INTERVIEWER Wit kimd of Tofertrimn

MT  Itwes n faichy comverdional re-on-oae infees e with anHH
marsgeEr from thecompany, She asked me sl | likesd abaut oy
last jiot, what thi werst diing ddout I was, why yom would Hke
o Fr tay coenpany in partioular — normial questions: Theo we
b 1o glve o Powenpolid presentation. 1 forgot el you —one
gk ool they had giver s a topli and wie had io prepans i
whale Powsrpaln presentation, making op-the slides and snon
Thie wihishe lierekew Including Ehay presendation lasied about nn
fouie e i was thkme fos lunch

INTERVIEWER (i

MIT Ve, Imwas i standding-up lumch 10 e foyer with comapels, anel
wirdll mesed around ard clanted. 1'm suse they were cheerving,
mar weicha] sbills dierlisg ghie Binely o]l

IMTEENIEWER [Fm swee I1'r|:'_~| ! it ]l.l_rrph’t':.l'..lfll.\' LTI o

MT Adter lunch there wits @ maleplay ewrcise Thiey gave yod &
background siuation, arsd vou bad half ary bour bo resel 3t ol
iimb abuwsat it Then ot dld the rolieplay with cne siler perain
who alsr hnd 6 role in the room there was a silenl assessar whn
fevesh, s

INTERVIEWER.  Ilad kerf if snlaploy wes (0F

ST Lhad e play ihe mle of on ssivtant mansger— P thijob |
wirald roally have 1F 1 was sucosstinl — ancl e ather pets was
a problem emphisnee. They wene doing heir job badly, ey were
chaflerging our autbotiny thwey bed been fude o some cislomern,
and a6 e But the leam wias shortof membes and 14 s difficls
i Eitied st 1 the liscal labinar mackoel — and fia | oowldn’ fire
theme Alai, | weasdmby (e ssliiany mamigin arel | Sldn'thpue te
aathoriby o cos That = o fhe Scemamio e maen mansger wias away
am Hodiday, and so T had 1w (0kk o ihe empliogee and fry 19 oot
il =ituntinn

INTERYIEWER . Virw ofmilregsimg! Moo il yom Syl if?

MT, Fans el yuns, 1% confidential = i el be fos moch bedp 10
abhor poegle i By wing i the s sbieation,

INTEEVIEWER  OF ar whiat hagpaened gt dne roliplay?

BT e wk hiad & temnsork test, Theve veore pight people aneid
=l o agakn we were ghven o backiground semano with @
bl du il mnd sy ad b discoss :Inﬁ,ul.hnr and comin i
vl wolimthesin I His o (B swone Eiroo silsnt somssies (hes
|Eme

INTERVIEWER. Ciine voiy s siir arr dilusd o it oo

MT  Yeu VW svura :upp-m.a-d to k- the Board memnhems of 8 compuany,
seesing Icloas for P bo improse thie business, Eacly persca
I hiy pigch thasir v id e whdch they gave yow. Forexample,
rl;rl.hw'd.i.ng the mphg,'ﬂ:l: in & different way, brimging a oew
Flmdur! oo themarket; n Iu:,'n'l.'r:.' st for custormers, el AT
the erd woul could only chovse ore idea.

[MTERVIEWER Tl allrd assessor iehorogt e Wt do vord ik A
fiars ll'l-ri.l ilrrr]u:l'-ll'r;{_l'iﬂ':'

MT  Well, commumication abilbs shyviowly — bo ges (E yon cak eoplain
your ideas clearky and ginsetiy o also listes be gther people and
ask them good guestiors, Al o seeif vou can inflvenceotker
priple and oomwibe thiem -t yoar kdeds e ghe.

INTERVIEWER §ies e u'rq'h'n:rlx elreafter bur?

MT  Thimewos afe ls]-enencise — i report wribing oxaose. Again
e were gven i ck ol sliiation, and they gave o halian
e 4o el it — it v e Tengthg, Thien wie bad oo bodrs to
it o meport based on the situation,

THTERVIEWER: 1t wove tle sitnatio ¢ deme P

MT e worked fora coiwpany ihal wnkied b i dis offces, and
e bt o chivose biebwen. boon pptions. (o locatisn was very

159
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expengivie, bl i had goad infrastmctore, ard the ather loction
wiaes Shvaan, it 1bwas ald and Incked como basic faciline:. Yoo
hiad b chesasea location, pustiby it and alse gve somie inancial
analyste. The ldes was towrihe something fhat o p mansger
ronakd read at o plence and make the fnal decssim.

INTERVIEWER: - 5o the ol sy s sery donprelinaliv, As sl i
firet commeridinnal irberrvene dhey fopted af your pumecca! ad fogloal
skl gt irileepersomnl skl wnur pinegnned Sl itk the
smnkunpy e, wur Aerosoriing alilify. we e fag iy
= e

MT  Clh e,

INTERVIEWER  Anmif taer inin snacepsstil?

MT  Ves Twas! Bgotthe jobi; Mo I e sne yvear's bnlning - aix
maoths in bwo differmi countries - end Hien DAl be o psistan
mazinger-and 1 oan choose whiom 1o work

W Trick 19

4. Interview with a supply chain manager

G = Bapply chain vranages

INTERVIEWUR ChE, A, o ve i i0 cxplni o e afiom
sy cheln mamgenTer

SCM - Yes, supply: chaln mamagement s a rewolution m the way
thak we s kgistics, Inslend o ConiTpay fust Iu'.'hlﬁ;lll. Tl
Focun, [Ehas 10 haove s dinsct commectlion witl i1 1u|.~;1llr|1. dpid
vl

INTERVIEWTR  &n gite nie o svsmple uf iy difird conmpetmios
et i @ By chaln

SOM 0 Lets fuk s ahifinokile company oo o example. They'll
bury v awhode mesbnle like fhe dashbaned or the door from o fine
b srappdier, e this Bk Hes supphier will nay sl parss aed
cmpanents (o 8 seconsd ler supplies This eempany wilifn
tam oy froam oty maderials supplier:

INTERVIEWER I soreuds [he #'complex spfitein,

SCM I fact, supply chin mumngemment has developed becanse it
recdutes complexdn Tn the past a car marmfacturer used fo by
a hiage rsmber of comporsnbs and then put em fogeifber itssli
o e e ol Bherrncsdiidies. nesadied e he Gt T wias very diffcull 1o
s ol the processes amid [0 inddntaln quadley. Mes ihey fusd
by [0 the #nsbed modules ard assernbie them,

INTERYIEWER i e if all e fic deresl of fogtsties® Eoeryom i
i deliver formvrgme fHar

UM Nommally the sssemihy plant (5 located in i [oow=cost oy,
At e supplivrs fothds plant need fobe very dlise — i ondis
kn put i Fll.'dl:tlﬂ '_II.EI".-'.IE'HM:" I,L'Jl'l."l‘]’. S ke wluster of
waijrpliems grows up ansusd e plant. 1 provides emplimont and
s sirme skills tramplee & thi knw-cert sty

INTERVIEWER  Yiou ‘b v Fismieed Hit masipfactnires (ko s meafly it
o rsmennhd ey ), v Abs guppters, Whio elae i ineaisd?

SCM  Thessare all the lngistics partnoss. Yoa've ot the donparios
iepirshle ke transporang and varchoozing, and s
oanpanies could be imvolyed atany paint betwosn frs) Her,

‘sedund ter, dnuiscturer and distibatar. I we stick with our
avample of the sutomobis industry, then vou can ks inclads the
fnarcial sérvios i I a customer oy 4 can thiey: might
wanterstl i help themn bo do that, of they might want b e
rather than By Thise fisancal services are pravided by partoery
corpanics, and fva way they ame part ol the supply chain

INTERVIEWER f arast e pery giffteidi i (mtegrane (i et
wperdions of nl e conyandes el

SCM  ew, you'te rght, Wee use TT 10 do thae We tmegrade the
imforenaiion: Syshinme of all the companies: imvalved. I'm ealiding
abaut teacking gl Joestion of ibema in fransit, about sherieg
produckon inmseagks, dhout providing information ragarding

echrdesl dpodifications, and many other’ things. Over recent
voars-thue hane beert big advances in this fuld of nkegeating IT
ShEdara,

INTERVIEWER. [ guese i i i pose g oF A frigansss
rafriion mould et e fissienls donififrm il

0% o= Bul H's imperdant, Far example, the moms mfoemation
that i sipplies kas abeit hoture Semand, the Yss stock ey mosd
BTy,

INTERYIEWER Tz amerenn tlant v viewd al Fang=ter iebabinshby il
it e, okl ey beceme more ik parduire

S0 Deacthy, And i1s mal fustin feries of nesding them b moake
juest-in-ims diftivestes, (s ouoe tan thal Por example, we
weark with tham on developing mew producis sccoeding o aur
requirormeie.

INTERVIEWER 5 fir av'ev falbed sbant fhe npstesor aud ol tlie
sugrny ehara, Whal abosd e deepestroanm e fem Be s facturee ti
Hee fashrlbulor!

SCM s, Here f depends o 108 om the rulnive powoe of e twa
siehes By distrahiotors are vieny posseriul,; and iy s oy
the manmlectiares to adopt |st-in=tme mellaads ket s il
manfactirer foaces ﬂ"d'.‘iui:rplirh fs by by seanine

INTERVIEWER 5o sverplondy ssenfp jrisd- -t all e g o it
el

SCM Yo' mghi Weeall it a gl spsbin. In inoders
manedachiring all the hosiness activity rIEhl chirven tha wlssin in
prialliesd by custommer arders. Yan anly bk whal v mead i
The appostte, thoold way: s callod a ‘push’ syasom, Witk i push
swEseith o wirk on forecasls = vou samafachure s distributn
ooy b budsiis of vour forecasts, The proclucts aee [ thitee, rosdy-
maidn; wanling [ soaresnine: ko |:|u:|:' e,

INTERVIEWER  Butsurely snnee peste of e sy alnls a¢07 sk ke
flaaf P

BOM Wies T b wact, il parts of Hw chain ihal work on a pusib
syshem e thioss wehien vein ear dchieve eoaromios af sobd, 1
VI O R Fhemey by makiing n o af something all ot ane times,
dem v g shwind and make it acoording o vaur forecasts, Yoo
o bl el i1 rewdind, Bl you must hove seoumte fanscsts,
atherwise v make b mauch pood uct and you wasie moony.

INTERVIEWEL  Seclier g oeed b anoiaasl Jru:l‘u-.'.lr:q- i gHiiie
XA e severnl coorsimes - L klapread are Mo G it
bnhisbras! pectorg!

SCM Suwpply chadn managemiing sveas developed mitially in blgger
companies depeelally those priducing cars ond whide goods. il
ao it's ussl foe all mamadpcunsd commomes goods - ce8 phones;
Eiptops. everyilig Dl fie ssanpie. & very well-koosion for 1t
fast-in-timi sy=tems,

M Tack 20

5 interview with 3 snles manager

EAM = Key accoump managef

INTERVIEWER (R cur wini il s vows i Hile ol e dimdiestey v
mavk !

KAM  es, [ om akey acoount manager-and 1 wark ina lighting
edimpany: Char chierts ate-large campanizs liv the Botel and cetill

sty whi ane lnoking to either comstnaot i pev badlding o
FENOVH g dd ame.

INTERVIEWER Wi 150 by inciire!. svivaigr?

KAM ['s's job on the sales e but desling with large ¢lients only.
Pha perfant clisnis wank one specific persnn as their paint of
conkact rekde A supplies company,

INTEKVIEWER (KL so mitst i o dwaderdog @ [ipwead day?

EAM  Frstofafl 1bulld-our dajabase of progpecs Tuse- the
Internat, nevispapers, magaziaes et bosee which companies



might Fiave plane for new buildsgs. Then | oontact B, by
tobrphome e ermail, and toy tooget an appointment-to Visit tem
el ke a-g3les presentation.
INTERVIEWER Al (e client e fnserested
EAM  Thim | getints a mone defailed conversagon with Ehem
abeait the specific project, Bt the archatect whio is wssking fiss the
clientis e roal decision maker = the aschitect Bas torbe fvvpdved
atan'early stage. The buillding contractor & ala important, bus
ther cisually follne what the architect says. 5o wie have a series
of mietin g with-all e partes invelved, o b evaryiling goes
well, them we tan begin to teik atout the fimeschedule for che
irstallation; the poce, the warranty, amel s,
INTERYIEWER Hemr tw e jabialiffifont do i Hgmod dfol B s
o i v kit s
KAM el yonr ddes of a'sale consaliom = probubly bosed on
B2, nol BIE. bn B2 the discosstoms ge more complion and
moire technical With the nochiters e hivee o bal b sbeadour
o facturng proces, qualiby rebiabifiby, and se on Wik the
cortrmctar we have fotalk abost ease of st leliom, dedvery and
tirmaig, Wity the Brnal cliomt we have to talleaboul howy Sjghting
crealies o identthy for theis hotel, or thelr ais] space; of thesr
oiffices = Howe il Bielps o crenle an imngs,
INTERVIEWER  F, Gan [ go bk do o e fied frinps wosl serled darlies!
EAM Yes
INTERVIEWER  Firar, abur Ho el call fo tleeclisar, Thir's 4 ld
aall’, iv atlivr oovedts e clivmd foaer 't il o it dmad sl people
alavows e privone it e s inde, Fivenr dho wow o thaat Bappering?
BAM  The fizsl patraon pou speak o5 probibly a seon:tary Hers,
Uhereare three things, Fitst, vou huvir o immediately give ihe
ispsiessina that this call i aboul sumaching important. Yis wane
Bt gerekany bo feul that f sho doeso't dosd weth yous call, then she
mlglll et it wodile, s, el havwr 10 iy ioereale sorme kind
il hqlh;;_m m11.p.1r.h_1.- woilh ghee perscm vory quickly, fAind I"ir|-n='||:|l
ekl fanee 1 el Al e ol (e prerson: nsde the comparry s
yirud poesrllye sl Baciutiones the sedraliry bl pat yoss theeigh,
citbier Hivwie bk v Hai i Fhated 3 nA e
INTEHVIEWER A+l fahun wins Finellu st Hesiinghh be Miv Frgivd permi 7
KAM  Ohsr brand pdeng G doars Righbat the wari of the
corseration Leay e hrand namis, with some pede i omy v
Thes antussnly preparad o bsten becaee ol the end of the day
ik din pvied s oo oo of oor compation —all balklings have
f T lightiong, Then you lave o get right fo the point, 1n 1528
pu,:n_plr i [-;-p-l:,r buay and Iﬁ1=:,r don't ket iF vest wasie Ikl
L.
INTERVIEWER ~ OIE, Iif's gl Io b dlage mlieny wi drrise it ol
e ol mi T T A e for e ek B Dyt amrpuriml?
KAM - You have fo crdsibe an mmediabe seveation of being busipsss
Iike, botale Friendby and pegigive. Being iendly i& bmportant
becmese yon’re selling fo & persan, ol o compara:. 15eing 3 moe
brochure g wiell as & pronetioninl DVEF fo play on iy Bpop,
arad | b tee Brocluoe on e desbojo huse soriething o refer to.
Then § play it by enr, Sometimes peaple want e ko wnae sodal
canvessxtion and relobicnship building. e lees. | sl it
intuitively: Bub Twaald syt Toearly always bepin by asking
thaem questions, for exampls about how thistr business = golng.
o wand B pve o messgge thal you ane mbeesied (0 fem, and
theeir buisiness. ond you ward bobe d part of thels usiness
INTERVIEWER 5o o s oy f e roie of g saleswasn, miont s i
Jartien
KAM e, moreasa pertnes A good sales peeson doesn't gove the
dmipresiin they ace selling, They dpe fheve i lisien and then io
give thelr kncivledss and fo give § semvioe

INTERVEEWER - A T ifer e alead 11t theee aftwadbind abfection b
diey alrewaly vk wrifranalior et ol ndiar Sy &
mfferamy o bebirr priceor srinteses T

KAM Yimu have e believe inyour produces and alkabout
thiem with a passkon ancd commitmont, The client will feel His
[stiedinbely; Botyon din't gt into 4 conversatisn aboud price: [f
wond anr ssying that yourprodiscts ane the best; then it's & miskaki
I trw v camipete-on price: The best s mnver the cheapimt o tik
bt quabity, about inmowation, aboot delivery guaraiees;aboat
servioe levels: and alseaboot ather satisfled costomen, 17y jgrasd
I hatvr =i et faceaiils - e hase them e e brochome.

INTERYIEWEN 08, sne i spees e St et fiell i 4f e a8
any fenwia e wear comumy il Sl el Podnelion? For
pximple, o prmniioe fhectiond deffeey af g ot S bt ey
Productiom smes Bt {freg o ' ool e f e e faid o,

KaM s you eall Prodoctinn ard sy /1 have Uhisnbig oedier aid ihio
vlsent needs & n b davs arsl Produchion sags s mpossible 59
then 1 givaned spenk to Peoduction in pessoo and iy i pesunds
Aoy that iy ordir f5 men: important tharall the othes: I the
end you have 10w your Bffuencing and pecsnading skills nat
st vl £y 2 v, it Bt e o owen crgatiea o as woll!

B Track 21
6 interview with @ marketing director
M= hurketng direcior

INTERVIEWER . Todoy soe'nd gty fif b bl iibviid e el
itk ey o He e P i, predee, gl it it e
A WoAr e q-mnlr'll.l.r N DR R T T LT T

MD Thalb's righi

INTERVIEWTH  Taurd tefles beitn B avplaindag e st P e
ot Bl poa et

M2 Sune | manage b morkesting of one particofat agricultural
chermical ysed for ane paricudar cropn ore pacticular devedopeng
conniry, Belon w [oveiulated this chemical, we Bret rn a focss
groeip of by, Ve askind lein whal wisuld be ibeirideal
st i an fdeal wistd,

IMTIRVIEWERL.  Whai did they st

M They said that they swanied a combined prodiact whicl wan
bely e dnisie ekl ond o Bungiede Tle bdien aif o comblfed
prrsduck was & novw oncopt in thee markes, wod bt cane direcdly
Fromsd (e frimaors;

INTERVEEWER. (IR, pood: Mo 4T weag little S ahaf trour pricing
etnitrpl heeas T ddlens it e uuail;

ML | s Agmin, see ko] Ehie farrreers b iy syl Hbae ty pay
i am ideal workds And they said that i an iceal waoelkd iy waisld
like to pay mt with money, but by gpving us some of wle orops o
exchange,

INTERVIEWER  ht's Ik hie lif ey = avcformpgimme ome i)
e it o il mdthonck goniog Brenuge e ssdino o firs

MDD Fuactly. For the frmessiEs a very nifvacivo solution, They an:
good at produceg the ceaps, bl fck 2o pood o) commercializing
them

INTERVIEWER O, bt stz risk passd i g Becsiiiae g Pl fvme
t et the crops. Yoirarea clennol ampsny —satling sgriltura!
prodis 3 not W fiesinee

MD W use commadiny traders whe sell on the open market —we
i gel] ourseiyes: Feres how I works. We o o e bodecs wnd
sayy thist we ave o foreeast of "X bags of crops Tom the farmen
fur the nest pesscin - Tuowe mueh sy s’ pay? The Baders grve e
a prive. Molice HuhrF-i-jI-und:.I It e tha farmeers becanme we
e use e farge vl b pesa battr price than ey could ¢
thysald Endividually. Then, after that, wicreatea price Tist fir
tha farmers: for example cne kilogram o cur product e one bag 16
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of eropd. The farmiors discide how much of sus produt they want,
inl thiey: sigr a ooetrack with s, Whon tha srep is reads: ther
delbver it to thir trader, ot to us, and the trads pavs oe- We nover
Pt isvvalved insalling, the crops on the matkiet That risk pesses o
P bracher — bt they koo thiels buosiness.

INTERVIEWER OK. Sowe'ne comeved oot we'ze converrd e,

it plevese dol big 0 IEble bt abead place, fhedfr ot fistrintion
larim

MD  Yis. Whe hiave segmontation in the marloer, acooeding o the gize

of the Earm, We lave big, medioc nod sl ArwaEE el we fnkie
a differer approach with sich segment. With the big fismers e
L a B2R appmoach. We have & Key acooums manager inside our
couspimy so il che farmier can pick-up the phomeand &k o one
prassion, The nisgmtiatioon b st aloutprice. With the muedism-sioe

farenems s difforont. We sench o salin rep (o visit their farms bot
i fnett Elvis - Kined of galis e i ales an ajgricubiarl conssBan,
Thi teps have a sclmes binckground - thoy ane agrinamiss

Thw farmers neally spprecisie this bechincal gipport. and oar
compitiless dor't offur 18, The Lerze-sioe famsens daa't nesd

this technical support becmese they bave thir owm agroromists
warking for ihem,

IMTERVIEWER .-1.||dr|||'-rrn-|]rf|1mw,'

MDY The small farmess don’t gt fechnical suppert, Thisy just
ot thelr chitmicals dimectly irom o dstribator whao dolivers b
produc i them. We supphy the distninsor, and pay e 10 go
round thie farmes Gow e delivesiss, The distribuior can Alan g
tet thae mwe el ned ke farm, o sometimes we do that dirctly
~ far m-:ampl: the sales rep cin ke g prosiui,

INTERVIEWER. S ro money elirmges bl Semerny i firmess aind
M afalribactines

MDD Tactly I you remembor from betore, e famers pay for thiir
dhermicls with bags of crops delbverat 1o fhe cormnondity trad i,
vt elistribautives et i by we, o of bhe mioney thal i el feoe

the commndily, nders 1Fe a wirin partnemdhip boebweses s,
distritiwpar, farmed and trader

INTEEVIEWER EIR, e s v Baial 1P .'::ﬂ'.urmu'w| I ifirail fFida
e st Iyt of iy,

MDD Yes oo naarket e nuass media b s important, becamse
tarmers dem’twatch so miodh TV mmd anyway thenes o ot of
venipetitsm for TV spots. 50w decided 1o be really imovasive
Wilvet tadie & menvie — exactly the same s in the cinema with
FOTw: Big-nnme siars = amnd e invile the farmees fo come o
thir cinermi b see 4 06 & T0 movie. Wee organibes Busis to bake
the farimers to the cinoma, and then shion ey e, we give
It simme popearn sndd b bees Vo nave i aimmbes phat fhose
darenerd marely g o the Grema,

INTERYTEWER: | Al voolard it e s 10 e iy

M I starks with o Oying sacer, 1 lanids i our counsry and somg
allens aprpoar Thee loval Sreeers star aking the alios guesthins,
mnd the aliems take the farsmens o fheir phanel Wiien they gt
byt st iy i sl fher nliens-tisod o v i sarme
prirhlesns with thele crigrs as the formers 1w having right mow
b any Eaethy

INTERVIEWER A wd of coerse thenilogd Bor ot Blasir prieabioss i
ol pir o)y

ME  OF coursed How did yo goess? Bt oo ehould ea thie alsens
epes in 30— IS reelly amafng!

W Track 22
7 Interview with a finance director
FLt= Fipance director

INTEEVITWER | e rowmhd b nberedting de ki oo the i
fnetrtiin i deridad upe sy o e commpary. T st
P, firree i cantehit e mipsterhies i Sals o Murketing o
Pt nr HEL

FI¥ - Weil, I'H dovmy besit: Ttk my commany squite mypical
and Tean desaribe b it works. Lam the Finanre Dimcter and
Thavr threg managers repebing b ezch withn difierani
arva of responzibility: The first anea ia the treasary, the second s
eruunting anel the thied fs bisdpeting and planning,

INTERVIEWER G Ler' Loy dhise evie b o,

FI} “The Troasuros fs mesponsible for cash and cast fow. Hie has s
mull team that ans respanaible for acoounts payable and accounts
fevesvabile, g0 fhey ke pabments fo supphivs and oollect
framn costomiers. Tha Tredsimer = also the point of contagl naite
B comenpany' frr unir ks, amid they mik bosgether abionit our
evendralt ey, e s emptvely bow to gk e best irteoess b
i any spare ench Bt s available, Tivad days thenz s also quae g
It of discrisilion dhivib spoecial Enanelal fstrarment that the bank
cun nffer

ISTERVIEWER  What bind o e it ?

3 Fur example, derovatives io-swap varable inbsrest nides ke
fived inhirst rales = thatmmindmizes oue el i v bk aita long
bremm bmain.

INTERVIEWER O Merd & accouni g,

FEF W hive o Chael dwormmiing C¥Fcer who's resprmiibibe foe
Frepating the acooms; s thal's the tcome sateement aricl casly
o staterrent o a squaner]y and dnnusbbasis, ind the balancs
ahoet jsist anmually, Ther mast impocant thing for e 560 v pare
ererrthing fiar the annual repont, which we hove a statory daty
b provlide becatise we'rea pulilic company: The scerunting isam
aber propases the mecices b e b customers, and proesses th
i ke ahil we mocetve from suppbens,

INTERVIEWER iy, Al e third are?

F& Finally we have s Fmancial Cisprller swiio's responsible
for internal audiling, budgeang and financial plinning. This
person sevehees all the key incticatos selating toooeses, income,
profitabiliby, efficimey et frnui Praducton, Parchasing and Sales
= nned using ke Sgures b propares woweskly tepoit fur othes
managis fhraughout the eoepany

INTERNIEWER By Iuidgndiveg dhe yom i seffig e T
dokiting oo it Insfises 1 gl

FD I'mean the lafter - the conirol aepect of bistgeting. 9o lookieg
o ke varianew between the planmsed bislgetand the sciwal baidgs
bocall me conts o the cmmpany; The B fype of hodgeking
= deciding hew much momey each departmaent needs and can
spend i the futune= is donsb all the managers opether as pr|
ok thi wider busineis plan. That's an annusl process and it hag o
Tedide b the poerall sategy oF B company,

INTERVIEWER S fite Fimnucie! Ciibnitler ix fhe pevsot ol ronlfy
renalrpEra il M B Rapipere g i e adoy by ding

FI  Tiis if an activity |5 golre cver bodiel wie issd b kniny
imrnediacely. We have o ke action o ool e shuition,

INTERVIEWER  Kighi. Cifr | fust g hack &b susneblsimr 7 Yoy sl
fmf & remsuryy i respvresible S aeTonS e dd Tccowts
roiielle. dail A apturmis deprirtgnnd v Fespirsilie A dmooioiag.
Thrat sovsiiw wd kst bermase ey thived T issocimbe acooiinls receizmble
L o e TS

FB Wl mvoscing s a pisrely administrasve prives - invvojces mre
getersted nutomatically by one IT syston, Tnvedeing is important



farr keeping the books, juist 1ike prrchases ard arders, and 20
these things come ander the contmol of the acomnis cthn Bl
aceounbs receivabieds A mone human and mamagerial prised
= credit contmller might need o felephone acustormer b
an aoistanding bitl, send them & reminden deal with Ba etz
and o on. 18 fhe Qoo of cash into-the compasy, and S0 11 comes
ureler the ireasury. Tt's nob just an administrabnie thing,

INTEREVIEWER (3K s wrt's the dhree sreas. Neee ndst ahand ot — £l
Finmmice Diveator ﬂrr_],m.r Hay i rpu:!lﬁn: rmn'lilﬁ'lu fhat dre il
WPt |'|:|_,| B derey Im.-pfp aniiy i T

FO s, groad question. Beside minaging thise thisd people arsd
ik ara imporiant financial s o ihe seoe managemer
ihin, | also ave respansiility for (ofporale gosvemande. 5o
Pt b forvae e il e s smrehrdslers” paseinzs and takes thi
rntiwihes ol thoosy et abd Pon ieone who works glasely
with thit exiermal anditoos. And & there's avery big progcet o be
Fenaryced, thi T spenke 4o thie b sagher thas tha Traisunes

INTERVIEWER  Croeh | think fie ordy Hrimg uar bersnd T b a0
Sar be fax e fry pRmonmg.

FId  The Chisb Aceimimting Offaer had 16 e 1he ta rodorms, Amd
sonatierally thivt persi {5 very invalvid in fay planning, fut thes
i6 i oo e and we often use esbeenad comsuitantsio helpus
avel ikl cnse | ekl gt involved as well,

INTERYIEWER  Awd iy fivml spucabivn e vt sshaf 4 Bt on I it
ectredl ek i fe esisivr ol el Vo o e maore ffs e (n i
il

FI That's w.sl,l. Al Financial dise o sadfer from meonmation
oo ]E'l.m di:p’ amd TYETY weck we ser oo lumrs ard cohisine
il Figruees, with lste of indicatars. and bured dup within s
celumns thwre are some smnll e af rolrrmation that Ak
important, Bt this information can be very dificalt o spol. The
challvrge is 1o redwoe the prount of Information coming m e s,
o Filler ot (e Backgrming misse, s il wesee fust o summany
umiel wigenn Tocms on the sml proaleons and the bagper pactune

B Track 23

8 Interview with a human resources director

HRD = Human resaurces dircr

INTERVIEWER | beeer thie! posd vl in. Human Besmmarees for o Huid
ffior il faege dewloss fnad pawgum

HRID  That's fghi

INTERVIEWER  Cinde yonr 1l me @ Jittle mivsf e TR fimction 1 duue
ampury?

HIRD  Woi Thire ane alwiial ﬂ.‘l.'lprmpl.- i i onfes on Antal, aed
ool thiowee, thiere ame four of us in KR Eacly persan has thaoir oo
i poa b i e Sothiene 2 ane person fos pomppensation snd
berelils, ore parson in dierge of irefning, ooe jumnior pemsan
foradimnlsiratiom and then me - I'm the HE director. Toms
expecklly on rocruliment = Thave to deselop and implement ol
the procedures, polcles and (nitiatives

INTHRVIEWER Do fuse pedicss comnd fron dend offlee f tlae LIS 7

HRD  Yes, minst of e Wi haye b6 imirodors them locally,
wmelimies lﬂ.ﬂF'ﬁIIE 15T, . ﬂnqllrl,!: ik pois T,

INTERVIEWER  Clinil i/t @it aie ol sttty o o il o preoceniuey
el e i il uiF el sl s i@l =tip? (o pour
dorul s rinn T

HED Tor instanee in our coomsey it's very diffscalz 4o dasmiss
sumeone. Now my company 18 very i bt 10 alsi veny: s
wlih poee performers: In the LIS there dre targets 10 meet and
objemives tnachiese farall employees, and if wow neea poor
performes vou can-stay in thecompany for mayhe b vears, Bl
na nere. Inmy connbry things: don't work Fike that. Ohor by
o't allosy s fo dismiss somecne for poor pecformamnee akimne

LISTENING SCHIFTS

INTEEVIEWER. A dfere oy obber sxampiest

HRD  Ancbhee guamph g equal opporunsics, Heod dffice has
askndd me L;q;lgl-uqlnu-'u vty ElFaisgy — bl very importmil
m fhes Seakes —ansd e ane feusing fisst on gender and tharan
age W dem’tEenditivnally Shinkaboul lovestling in olider people
— b ewer senpids ke i sivdnge plisess. But Eapegss has anaging
poputation and we will need more older peophe inside companizs

INTEENIEWER | Wit are iy fodng s mebafive fo gesier | Himt ane wil
frnimg bt snifreact anil refadn fovetent T poar orgiindzalim !

HREY e offer fledabis houms, partstime working Jor matihers
refurmidng fo work. @ free kindergarten - thit kincl of thing.

IMTERVIEWER A draderprindin & g el dicisio. Wiz
chiitdire fhetes i fraderol ciir — sion deined s pegrin il o
argarifa fol pewry by ndd aod gy ual e perssdp rem i,

HRD ' We frivd ho set i & kindenzarten last yedr, ith the bhicking
of bead offsce. The st problem woas et we onfy lavea e
women hire wiilh babdes of the nght age bouse 1 asben thne is
i preoblem ol o lecitone YWe're bhall sn howir's dbyvn ksl g
cily ceslve mnd the mothers had i bring the babiens hena snd sk
them back agnin, wihity the babis orvmg i the hack seal of his car
i ehi s b IEwas very difficalt

INTERVIEWER Mool jrdaeii.

HRED - Wes, w0 § havo toba honestand gay that the s omen posforred
28 fonves ibeie children ot howse = in aor caliore (he grandinothes
raftim lardes atter the child dirdigs theday But whiob the okl
argimoch mony inberested B s work-life balanes — having mons
firme wiorking put of the oificd,

INTERYIEWER - e udlit = g potiiy thitre?

HED W epcoarage mothees (o wiek o bome sorday o oweek,
e wed alan huive a condeagl whine ihey can work slighitly bower
hstirs for shipghtly less miniey, bt Dhede can go homie early anid pick
siph the chidldren froen schusal, That's very popuilas; In'fact we lind
fhal e womsen eamge ele timie sery well, and da oo or
s ihe sam &I o Wirk 35 FVErvGne ki

INTERVIEWER (k. Sy i frrnish qannt oe fostie vk B9 nhuy 2w of
perfrrnsnine cilture wnl mideed detier? K sl e e e
il mitssed o poem purer niine, s e ko s awimsie eshraniine

HED Two ways. Flesl, conn pencton I hared on a threeway
fatidla, Thisee's o Hoed prined by b salary, the |:'ll|_e.-r,|=|l part, bt fhen
haire e ey o part L depends on, company peFfonmance, und
& i Hhad depveradd o Incliviclom] padnrms e, Sowe mokvele
pesaprhe dhrouggh pag The othes sy bo manmags performanad-bs
ifirsigh onir appraisal process. Every yoar this line manager miet
| e epplayss B peliew the performanas, and {he gutcame
id b mseting s an individual deselopmient plan,

INTERVIEWER  Drovdedng pooclviang dod Insieiing

HED: Yiw, the big (hirg sight now is :i.!:'d'l.um:i.'lg*sh.'i]h. The alin
s to help people in thetr sveryday woeking relstionshps You
kenowe e have toowork in s high-pressiane, modees business
erviranment o e conbact with peirple in othee deparimenis o
wock in s functons] beams, and moch moee T coder o da all
this we have o influenoe other peopie ol the o, Toabdali e
Fielp and iheir agresment.

TNTERYTEWER - Hur s (ks byt trmined ! [ pery dbiifrols Stineliy
Juss umﬂ_ll'nm irmdale Ha g, o H!i:mluﬂ'll.lng that develops aith
|'.!|I'|‘.rl.t-|-.rn'.ruppl Cigre s sty fapdomar Rowmdes infiheesing sBle by
settidind et dit ot it rar?

HED  Inmy opinion. yes Partioalacy thromeh roleplay, and alan
analyring care smdies of what somemme dud ina parkaulin
sifration in tezms of theit behsvaour, and why ey gt or didnd
zet the resalt they wanted: e bave b invile people o eficton
these thimgs. [ fhimik it can rmake o diferene.
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Answer key

1 The economy

Fxprcize 1.1

Vdrves  d deegulation 3 osdbsddles 4 ogusdas -5 1&Enffs
Goconikmined 7 liquidity. B bubbles. 9 ungerging

10 affeerisl 17 piesperity. 10 literacy

Exercise 1.2

1 COGUME spndng . 2 lres mowementof caprtal

F gt and mntradion £ Weexpectancy 5 open borders
5] s.ur-ﬂ.mi al t*.rirlq 7 orronmontal cdamage

B opofeanddnrires  Somdemstnates 10 cheaporadi

11 socid mabdily 13 underking strergsh

Exerciee 1.3

I corsumerspenidrg 2 cheapcmpdi 3 sarglard of Iving

4 grewth antl montrsctan 5 rilesy ryiey 6 urderiying wength

Exgrrizs 1.4

I onthesergnof staling 2 dump 3 boosting . @ thie Fed
5 poughiy

2 The business cycle

Exarise 2.1

a 1 anuphirn 3 expandion 38 downium 4 conlachon
b1 mcoupm. 2opeEaks  3urnsdown 4 Bottome
Exarcise 2.2

b 34 3¢ da Se &R FTO Bg 9 W
Exariige 2.3

1 ke fpkksup 3 omed ) turmng dowr) o F band § fasa

A mwore exgerae Poosls - S conbract f mecessan

3 bafeen B oGyl bolish
Exertise 2.4

1 pficy makess 2 new Dormodng

5 government delet 3 labour mackat

3 International trade

Exiertise 1.1

1 etonomies ol icde 2 amyour bobalf

d AUt 5 sxpertsn & fradeenan
Q jnvaite 10 bl of keding

Exertise 3.3

1 take advantage of ary undér-osed caoty
4 Tl B st po oomesic maked

2 spwea 1he ik

& @t gn g hoad s, behall

5 asfableh a presence o g feremn market

0 ke yearcan Boa kdendily

¥ handle the aschange al documerily

B pay arcoming 1o the tenms ol fhe contiact

& antaipabe

Joplgk-piipcs & @0 CUD

3 warranty
Fles B rmaty

Exgricn 3.3

1 Caherisattyanoe. 2 Latter of Crédit | 3 Dpcurmentary tokecion
4 Qpen sccown  F Congigrirsnl puchese

Exercise 3.4

1 gimiome I handlrie 3 peéenises 4 ok 5 dndding

G freight ' dopumentstion 8 et S°tEmEmal

¥ gearance

4 Setting up and growing a business

Exercise 4.1

tedge 3 bechenn  Zcolatedl 4 lepalesfly 5 iwoioe
Eplingun- T trncesr 85 oolhg eoncern D secpilioes

10 tharoughly 11 sticking with 12 false ecoromy

13 neghbourhood 14 seedmoney 15 lovaly 16 complacency

Exmarcka 4.3

1 afnese a offial mas. 2 wat for irpoices 1o be paid

3 groww of shink peat by vear 4 amplay mae saEf
Sspotagapinthemarkst 6 Laks on the dsk ol (he Bniness failnn
1 ingna huge amount of messy B snter a gowih phase

T oxigncl g Eee ol dedic. 10 go-pobiss

11 grony piganically o by scouizitiom

12 el thee iseem =i i going concern

Emdqnlﬂ-

1 pvgmepardl 2 ondecut. 3 onderpertorm 4 ouedale
S-owerspend & urigercharge T ovemide 8@ ondepelirmate
Engroise 5.4

Tigullet 2fee: FIRlfll dstandsdd 5 furaig

5 Company types and corporate governance
Encrcize 5.7

1 debt [ Eshilties: 2 mamer /! peipimater 3 ihaie § deade

4 hamwholder [ Mockhoider f staksticloe

Exprcise 5.3
iy

Exercioe 5.3
1iully 2 lagally
B rane

Exprcise 5.4

| fewwseE - 2 audilory’ 3 dwiderd 4 gtake
i (rartspure Gy

Exerche 3.5

| bmispd liability | 2 detslind leghslaiian
4 maneprofit eganization

Exnrrizse 5.0

| Chiel Exptudner Offer 3 Apnual Genenl dlesling

3 Publes Limitod Company - d Lméed Labiity Company

& Global issues for the 215t eentury
Exercive 6.1

1 geopobtical influenpe - 3 elimate chamge 3 glabal watming
& amhrirable prowdh 5 pesk el & preah setivist

¥ omaar battefigkl | B Invng sandands 9 prcng posaer

10 detlinng berthrate: 11 knawlpoge wotker

12 ermwiranmantal irpac
Exsrche 5.2

1 esnor al e

5 & dwdend ! pratiz

3 pecsanally 4 potentially 5 hold

5 integfity

3 |epa enidy

4 befwngry Tor rsoiaces

3 bem shortzunply £ Fave @ mrmon Scsan CLEency

5 price-oll indodars. B accus somaong ol by

T nibetomngdecades B forthe foreseeable fuius

9 hoid & virlsal mesiing. 10 have sccess: iooworin meekaets
Exercise 5.3

I oralue-for-imansy 3 oty T creathes 4 minn
6 sisEmatee T backipth B souming

Exngrgize 5.4

1 warmieg f desmuciion J hesenng

3 sty inlhoentid s efvirormental

3 enpEmesring ¢ conmersal £ gresdh S prodicton

4 -ecomomiee [ Industnaisation | stenaths £ aesineses
Exarcise 5.5

Iostandands 2iprnciples 3 powirty 4 seces 5 gends
B premium T subsich & sveeproduction

5 qender



7 Management stylés and qualities

Exercise 7.1

! suthontarian 3 domanding 2 comseracal 4 eceching

& mentarng - & Ramon 7 hierarchicel 8 pnoachve

B conscerous Y0 thomaugh 11 getemiined 12 setback
Esercise 7.2

T bumaucratic 2 décerdralzed 3 unco-obarsive f anheisbl
d-uncoerdingted 5 radirect & Inflexibe f gl T hamdison

B dishorest % patagnal 00 caveless 1) disoroaiced o mesyy
12 el f enlm 13 unsuppardive 14 botlom-un T uiear
Emircize 7.3

1 siregsed, 2 indleaible  F handian & messp 5 Desalcmatic
6 ranaEarenl

Frergise 7.4

1tk wisiary ard fafl toshow leadershup 2 know waere i shand

3 otk onovaor ossm and B2oelf-moehated . 4 take the ingiaine

5 kapg i todale with deveicpreants inthe hed B gie feechack i
o appropelateoway T orecorer quitkly wttér asetas . 3 tamalme
danporal srategy inth specie olyectiled

Emeroae 7.5

1" mfuing 2 tuldng 1 pmoser . 4 sunring
& breathing 7 mpod bl E-feedack

& Organizing time and work

Exmrose B.1

1 bl wweakidbas ¢ cht / stickers £ quidefines £ praetioe £
challenges # face /' moot / dimula®ng § rosearding o coree § sthieverant
Aowoiklogd | pipeeeek  tmegnnsaming ¢ betiad  deadling £
dbsind cuil ¥ shoriCub f comumstanoes e indme £ quic § difty
Exercse B.2
1iped 2l
Foaave 8 male
Exercige B.1

| bugget 2 oorpessnGes
Exapcica B4

| corstrali
B Tijiritvg aut
Exercies 8,5
it chould be ‘the peieon epordibl'

9 Planning and setting objectives

5 ey ot

3 umbufal 4 alew S5 puetin & wdss

2 tacke: Forel 4 beintheioon 5 weg

Exprcise 9,1

1 siakohaldery 2 comtingency plan 3 assumptioas

4 srench 5 beglsletion G highlights 7 plant 8 larcets
& going foewsrnd 10 Toascst

Exprclse 9.2

Vimplermane 2 achiewa' 3 'mesr A make & rpach

B st up '

Exprcise 9.3

thiget Th pare 38 msuE o

Exercise 9.4

Vemcsad fnieid 3 fall shod of ¢ arnoe
& shehe 7 mnglerm 5 raisad  eompiex

i implement f theesar

Exentse 9.5

obfgcive: 22 schedule; 16 budges 3b
Exercise 9.6

1 st fovesall @ stkE o tight 3 adme Fdaft
10 Leading and motivating

Exerclse 101

1 from scraich & the bgpowre - 3 ok 4 emoarny

S intuitiori - & empowerng . T otistwarthy 8 cofoomes
Enercise 10.2

firaiie

ANSWEHN KEY

Exmrciza 10.3
i

Ewmrcine 0.4 N
1 pemitve feedbach thom'your bose . 2 negative expenenoes with
colleapuey 3 semie of achievement’ 4 &k ol recogoitien

5 coftgary politcy: 6 physcd] envionment 7 1ask-orienied
T oward. 8 fmancid ievaid

Exercise 10.5

1 nl lpadding hY leader i leadership

Al matkating Bl dernebvated

3 & mandgey bl unmanageskes

d o} satigfaction bl ansatistaciony

5 g} anadtical b anayeE

Exarcise 0.6

| sEfiEe . 1 SssErIenmsE

i

d ury 5 mom

3 acknowisdpe

11 Insurance and risk management

Exarcise 11,9

1 praoent -2 Babslny
fi- dsvands damiages
% pay aut M0 compenssdon
Exoreisa 11,2

| b legalty obfiged o0 sameifeng, 1 iy bo prode negligemcs
i aweed gamages 4 he babe for e afference

& take put an insarance polcy . B take on oo much ek

T besent a renewal notice & check the small print

3wz indameity 5 vandadism
T exdluzion deses  § merewal notice
18 bad debt 12 mrmlioce

Exarcise 11,3

| depote 2 ot 3 poteitildl Loavod. 5 moimiae
Exercise 11.4

Tan Flar § tkeoul 4oegangimin 5lor

B an T ornace ol
10, ourt  rigntia
Exercisa 11.5

| Espemire Wi 2 ik Esge Ry
1 emcalibesi praded um

g om0 E ol beng

1 panlivgancy plai
5 remefal sction 6 damage limitation

12 Manufacturing and engineering

Exerciie 12.1

Ioraw egipnds, 2 nil 3 bleecols 4 ouniens 5 eepidkaied
6 enentiny 7 owope B lieakdawin 9 dems 10 devers
11 dissasal B2 embedided

Exsrcha 12.2

1 masz:penducton 3 weallpaid iob T heavy industry

d-mole cofitents - 5 oohlinucus inprovement B weleschop
T engenhal bialdings B consisent guiyy

Exercise 12,3

1 machinery / égispment  F process | procasas

3 wrste J polisticn

Exercite 12.4

amibEr F frmine | oo cheer

ot Jasemale f pat mgethes
daterming { artabl=h  find ot
irplermnt f put o operation ) cetny out
mn.nlh;l'.l'}upqrm.l'hnp 2 P o
slirminate ¢ remowe / get rd ol

Sl ases ) weigh up

manaa= | nur/ Be incharge: af

ropair { foedf pat back Inioowoeking o
smulas { iepicate £ model

The werar m e i wokimn ame moe wfanms!

Ewercise 12.5
Trmoud 2 elabelity 3 o 4 upaesde 5 waridones
G Lpand renning 7 economiei ot sale B risk
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13 Inside a factory

Fuertize 131

T plme Ffites 3 owbe dah#t Sodecopandey 6 el
T mimred B theoughoit  2oroflingel 10 de 17 weardnd
e 2 dowerdimia

Exerice 13.2

Tl Zwdd T high &eagth 5 widh © high

7 Comseon B sques 9 weghs 0 rouniied up

Exmrcise 13.3

e “Zanapoffl 3 bumt 4wk locse 5 be jammed
& sREeE lip

14 Procurement and purchasing

Exercise T4.1

T owtation 2 vackresord 3 tiak 4 delvery 5 Backhiride
Gooolimmn 7 ienderng B Imeoces 9 back-offce

B0 urlarimee 11 synergy’ 17 dransdhacis

Exerclse 14.2

| fuotatior fguale 2 estmate 3 propeal. 4 fender
Erwarcisa 14.3

BrRACUuREmRNt = SETing = pofcluming

Exercan 14.4

Tedishorn 2 onshorg: 3 rearcharne

Exeriise 14.5
117 gravp tsippliens give ¢ preaare ! prowie ¢ sbmit
i Eustarmr) ask for / get facoeat
Ry Frﬂul:l [applier} e up A ke gl Tansiand § outfine J subei)
A" g p eastime) accept £ orsadar f reject
3 1™ greupiEupplar) bid for £ sl Fpi ind win
2™ pesun (eashamrd imvite ¢ put somettang Bl ie f ssnoanos §
advard
A 1% group ey S large ¢ lnading | maor/ prnapal
2'% group exiernal ( fomign / outside / everess / abshaore
5 1" Greup tengthy ¢ protracied | profangad
2 qraug Unkuecosshal A fndilisg | sarodu e

15 Supply chain management and logistics

Exefrise 15.1
1 upstreamy I oeemetream 3 batches & vanehiuie

2 clistribulon eeites. 6 Ehind party IngsTics prodrs. 7 flag ug
B boltlenecks 4 nbowsd 10 reerchardise 11 urloading

11 b ddpake. 13 pallste 14 Moikdiftinacks 15 track
Wostacked'up T Gallers 18 pick-anid-pack

Exercise 152

I cango 2 feeight

Exarise 15.3

1 jupply chain 2 Nekned qgoods 3 Tial costame

4 legshis pevider. 5 darbiuben channel & forsarding ageni
Exarcize 154

| Ersuprgy - & foecasting 3 handing 4 -balancing | 5 Listking
G Selecting ¥ Hegoiistig 8 Warehoosing

16 Lean production

Exercise 16.1
Videtme 2ok 3 defects 4 rework 5 ermor-proofing

6 dalyered ¥ lpaf tme 5 mangower O ircremental

10 ahires 1E Roos 120 SiovEgs boxes

Exgrcise 16.2

I: add wvanbue: 3 bty ling o pay Tor sormething” 3 deliver pans

4 #limineto warhe 5 gk dge samething doec't haopen aoss
§ pefform atask ¥ #ttach a kanibun cand toan tam

8. dean up the soupment so that it sthises & erigrproof a system
10 handle mterals 17 minimize ey

13 -nprimize e flow of mataials

Esmrciza 16.3
1 mowstnal {2omnony ) peaduttive. 2 analusk f impresemee
3 wasted  ewnseded £ delrny S amembly

Exercise 16.4

| bottlenac 2 dhape - 3 dlaight
T synchronimbon & Dianch

17 Quality

Exarcaa 17.1

1 feataen: 2 dusbliy 3 confammance fo requirements
4 warpling . 5 ospotchede  § waste 7 frAmevnrk

B el anentation 9 fad 10 gk Hoes

1H dessn-for-manifacime 12 supslier copahility simmeys

4 jubressemides
T tosioemizest

1Facmp 4 prediig fecall

Exwrcise 17.2

owtstandeg 2 vargble 3 indeior o poor 8 ensurg

B enlunce 7 wpenly 3 mariker

Exereise 17,3

I mpdom sSsmping  F w0t checks 3 2eodelach

4 fghtTiest ime 5 redults orienfason & Contiuus mmprme miet
L amployes invtlvement 8 oydptme 9 warranty clika

10 proguct mcals

Exgrciie 17,4

1 perfarmariie /bt o closs 3 paramete ¢ sary from e nom

A pomplancs f dortibed A mark J jpods the appeatance

5 methodolagy  olimimating defecis 6 measaher) thraoghail
biminess: 7 pwedcl / fower mstakes - B wardnly cléms £ improve
queality

18 Sales

Exarcies 181

1 fancy 2 tloemnde 2 rappor A commgettive CLIETLET 5
gt B@mgan 7 knocking @ sckmowledge

Exercise 18,2

T 31 3¢ 49 52 Bd Th &b

Exercise 18,3

Td ¢ Fa 4h Ha &g T1
Ewercise 18.4

1 goahedd 2 upanid nanning 3 kneck
G fodsale - 7 wolymws B oaccounis Tor

19 Customer service
Exerciue 191

Tiegged 2 rofer upsars
4 Bulk puichiie 5 Flear
Exercise 19.3

1 follow ip & purchese with-a guick call 2 picwids o fht
nsldeeyery patksge Y by passed from persan 1a pepon

4 rrgke spedific commitments 5 (holude s life-time guasanise

& log detaib on g Ceoistern 7 meaist the L o ague

8 ackravsiedye sy noonvenience caused

Exertise 19.3

1 an wtial erquiry 2 information 3.3 cuolation

4 the guoiation  S-anarder 6 theomer. 7 an ewalce wdih
thegodts! &1hé payment . 9 ammplant 10 the proble
Exercin 19.4

| bodyposiue. 2 channe] of communication

4 on-somen informadicn 5 preferred cusicmers
fr pfe-galas prquey 7 Buk porhace dicsaunt

B mongy-back guarant2e 9 aatifachon sirey
Exercise 19,5

1" warrenty ¢ guaramiee 2 Freguently Ssked Questions
3 Furearoend

i kitiast 5 orysale

3 camemilrmenis

I comimon Qrawd

10 wisraniy tham

ExercHe 10,5
1 eapstactier O ipyaly 3 feedbaxck 4 surey 5 expariencs
3 espettanpons 7 pmille”  § reguiemeni



20 Markets and mﬁﬂthg_'

Exgrciss 20.1

|- gegments 1 Genner 3 pasre 4 purchating

5 patterneofdemand B reps T terpel B feasible

& pricepoink 10 niche marker 11 calalyl 12 Festures
1% hel 14 clagtioy of demand

Exercize 20.2

1 martmin_-[; 4 promaton 3 slversey & pubiomy
Exentise 203

kel lonce f E_E'I]EI I pnceE { SECIoT ¢ STiare
marketg agency ¢ campnegry mik A atralegy o ool
l!_mﬂ._bz!ﬂ.-l-

1 markot forcies. 2 miSicERAD T
4 mmkoting o
Exareige 205

i T - [ e =
Exertise 2.6
Evaai iniee Entar  ppen up/ perptrae

faka puer-capiune [ oamer /| dominaie
B foroe ol oo cliven e sl S vithdrey 1

I markes tham

4h 5@ &a tTd &d

21 Product

Exestice 21.1

1 complmeniary 2 snhanged 2 tafchy 9 awileh

Esercise 21.2

1miga & maniger: -3 imagier 4 lojally 5 =duity

6 stwiching 7 avccahon 0 aveenas

Exmrrize 21.3

| brard peareness 2 brand smeiching

Exertide 21.4

| eclissivoe o Iuniny ¢ epmatoet ¢ ugscake

2 eenramyd vekieformeney 3 radfisnal

4 bectislling Hlanenete esdng 5 spl-known

Exgrciss 315

Voinnoamtan 3 fully aigoemate 3 buibisin A portebile

5 compact 6 recharpeable. 7 owelbmade ®osteteof b
9 integréted 10 adassanlz 17 esty o ceen 12 aphonal
13 eneegy-efficer: . 14 emhomicel 15 moylied

16 emwijunmntally frendly. 17 pelable 18 available i85 rnge
19 high-pefarmance  I0 waispooh 31 high-tech

22 shacc-ainobenl 23 Pend-wearing 24 standard 25 stylksh
28 lmipg 27 Useqdfiendy 28 longlashing

2% expentable 30 onptouch

Exarcise 116

14 &e- IhH 4a

72 Distribution (place)

Exdicies 32,1

1 fee 2 retall odtlels 3 mawmotoverage 4 Aetle d 5 lepoun
B decor T kegping pase with. & drives. doe

Exercize 212

Veomenknto stons  2oparner thap 5 E-alle & specaity vore
S mipsmnkel B aspartment shve 7 C2sh and camy

B franchise

Expnclse 22.9

1 markup & margn

Exencize 2240

1 tigrage ' 2 tag - 3 meshandee 4 gement & odoues

& chechowt 7 lurmishings 8 i and metch

ANSWER KEY

73 Promotion

Exarcise 13,1

1 Hillbaardy © 2 spor@darship 3 owersge & press kit 5 aris
& goodedl 7 phlaniteopy.  Bomovemancg 0 tmckeg

10 &P

Exerclaa 13.2

b Bulld awarenes of a new pradict. | @ stimulate damand by
ofteringa free il 3 take an|rithl micept theough b the fingl

acherBamenard ) ghacn dead intho media 5 fsue d neos reliam
- esn Incontac will customers: T monior i Cansumers
pespand i adeersements & push targeted Ay o @ mobile deyice

Ewerche 13.3

1 placsd | publlshed / put fran ook ae 3 cariad / pubfahied ¢ an
Exercise 3.4

[ mmiesd 2 coupon 1 dheaand 4 fies sample 5 fee rial

& feepmdut 7 loyally pragram 8 personal appearngs

9 fracin-in

Exercise 23.%

tddvertming 2 salesprmctane 3 PR 4 parsonaldelipg
24 Price

Exorcise 24.1

I acljusfable: J revenuE . 3 missoutan 4 COWETS

5 {rﬂll‘ & hokd = CONSFSIENDY 7omck 3 charge # pammim
B omarkop . 10 round fumier 11 bordle 17 nceontive

Exerise 4.2

1 lozesnles and matket shang 1 fake srvwecal focions inta
considmralion 3 peguiied IPRETILET FEDUTT 06 WU essdmen

& pover e cosky with sakss reverne 5 opan.d heldd (nop e mmarksl
& pokifion yolirssf at the high end of the market 7 setthe firal
grice that the efed ussr pays B wdl balow ot o attiacl ustomear
raffic

Exprcisa 14.3

| piompl 2 seai | paased an
Empriisn 24.4

Iy S rai S pul up

W Ut brinr chiren

st pstabish ¢ determees
neqohatef amnw at /e on
cakusata | Bgure oot/ weark aut
Exercise 24.5

1 ugs Sescensive [/ emcetstand f oflatad 2 boww £ Dargain ¢ badget
fredused 2 pood ( attractee Ol pessanaltiln 4 el F st S
rcarrnasded 1 wefing

Esmarces 4.5

et 0 hedd dosan 30w foemd 10 ajse

4 recefeed complaints abe . 5 matched & undema

3 chenrel 4 slack! sales

T edhought 8 deeg 9 desmo o ID agresd

75 Marketing managemaont

Exercise T5.1

1 comcompetences 2 feeatt F sorvey 4 guestianmoaie

5 gualitaiive & lecuigraps 7 campehine advantages

B gereming O besaboven poind 10 befatembng 11 prolotypes
12 allacane

ExEntise 252

| coststiuciuce P procduct Wie 3 come oompelences

4 hergeining powsr 5 ogladiiitive mmeanch) & foous group
T custames hiage . B Dompelie ackantags
9 concept desioament 10 breaksvenpeint
13 “techrical imakemartation

Emercise 253

1 compebitive advantage # bangaining power
3 oo competEcies - 4 concapt development
5 Focus groug 6 Sechnical implemeniatian

11 Joerin fEST

16!
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Exercise 25.4

1 ook towardi 2 gan 3 Sestwih
& pafidilsr 6 brge

Expsrics 25,5

[odesign: 2 wssmilathios 2 ldunch 4 =l
E decontinue

Exsrcise 35,6

1 by the heed for 3 put moneg intd 3 cairy ool
4 oo the limitsliom of -5 curhaeck on G-anandan

16 Income statement

Enmrcise 261
1 evenge - 2 pendn

4y ain

5 Lipgrats

3 Uhe mdiect costsod seling & promichang

rirnieg theolfice: 4 mdiforont places 5 @monization  &-gros
Exercise 26.2

V& of Gooisald 1 EBIT 3 incoms taos 4 Divdsngs
Exercise 263

1 fieesd 3 tangibple ssety 3 migmpiay

Exprcizo 2E.4

Uitwest Oboost 3 guararies 4 oMt T watndactory

B irilerim

Exercive 20.5

I reoid S kdimmate & avraomdingry  exceatonl

3 mad { banknnd fligodintion . 4 owntesalft 5 atherss  Boaciiid

17 Balance sheat

Exmrie 27,1
I v 2 owm
Exerige 27.2

1 debt 2 bonck
& pay alf
Exmrolse 27.3
Tinta™ 2 by
Han 9 ouiof
Exercise 27.4
Ao gyt b
Exerciee 275
v hiold F own £ gossess

B necurnidata {aveiing S ol up

el pxpese ot | realipe

Emerciin 276

colet, il dp fneur S run wg

JAiy b el honour f pay off ¢ repay [ e ce el
Exarcise 27,7

P up 2 defaulis

Exortise 27.8

Ipatard d coperight 3 yradernark

28 Cash flow statement

3 goodwil  d-etmkle 5 morbgags

g &dn
[0 e

Gior & tack ¥ through

Exafrise 28,1

1 plant. . 2 isung, 3 sumy 4 deducmd 3 custandng
& capital

Exercize 382

126960 2 30500 3J OS50 4 8ah 5 376800

Exercisa 283

FE T lebearanessariesi -3 T 4% paed in lenuary af the

stars al the busrgos, and then again in Felrussy) 4 F ine firs
wiifities paymant 5 in Fetroary but the business wes alrmst cartindy
iini) utiities from thasiatl. 5T 6 Fithe negativs sk flow
e o blying the inventony thil te busines needs o stan

gy ¥ T 8 Flcheantiy & made ioe the month when the cash
Saciusly recened, iekebniayl B F 16T

Euprcizo 254

| moord samething asan exoense 3 pay off a oedit accourtin fll
2 suply Me'ame bpc & rede capdal by ssuing new shanes

§ present micrmation w3 cerdin wiy 6 subdract one figiee trom
armier 7 by Backihares from Al mackat . & batrow money
o 1he . Eank

Exercise Z8.5

l'om= 1im Fa- d.on 35 by

29 Managing cash flow

Exércae 29,1

| mdstamed  J mermatt 3 perssien
4 fmed cowis 5 osharifall

Exarcse 29.2

z

Ensrcive 29,3

1 have o hoatthy cah o 3 b5 wielbeska bl ibhed compary

3 Have dally cperating mperses o e managed on o diysiodiay
bavs 5 tate hovantage of & e of eredit & see samething. from
4 S0 adtautiheg wiesponl T omakiean nital dapesit

B un oedit chetky 2 have heayily dissounied offar:

1 o pecsisdent dovepaymg customens 11 negotate exended
CrEgL ferms . 12 o an sarky pereand dlsstunt

Exurciin 20.4

heshont ol run ot ol in adsanes up front, vl e £ receips;
eriision ¢ injeCtieny ponnrate ¢ raisy, holdingy f eienes; loose § spare;
neeids [ equirgments, payment {infuly fseiterent shartage ¢ shariall
Exprcise 39,5

1 Butrgrer
& chear

& odetvery 3 ewirdiift 4 i Soousstandieg

1 squeeze A fulfd

30 Profitability

Exercice 30,1

113 2 200000
Ensrcize 30,2

1 A (hehartising 5 a ficed oot - see the et cppaste)
2 W imatnraas s g wanabio post

Exercise 303

I tewar 2 picre

Exescise 3004

e 2L XA

311 Financial markets

329% /100% 4 cpevatng kverage

Exerciie 31,1

1 foundew I bongyw 3 echangermie | O specuision
Sowlality € undetyng T oon behafal 8 paloyhipiders

9 pocd M wenturs capital - 11 Biyeouls o 10 Badgeisey surphis
Exercise 31,1

bwar / depresied ¢ Talng & wesak

Brestermie J bdll  fiesttby F rising # atroog

o f preditAEle § (et f ioond Dssorirabels

Figh-r o sisky Fspecilatye

Exerchie 31.3

1 gopuldic swiifan IO F (51 shaes'on 3 gbeck marke

F sk capital by easuing band 4 padd back o lnan with inteest

3" handd thari-teemi debs with ‘commecial paper’ & manpuste
thegeacrange fate 7 thase shoet-{Em ek it the manbet

A hisg shares an bhall of & éient. 0 sppart a start-up with senium
Al 10 =es pesr & compeny fhen estnactuns |

Exercise 31.4

I pege 2 props up
Exerciim 31,5

1 erude ol sty g2t 3 cocod, cotion
4 Eitls Bogr 5 ooposr, ion oR
Exercise 31.6

| lpsvape 2 dowemdenik 3 hedgeg
F ungderhing gassq

3 Foaty 4 sppreciates 5 deprecstes

3 wheat, sopheans

& carmodny coniracs



32 Investing in stocks
Exerrize X271

1 capialgain 2 indew - 3 benchmar
5 dersified portloin: & pids
9 prospects. 10 harners §o ety
1d tradirg charmals 13 santenend
Eaprose 32,2

1 mate & dividend pavment 2 quale a bid Solferspread

3 haveadiversified pomiclio O pest peffismancs: 5 ek pdie
G growth pespects ¥ chan pettems 8 Evesios senfrnen
Eamrcize 32,3

1 mentrits . Foessunes 3 Bl poui ey
5 dwemreedd 6 daee pnce

37 Recruitment

4 poperfarming
1 SWGT B.pipaline
11 suppart

i4 seasonnliy

A prodeabilioy
T ek B chpilal gan

Exmrciee 339

| fkilk=l i P 3 dlloscars - & gualicatans

5 headbanting & meiw recriiity. T oovers up )

8 lsaknp thioah 9 template 10 oot 11 @k
12 vacany

Exarcesa 333

1 e pn g permanent coniract 3 moml femps through an sgangy
3 waaik off the oremises & 8 fnesfanter’ 4 allocse woek ina
diferent way 5 w5ar ooking dsewheefora ob B oask
openaeiced questiom 7 focus g achisvemends rather than skill
B L A inburiie an trsck 9 o s Dackgronand chades

10 drade s & shartllse Bl carilidetas

Exarcios 33.3

emphay appaint ! hire S ecrud S akeon

mhsrmb A fire f lay o/ make redyindan | temmate

busrel it ymur nofics S quat Cresgnd stand dowe

Exercise 334

ot 1 lire

Exentise 235

1 an applicant 7 & mandidsts
3 highlight / autling
Exercize 236

Twabmit 7 oerery oot ®oaicesed in
5 thadkless 6 ocontmct 7 pollcy

Exbrcios 337

constdersble ¢ pmenave, direct £ ist-nand, Etevant | sppmpnate,
practcal [ hands-cr, previaus [ pror, limiea J Stile

Exercise 338

borng ¢ daad=end, challergmo ¢ domanding, Geoant £ woibhdie
ikl ¢ cirearn, marual § Blusscolle, Teguiarn / steay

34 Pay and benefits

Exprtlse 34.1
1 wihste<ollar jobs © & retain

2 clanified sd | dislag o

4 he'laced wil
A -mirgsel

I noements | 4 pros and com

5 puling their weight 8 mesent 3 uncefmining B eomahante
8 mandatory 10 discriminefion 11 disabilty T3 frnge - benedlny
Exertise 3482

1 compensstion peckane - bargaineg poeer

3 meentio cheme 4 o inmrane S mindmum wage
Aomaernity e ¥ opension plan 8 encendsear bonsn
Enmrrize 34.3
1 iefeernendt

Exerdse 34.4
Towape 2alay 3 mcome: 4 remuneanon  5ooveTime
G oommiEsion 7 beeally 8 Bomls  Soasightng 10 pek

2 Wlpiawifenoe 3 persian

ANSWER KEY

Exarcisa 34.5

| inentrw @ Demefit 3 meward

Exarcisn 346

londot JFurder Iomr +mha 5o

35 Issues in the workplace

Exercise 35,9
| wpon X erdoree 3 - leoee
b hygeme T cutcormsrn Boharassmant B bollying
10 compevatonaward 11 grievance 12 pedoess
T4 drersity 15 peetedent 16 whiste-Biowing
Exercise 35.2

| Becoene the parmm I S0t soenething ot infoemaly

3 (pboive 4 union representatide o Credte 4 pestedent

3 beclket in pricciple  § appeal goganst o decaion

T obe Wil o in empioyer B promobe divensty

O eddvess and fesolie a grisdarce. 10 enforoe the rifes sirlcly
Exercise 353

| grievsnce procedhines 3 wakdfe balance. -3 heatth and sakety
4 fegalreguirements 5 equal opportunities: & et mescencue]
Exerciss 354

| glatutory 2 “legsslation
5 wciden| A aocient
Ewercizs 355

I ause farcorceri

4 norm 5 oseehutany

13 appeadt

3 regquistiorn- 4 complaint J daim

& abeged Sreach of discipline

3 mnitagating cicumgianies. 4 fdapiopment & osisnend

B haarmg

36 Your background and career

Exmercize 36.1

Vpaley 3 eracurrcufor activihes  § oropped ool

i grant & degres & intern (7 ovoonlional B sioyngton

O gradoating 10 hectic 1] bored out 11 gnel i myehaiide
13 backpacked 14 wttedown 15 vacandy

Enercize 6.2

I gob & place Al urmersny £ Bfop ot afber & Tewy moenths
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5 beshondmed lor a job 6 be prometed tor S Aralyst
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Enercise 16,3

&

Euergiin 16.4

1 maks S conenirase on 3 oreak Ciake off 3 mobe f be over
4 proming { ladder 5 chosen | oppamuniies

Exercise 36,5

1 wids working . 2 had |t finishad. -3 was wiiting - 4 g
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ocelo® 10 werewaking - Y Hal aeady fednd ot

13 ‘wantod

37 Your company

Exerche 37,1

1 miemonay: D oresinctming - 3 maekaet capitalzabon

4 momidnres W oo Gocompetitve achotages 7 tadioied
8 oeerall 9 sheaking . 10 pmdud poelre - 1T monrle
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Exdrcise 37,2
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38 Your job

Exerciss 30,1

| trackrecard . 2 draws un
fi mimber cranching
Exercice 30,2

| challengng ¢ demanding
3 collesgue - tovarker
Exerclse 38.3

I - Y A
Exarcise 38,4

| make sl conias Wik aclenl T bk g back spal far g edine
3 CriErses ne whoke procesi . 44 Rardle mooming calls

E keppon tep of (he fifng . & be on firg:name terms

3 erigries dslgnogf o 5 dgie

& 'y boss ey e manage:
4 pppoyie nwmber ¢ countaman

Enercise 33,5

1har @ m 3 m dfer Sk Eat Toamth Lo
in o tewith 1t el 1Fen 13 onfdromhome

4 opy of work £ off warke 15 ok del fo'f ek 16 checking
Exmrcise 35.6

Tt 20k ALk BhE

19 Telephoning - malking and taking calls
Exercise 3909

1 fhsiepeaking 3 nicg Shapr 3 good ) dime # fmiddle

4 close Fdeen 5 meason | Becawss B theagi  mighi

T ooat fback (o B legea fwith, 0 apprecians
Exercize 39.2

1 Dovyau haee o second?
1w o oy faght now ¥
Expreise 39.3

T 1w just e ling toowee i monyifimgs OK Jor #nday
4 ['weivked to osk you o guestkzn opout: Simon

31 thestghat yend-snight be inbenectad n e

Exercien 704

1 Hiwea | helgpyeu? 2 'd e 1o sprak
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E Gianlrancs eaking 7 sk Saboud
Exorciss 39,5

1 T inltrih in thaony 4 ard ©are mite polile, and b i@ made
ifprmaly 3°F 3T

& [in mouw want mem @ fack lame

5 hnld
B can

Exercise 59.0

Vafc T hid

40 Telephaning - messages

Exerciza £0,1

Vepikdta o for 3 bearfwih 4 mustliin 5 onsad
Bocalibace. ¥omakeiof Emo Sourol 10 leawe 11 lek
tfor 13 o0 18 ak SSomaks 16 puldon 17 an
1B mad § back

Emercise 40,2

| ok X ihat 3 awyivng 4 rallisg

Frapeise 40,3

1 Hoid ans mament Cljud chack 2 Right. sony fodkassn o
waiting, 3 7 oty but she'son materiny lage, £ She’s not
aUher dek gt thes sparrenl. 5 Dayou kiowe howr long ha'll be?

fi- Wvhats a in-oonreciorrwsth 7 Cancyou sk him toocall me back?
B 1 sk siane dhe gty e message.

Enmrcise 40,4

e h Fa 4]
Me 12p

S &0 E BT 5d HEE

21 Telephoning - checking, darifying, active

Hstening

Exerise d1.1

1 1¥%a realy bod fine. -2 Wob keep'brenking up 3 iididn't
catehihet 4 Wegotomntof. | & Thanks fne leting me dnoa.

& Fnheu:rgnnn-'.u 7 Can you speat op a bit? 310 just oo
putssde, O Canoyowd heer e o 10 \'ﬂ\pteqcﬂydn;-yuurmnn
By 1 17 Let me pot chedk Shak | undentand, 130 Ane pou sang
that .7 13 My Datmesy s wEry lowe 14 Vie're paiig loget cul
alf. 15 0 gee yoo 8ol fomoermee. . 16 Tharks for callng,
Exargise 41,2

| ptafl 2iypeseua 3 Bredbieg up & goower 5 hold an
& gat hrough

Exarciss 4.3

1 Paght | s s Sure 2 %um Cliben /S Uh-biuh. F Exaclly,

4 That'sright. S Gesatl 6 Thatswonderfull 7 Did wou?

B Ha ke 9 Half gmifion earesl 10 Vistnsm |

11 B whivoseas thall 5250 what did vou do?

Ezsrciim 41.4

| Great] 2 Aieenaml -3 Hasska? O Exacthy doe Tath right)
5 Ga vehad dd o dod

Exercse 41,5

| I'H hase o sfap thone, | Rave sammone waiting fio e me

2 115 been e talking e you. Andd Ul sand the details you wanted
by vl Bys. 3 Amyvay | wom't keap yous any anger Pm sien
Wind're byl 1 e Brrytboeeg ek | can Bl o sty by

A2 Telephoning - arranging a meeting
Exercise 42.1

1T thikie I mectun 7 afitte mow denth
5 sink you 6 ahall wesay Toaounds-fine
9 wmsall. W e riyguest 1 by Ee way
Enertise 422

| oy {Tare fhﬂﬂ'l-!'llll"ﬂ'lb"'f!ﬂ:l

& thinkirg of
B i you dan’t mird
12 b bk sy

J oo & cant msee it

= ciie w8 Thexe thinga hempen Vo reschedufe B sl open
A ool bl goed 10 4otry s 11 fits my plars 12110
Encrelsa 43.3

apneEiETE

i3 Telephoning — complaints

Exarcise 43.1

e &t 3l 4&h 5K &g Ta . 8d %] Wse
1te 1a |
Exencize £3.2
11 3 5k
Exercize 433
1 Ean yod lmave mowtth mad 3 P ek b

3 Pll get back fo w0 this-afternoon, A | understand hiow oo e,
5 | feed ioocheck af thisend  § | doapologize oroae mone

T P e e can ot L put. 8 What exacely s the problam?

2 Sory ageen farany Feomaniance this hos cagsad. 10 1 send
o replocement mumediotety, 11 PHmaske s the items s sont
et 13 Peehad o weard with the wamhaites

Exercne 43.4
I | thirk theme may be s e withouwrsupalises. 2 Ifs nat going
to b wady decsend o technician today. 3 There might beashort
dellay wtile we procpd the rey order. 4 Thers seems o be o small
peobiem wiah thejrpoace. 5 1 need 10 st o quick ward with
i leved g supenisorabaut tha G ookt [ be oask for o o
wee Birgll Baued 2 no frooicn Y

Exarcse 41,5

Idokc nte  seet but ! gt Bad to

1. AF S1H 57



44 Telaphoning - review

Easrgise-a4,1

Twfaath 2hom 3fe Jon Souwred ST o T hak
B0 Shak 10over 1Tiwihifor T2 T3
Tdaff " 15far 16of 17 with 18 mizfbace 1% on
20 by

Exerdse 44,2

14 &L 39 48 58 Sa Fd BEh

Ewmrose 44,3

1 Jus baar wiih me. 2 Shad | pul you Throusn 1o - 3 Speaking,
""!'r'l:ﬂl'lll:f‘:lhnht'l.ﬁlfﬁl::rrﬂaﬂgt? 5 Sony, | didnt catth-that
A Lt e sl feard that baili o jmi. 7 Esacthe. B[l askhet o
cal wo bck

Exerrise 44,0

10 ikptospeie 2 whils | iy ldonnect . 3 How nice o
hoar from you 4 (Hoe 2 things in Athens 5 & tis 2 obad time
folek B Asbpwemesmomest T Go sl B Thereasod
Prgaling w21 thooghl you mightbs 10008 Gourte

11 Lotorer Just chisce (hat} | undlérsibne T3 'Can b just g awer fhat
pgain 13 T8 get back fopou 14 [ Thiee aryiiing She

15 thanks for caling ™ 18 114 been mice tatking to you, ton

Exprise 44,5
18 gl 30 4R 50
we 1o 13a

45 Emails - basics

Enorcice #5.1

1 Prvwirting with iegain . 3 Please feel free to comtact me il

3 | kock farsaie &S hearag fom poei, 4 Thank pol erg o for
sereling wali T, 5 0 | ah odferany furthear astistance, phease.

6 | hope you'ng wll. 7 Thinis jpsta guick node o

B 1w wiondering W oyl could Bielome. 2 1d mally apprecias L
10 Gmat to hear fraim pau again 14 Ehell | anred pou a [SE5 of ..}
Exercize 45.2

Fist evmal: Reatan lor wrthreg / Bady ol smuail ¥ Fmed commant #
Frignelly closs

aetard emait Presanus corfact ¢ Body of gonanl / Final commpns

Third ervdil. Frendly coen | Remson for weiteg J Request (or Body of
ermel ) F Friendly cose £ FRne comments

Faurtl email Friensly open ¢ Body of emal [ Offer hiely V Frigndly close

Erarcive 45.3

I greal plassiie

i el decsson
T heaing from
16 redatan o
131

BA FB BE D

2 wvy lmpressed 3 with regand
5 wesndering il 6 gratedul o

B g regqueted 9 an silachment

F1dee't hastate 177 further sotanog

i Please - 15 getbbod W6 Doy ward

46 Emails = internal communication

Frareisa &6.1
1oy 2 epick note ! remind £ Mlease
3 lat Know d aiivance  po-Gpération

Exprcise 46.1

1 hem'sdattachan 1 Undomunstes fsigeifianty 3 wantd o
4 Lat ¢ ones e - 5 Shall B GEt back

Exercima 463

1 ' pleased o ted g that 2 1o you will b pleased
hearthat = 20 woukd dso ko totabe the apporiunity 1o tell yoo
about 4 \Woold- | siaff plesse nets 1k 5 1 thesaght wau'd
beinterasted 1o Kraew that ... 6 | walld M1 thank yod all Sor
yaur witiable contribution. T Tharks agan forall your help. | realy
dpgredats it B P wery gratetul for evervthieeg soal have dooe
Exsrcime 464

£ "2 58 &£a Ah #g 7f B

Exarcise 46.5

Emall 1] 1 ==

Email 1124 + Bg

Emall 3: 48 + 5h

Emall d: 3o+

ANSWER KEY

47 Emails — commercial

Exerclias 47,1

1 stand 2 hemhaine f dpacfistions / sange . 3 parhicular  sylisale

4 craw / Ztention 5 meanime ? heditine © dieet lme

fi Falloseing faftached 7 defveed flzest 8 corchitions / ims
3 shpping Vineoices. 100 acknowiedos

Exercise 47.3

1P 207 3 4P oPD BPE TP EPR
BF mMmor 1T PRE CTEF FAPFE CTAPF I5F
Exercise d7 3

1 iFyou haee ary fudber questors 2 Fmoognfident it we can
wpphd, 3 1abo notes thal pon an perioralize 4 |would be
hapay o make asample 5 we dp pffar quenty diecourts

§ | haee Beon bolong atyour website - T Ezan fingl ne rarion
f deeaingy B yoo need fo et o 4 trade S

Emerchss 47.4

11 have been lacking al yout websile
perEneize 3 can lind mo mertion of digounty. 8 Pme confident
ihal wee e supply 5 We do olfer quanility disoourrts

b vl need i el up A tradesccount T | wauld bis hapoy

makp asammle B H i bave ary fumther quesdion

48 Emails - customer issues

Ewarcise 48 9

1 P seery o tell you 168l | Heve 1o pastoone our msdbng next seeek.
1 Crbe igdin, pledse socept my sincere apologies farany
TEEFTET L8 Eauied A 1'm pleiaed do befd yedd fhad e Hens you
ardened: ar2 oo nogieck, Ve will e shvpping your ondar todag

4 | can gsties gau Nl we's dalia eadrything poaadble o fesihae ik
sue Asquickl a8 poiwble. 5 You will e pleased b Riar that we'ne
el @od] Gor Grihe salke [ar srather weeke 8 T've lalked toihe s1alt
Ity anil ' conddent thal sl peodetims oo oot sad workieg
oroferll 7 We ddgret to infariy el v cane! poosee yaul
arder dus i3 lame sutstanding balancs on yaur aceount,

& Thark fow veny el Tod oningicg this malist o ey atleslion

i ek notios that wao Lan

Evgrcisn 453

03E BT Darg dXiE

Ewoncisa 48.3

1orefererer F alll 3 oty & anumd 5 shpped

& meomeenierce Vosales  Bonnl 9 altmdien  TOOsalisiasioey
11 foreed 13 mng-tarm

Exentise 484

i wery concermied] to warmy about the e Late mellvery of the pars
vttt ol ordened fopm us

| Fiare bees dpaken £0 aur slafl |/ the padong department and |'m jes
canhgent Mg the goods left fee ast wesk, | cam only sssumi 4 fHal
theve iy gm e with the counes

Iyl Ecrvbact wisy Shern: parsonalty;ard mako wire' that ey resalve e
s mmattes foday

Cince Gou, pleats accepd that my snoere apdlogees farany

DT e Cdumad peRd

Sl oy e Arry weese quUBILans, pleate 00 nat hestihe b conta
iz -

29 Emails - arranging a visit
Exercits 49.1

Id h F8 &8
Exerciss 402

L
ia B foriallwin
Exarcisa 4.3

I e 2D arrilied
Exerciss £3.4

dropped me off £ checkn ( excessgaonage charge ¢ thmugh ¢ qusus ¢
gate ¢ rh F et htbalencs  tooched soden | g doesd S ek Stk #
nip me oi | receipt  eary. might

Tg B8 TF BB

Iandemiie Laldean S EBat

i
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ANSIWER KEY

Exestise 405

ey - Tt Isigpwemted 4om S 6 mis
¥ Tumm Bpast Sodm 10 blots 17 an 12 main
12 falrss 12 fai 15 an

50 Emails — review

Exercize 50.%

I topl Feontacs 2 %hal 3 wonder 4 offar £ hesitate
Sremind B knowfdo 7 would/staka: B apprecal® 2 note
1D pegipore- T wekome foiscusy 12 wod ' 13 take Fresoke
B onplioe 15 o&sure 6 alker 17 imil VE oo

19 ackrowiedge 20 ilep

Exercice 50.2

WSS WAIYE 201 d1daYEe ey 4
0110616 g A219 W) 30471 4 15/20

Exarcips 50,3

T opots 2 emind  F flmalired 4 avacked 5 muene

E dttend 7 getback & co-operabioh % re 10 puit
rgnedate 12 makesure. 13 18l 14 dona

Exorcies 5.4

e h ¥g 4n %1 6d Ta Bc ) W
il b 13m 1Ak

Exercise SU.5

Twihite Fmimme Ilor 4hr Sbkiin & oniowr
Tin Baldn S indfor. B aboad/froeem 11 In

2 facfal 13 bydat 1@ En 15 Wik

Exescive 50.6

| going & wandanng 3 orequesiendl 4 caosed 5 Followang
E-d-uqu Fmase B heanng B ouming 10 concermed

TV gkt 12 hupng 13 altached 149 forwarded

51 Presentations - opening

Ewarciee 51,1

1 On babal of BOC Td dikn 1o, ? Can weryonp ser at the hack?
3 it & few warts abaut mysell 4 o chare of pabic reatian
5o ks boghowyau B P el abow dur maronl snd b

T Ul move tin 1 dsCuss tUsomeaton B W oo of ledtnng o

podich .. 9 1 gve el Eile fechncal beckground . 10 Leth
Eaaye wath s First sbohe

Emsrcive 51,3

TiEs BTN 4h &4 g Te B4

Feaecics 51.3

th 2 F|#&9 TS K Fa Fd Bk 10b
1wt R

Exarcige 51,4

| dicus dogve o Alshotw Etalk Seport B look T D
Btk 2 brng 10 make 1 outiee 12 daal

52 Presentations - main body

Exmrcics 52,1

| sy 1 menfioped 3 ome back 4 digress
Simmoedeta G oonoete eample O foodoon B stiess
B Axfcansen 'O highlight 1 What &, 12 miate/ coniex
Exnercite 51.2

I hewe s looe 2 lghlighttea shings 3 noice

4 you can = how | 3 Wiy oen view § emphasoe

7 atthivpoint & kit go on

Exercise 53,3

T &g the-wind passes over these W they act ks aifods 0 and the
pererates [l & snd turms the struchee as a wholke. . £ 1S mome

efficlant in erns of pnengy prodoctian, and &% aho mome giable with
iis 5ol bazs

Exaprise 52.4

1 mowe-omn 10 £ 3k Fooit 3 s Wl & fufn mﬁlmlh" i
Sorake g ook &l 6 espiwn 7 over B comoder 2 mention
10 foacig an

51 Presentations - closing and questions

Enercicg 53,1

1 thai oovers sssnghirg 2 thenestastepy 3 fook st sarme dptians
4 fher ktheaption ta 5 gersrated o ol ol disusien

b omey be forced. 7 owouold Badto & dome dilidudt oeciikons

B gurfob is b0 consder 100 e the Too

Engrcise 53.2
1 poi 2 eaplain  Joeeporenced 4 for 5 opinkan

o gach Taopefamensantl B ogEd B oon 10 mREL S comE
11 specific 17 commart T3 hand / back 4 pomecily
Exprcise 539

ASE R ITETI M 5T 302 e TT
fld4r9

54 Presentations - trends |

Eunprtise 4.1

1 greww fekpand @ fall fdrap ¥ empece £ recoreer

4wy the-some / be sfable 5 move highes /rise

6 ol off foathdize 7 abnnk deontact 8- sadoedinencd dip
Enprcize 542

1 boom feramh 3 dodibie Shabee 3 dddge up £ dip

4 grow Sihink & improwe f delerarate 6 peik ¢ bit o
T wtay the sntre Lwaty B dsi o Rall

Exercize 54.3

TomEnt up S poee up . 2 opnew fomswn 3 iese/ fsen

dolell Flaller 5 growth 6 espamilcn 7 contraciion

B mprovement 9 recovery . B0 woriation 11 half

12 detpriabition

Expreicn SA.4

1 rapd 2 gradusl 3 soggith 4 spormous 5 moderaie
6 dight 7 esrpllent  § encoarsging O dissppoiniing
Exmrcize 54.5

I oo gt 1 sgnifcantrise 3 rapid detenoration

4 wight impmovement 5 conskieranleE vanazion

Enercize 54.56

Viem 2of i 4k % BEat

Expncise 4.7

1 haveseen 2 ncenimg . 3wl bring #owas 5 wenensng
i Fod abeacy begun

55 Presentations - trends I

Exercide 55.1

T Bagduee ol o .. 2 Becaisme ol wie pul 3 duie 1 dar
InrEgger] 4 & vkl of cur S redlsted 0 a sigralicant .
& resulted of from difficult ., T oshemeas it fell .. B Pdproaver

Py G i epee of the fact that [ Daspits we deiayeg

Exercitn 552

tthem 2 menihough % manpifeo! £ ada esil

5 Howeust 6 horedyar

Exercise 553

14 ‘23 -F5 4e -5b

Exercige 554

foaxis 2 kighiight 3 reached apesc 4 hoee baen fiat
 ayightinereass 6 Ralice: 7 @ ke with . B mome mpidly
5.roughly 10 whlle 8% mplatens 12 Alihissgh

13 highly ksl 14 lead 1o

56 Presentations - review

Exarcisa 56.1

- R e e S R - S S T R e e R B 11
e 1@k t3wm ¢ 151 W1 a8
19 2Wa



1 Yue disidid my ték: i theen main pars
uestins, pledoe foal free o inferopt,  3oLets graming fhivin more
geddil. o Just¥o digiess ford momant, 50K, than'sall [wast
o ikt oLl the il poml. & Lets mpove on o e uscond ponl.

T iy ooy i o this s B #s you can e on this next skde,
O Whal = tho measory for this® Tha reason s 18: tat ma explam

with aponcrete sxample. 11 | began by Blkng woau o Btle sbhout

& Iy have Ary

Thim | explisimed bow ., After that | falked sboeit . 13 Thani you
all & carning and | hopn ity beer usefil

Exerclse 56.3°

P atrfabout I min Fowsdh Lanie S48 B hackim
Tan 8on e ansef 11 12 mMEN
Exarcisg 56.8

# staet S inbrodicing . 2 digress ] moment
4 egamine £ detall 5 ewplain / coreretn 6 fahligt / disgram

T oanyana fcommend | B beegudend 8 eeplas S agan

10 guestion / opinion 11 soope /dfensards 12 time S gquestion

3" uzeful { backgroand

-« EWprcise 5.5

i Motce: s
I have cartinoed

Funs 4 dew  Sofose
B although % steady 10 grasdh
fhdueie T2 Ewnso 13 T4owe 15 %W 6 faig
1/ dookcat tEVpak of 10 wersneally leakiey good

&F haddlone 31 Howeser 72 hagfieen 23 cadden M ocdhop
A5 masors 26 apoul 27 commenis  ZE hughid 29 likely

E sieacty

o by

57 Meatings — opinions

Enprcize 57,1

Towhat 3 inmind 3 seamctama  d g poent ol v
S lages 6 Yooeright ¥ upto'agoill 8 you mean
Domay 10 oot

Exprcine 51.1

| Howsvit 2 Actualy. Eluwékih 4 Oboously 5 ingeners
G ihepont = 7 Saicaly 8 Bythosvay 9 i my amrion
15 o whord

Expftise 57.3

I Lvong disagreement. 1 Falite disageement
3 Wet grirnrmaticnly powbie

Eusrgise 574

1 Realk? Do yad fhnk a?
sy, fhals nob how see i,

& ' el Ao dune st gl 30 01'm
4 | really canl agres with yoe There,

Exercise 57.5

ThrEes 3o dg 5o 61 Fa

58 Meetings - making things clear
Esnrcisn 58,1

1 mimed f ey 3 dear dsawrg 3 P much f Say

d gwre £ figue . 5 eracty S mean B Codrell farong
T Moy baplsn 8 Imledspecilic . 9 éxplaned Soeaily
1% finksh  poimt

Enwrcise S8.1

1 undertand [ explain 1 ftvough 3 cwer

4 dght mburslestandng 5 putdwny & e n

Exercive 5.9

1 what 2 howlong Jowhen 4 nowcafes % owho
fiwhich 7 howmach Bowhars

59 nln_nh]gs = problem-solving

Esercize 58.1

1 wegernl s ceal w3 oopen up s views 3 oippoae S gl

2 sounds foweek In practice: 8 o cons. B O the one baed )
an the othar hard - ¥ make s segoastion /dnttaad / why don's
8 mpivations S geneesl Falihoagh 10 best way foraamd

ANSWER KEY

Estercize 55.2
108 efdathet, 7 Wit aboot 7 3 That’s ammplete waihs
af time, 4 Whider'tbwe =7 5 ey, that would sack raly
wed, B cBhallwe 7 7 That soondi ikpagaod idsa. B Can |
maheasmggej:m? 9 | gén weane or o prablems wath Hat:
18 P ot redly sbre sbout that,. 11 That might be warth ing.
12 Fdertthink it woold wark: n gractico

Taergian 520

AFddE TR B IFRITINY g 3Ea0102012
Exsnelss 5%.4

| aproblem 2 asonifion 3 2sugfestion; 4 adecsion
Exeriiss 535

| aefaced with 2 tackle. I fguipat - £ wark towains

b romeup with 6 fends weghtio 7 implement 8 Ses behind
60 Meetings - leading & meoeting

Enercise 50,1

1 fiight/stare 104 apologes . 3 housakespog [ hagn

4 batheoom fhall — Socopy Sagenda B ke ! minuids

T sy dwonk 8 becogmunt/ usefid 9 agends £ get throogh
10 Bneff point 11 straght/iem 12 kick/oH

Ewercise 50,2

| agerede 2 rmincites . 3 gefthmough  £0em e & ook off
Exargine 6013

1 AmE  2OEE

Exantise 6.4

11 i wws gan flop trere. 2 1M BeIo somodps. 3 Them as
lheee maln conclusions, 4 Inlonmd ol action paind, .. 5 Are
these vy Gther polnils? 6 Hiree | missed amdbng? 7 | bRk E

wias @ very uselpl meebng. . 8 |l drlsie the monutes.  9.Can we
fin 3 date nowe® 100 Can | jus b 8 guick weeed willh yeu?
Exercise 605

1 Comild wed sast harg anea moment peae? 2 Oneat 3 fime,
e, 3 Lers leave that aside for the moment. 4 Can we cane
nack fo b Wier? 3 | thick we need ba look i b in mees detal.
& Wie noed foanalee this o g lithe oredepth 7 1o there amehing
slze wie shoukd corsrter? 8 YWahat oiben wings-aie there to spgrmach
thesd 0 Car we gomund the @bk v see iF @syone agees?

10 Ly go. e wia we've discussed 5o far,

51 Mestings - negotiating |
Ewarite £1.1

1 hersingss
b flawible
11 qucted
Ewarcise 61.2

g gl ¥ sort of ¢ decount ¢ imescale J thinking of ! laking about !
ooking ad

Emercise 1.3

1 maftehigh 2 were youmoscting:  3-Scevigthing aroand
L-wtendarc for this madest:  Salntlafow 6 omech rge diesoonty
Tiplang . B haye nomind 9 production schedile

10 wermiof peyment 11 pre-payment 13 megular crighomens

2 o=acihi - 5 poorities  d meEn, 5 st
Toddiveny 8 minimam 9 goncem 10 fimescale
12 match 13 reasbnable [4 goaantes
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52 Meetings - nagotiating I

Ewercize 62,1

I mininum oide 2 siable 2 comefiecthe f run. 3 praspayment ¢
frsitime 4 uplront 5 ‘N7 advance § balance # doliery / cash fiow
G autfiarity /by mese]
Exercise 62,2

1 walle 2 uphend

Ewerglse £2.3

1 prafer Foids 2 prepared Meimt 3 have ) ming

4 aceptd canditon 5 WIlEgG S coempeomive - Boshould £ possle
Togocidd fredtonably B moment Srmdew 9 Uaugh f far

3 Galancy

10 gotstage 11 clotevdeal 1Y pists pae
Exerelon 61.4

Zr order £y diseount /33 prapeas / 16 do=
Exarcise &2.5

3a datails £ 1d deadiine / $hconceskn £ 2e comommss

3 Meetings - diplomatic language

Exercizg 631

o 13- Bl4vd3l gl el s fdsE g 12
AresT f141 fip

Emorcize 53.2

1w da 3] &b B¢ &g Fh BY 94 10
Epmreise £3.3

1 Theee's just onething fd Bkets 5ad 2 7o'k banet, that
walld be very dfficult. 3 1t sourmy 10 e that pou e being a listle
obimissc. 4 Weoaldr't it be beter 49 use vall rampen?

3 ACTualy, this b s notvey proftobie
i feave chat point urdil (e

Emercise 6.4

I If e ardarod 5,000 peces, whirt sort of discound coukl o give?
i I yo pseied SO i Acvanee, we dmuld Qi wou gerdiods terms far
e neaipreg S0%

4 Maeetings - review

Exeicise 641

T Bhitie ppers the resgering

Rigiht ¢ thiarks for noming ( sk his apologies | hoimekesping ¢ shars
break { topy ol the aoends ©aEe the mimtess siraighl [ lbem I kick s
farak present some altemative

analwiih Lhi lssue £ pros and cans [ apkion / fwmur ¢ Ethiough

e chiar ks Camile fov har reactivs

lald - e sarms experengs

Lamive eaks

L in s piwnd f brue | fying To S8y s it ek

fiarek

came n

the halt InscEs the nferfation

sl bt ik | fome ek

Ciwmalle rantineas

Carrect  wanng 4 seirss

Rared: covrecis the mummderstanaing

ecplaingd el cheamy f mesnt J Siving S et of facr

Adiaria Fidies & suseshion

jLst 2 igoa/ rsbeed

ek raeci the suggechon
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G5 Business reports and proposals - reports |
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6 Business reports and proposals - reports Ii
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ANSWER KEY
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ANSWER KEY
Interviews
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& Interview with a supply chain manager
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Vocabulary Builder

Business Vocabulary Builder is a business vocabulary and practice
course for students with an intermediate level of English or above.

Using the course will enrich your business vocabulary and enable you to
express yourself more fluently and confidently in a professional context.

The vocabulary is organized by business topic (first part) and business
skill (second part), making it simple for you to target the language and
skills you need. The imaginative variety of practice exercises makes

the vocabulary easier to digest and remember. The topics and skills are
covered from a 21st-century perspective, teaching up-to-date language
in modern business contexts,

The accompanying Audio CD provides essential listening practice

and extension exercises and features real, international business people
from a wide range of backgrounds. (The complete listening scripts are
contained in the book.)
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