O°‘ZBEKISTON RESPUBLIKASI
OLIY TA’LIM, FAN VA INNOVATSIYALAR VAZIRLIGI

TERMIZ DAVLAT UNIVERSITETI
XORUITY FILOLOGIYA FAKULTETI
FAKULTETLARARO CHET TILLAR KAFEDRASI

XORUIY TIL

FANIDAN

O‘QUV-USLUBIY MAJMUA

Termiz — 2024



O°‘ZBEKISTON RESPUBLIKASI
OLIY TA’LIM, FAN VA INNOVATSIYALAR VAZIRLIGI

TERMIZ DAVLAT UNIVERSITETI
XORUITY FILOLOGIYA FAKULTETI
FAKULTETLARARO CHET TILLAR KAFEDRASI

XORUIY TIL

FANIDAN

O‘QUV-USLUBIY MAJMUA

Bilim sohasi: 400000 — Biznes, boshqaruv va huquq

Ta’lim sohasi: 410000 — Biznes va boshqaruv

Ta’lim yo’nalishi: 70410102 - Iqtisodiyot (tarmogqlar va sohalar
bo’yicha)

Termiz — 2024



Xorijiy til (ingliz tili) fanidan syllabus Termiz davlat universiteti Kengashining
2024-yil 27-avgustdagi qarori bilan tasdigqlangan Xorijiy til (ingliz tili) fanining
o’quv dasturi va O’zbekiston Respublikasi Oliy va o‘rta maxsus ta’lim vazirligi
2021- yil 16-iyuldagi 311-son buyrug’ining 1-ilovasi “O’zbekiston Davlat Standarti
O’zbekiston uzluksiz ta’limining Davlat Ta’lim Standartlari Oliy ta’limning Davlat
Ta’lim Standarti Asosiy qoidalar” mundarijasining 5-§ “Oliy ta’lim yo’nalishlari va
mutaxasissisliklari o’quv rejalari va o’quv dasturlari mazmuniga qo’yiladigan
umumiy talablar” 10.2.4. “O’quv dasturlarini ishlab chiqish, tasdiglash va ta’lim
jarayoniga joriy etish quyidagi tartibda amalga oshiriladi:” bandi va shu bandning
2-xat boshi talabiga muvofiq ishlab chiqildi.

Tuzuvchi: k.o‘q. Safarmaxmatova Z.N

Tagqrizchilar: k.o’q Ibodullayeva G.J.
k.0’q Mamaraimova D.B

Mazkur o‘quv uslubiy majmua Fakultetlararo chet tillari kafedrasining 2024
yil 23 avgustdagidagi yig‘ilishida muhokama qilingan va kafedra o‘quv me’yoriy
hujjati sifatida tasdiglab berish uchun fakultet kengashiga taqdim etildi.

Kafedra mudiri: k.0’q. Arapov G*.N.

Fanning o‘quv uslubiy majmuasi Xorijiy filologiya fakulteti Kengashining
2024 yil 23 avgustdagidagi Ne son yig‘ilishida muhokama etildi va o‘quv me’yoriy
hujjati sifatida tasdiglab berish uchun universitet uslubiy kengashiga taqdim qilindi.

Fakulteti dekani: dots. A. Absamatov

Mazkur o‘quv uslubiy majmua Termiz davlat universitetining 2024 yil 26
avgustdagidagi uslubiy kengashi yig‘ilishida(Ne 1-bayonnoma) ko‘rib chiqildi va
tasdiglandi.

O‘quv-uslubiy boshqarma boshlig‘i: dots. A. Ibragimov




Lesson 1 LIVING ABROAD.
1.1.  About business: Working abroad.
1.2.  Vocabulary: Living abroad.
1.3. Grammar: Present simple and prepositions of time.
Objectives: » To develop students’ skills communication skills
* To develop students’ vocabulary around the topic of human migration
* To help students understand some of the issues regarding human migration
Level: Intermediate +
Introduction: This lesson plan explores some of the issues associated with cultural and
environmental adjustments and looks at some of ways in which these have impacted on the lives
of migrants in different cities and countries.
Procedure
* To introduce the topic migration start by asking students a few questions:
* Have you ever been abroad?
* Would you like to live and work in another country? Why/why not?
* Do you know anyone who lives in another country?
* Why do people decide to live and work abroad?
* Where would you go if you decided to move to another country? Why?
* Encourage students to share their ideas and experiences.
Tip: This is a good time to listen to students and see what range of vocabulary they produce and
where any gaps in their knowledge may be.
Discussion
Look at the picturc above. What everyday problems do people w]-ro live abroad have?
Reading and vocabulary: Read the e{racts fuom an article on living abroad. Find the corlect
heading for each extract.
Test yourself: Present simple
Read four descriptions of people's jobs. Write the correct form of the missing verbs into
the text. Find the corred job for each text.
Present simple: She works in London. permanent Situations: | usually get up at 7.00 am.
routines and things we do regularly.
The rules for these prepositions are given below. But many people think it is easier to just see if
they sound right rather than try to learn the rules, Use: .
In With parts of the day, months, seasons, years. On with dates. days of the week, special days
At with religious festivals. hours of the clock. particular points in time

Homework: to learn vocabulary, do exercises and skim the text.
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Living abroad

Internet
research

KIKI Y1, 54, Hong Kong,
jewellery retailer

ANIL BASU, 35, UK,
software analyst

JEAN-MARC SABATIER,
32, France, doctor

Fayss

MARIKA LAANET, 22,
Estonia, engineering
undergraduate

Search for the keywords
working abroad to see
what jobs are on offer.
Hold a class vote to
choose the three most
attractive jobs.

- 11 About business Working abroad

Discussion

EN Look at the people in the photos. They all work away from home. Read the quotes below
and match them with the people.

1 Iwork abroad but I never stay in one country for very long. I install software systems and
train people how to use them. I'm in Thailand at the moment and I’ll be here for another
six months.

2 My university has links with engineering firms in Germany. As part of my degree I'm
working for one of them in Hamburg.

3 Ispend two months every year in India buying supplies for my jewellery business. At the
moment I'm staying in Jodhpur.

4 1spend ten months every year working abroad. I never know where I'm going to be. It’s
always in places where there are medical emergencies.

Have you ever lived or worked abroad? Do you know anyone who lives or works abroad?
Compare your answers with a partner.

Collocations

B3 You are going to read an article about how to get a job abroad. Before you read match a
word on the left with a word on the right to make a collocation.

1 career a) process 5 degree e) letter

2 work b) language 6 cover f) an application
3 foreign ¢) placement 7 short g) subject

4 application d) ladder 8 withdraw h) list

Reading for detail

[EX Read the article and mark the sentences T (true) or F (false). Change any false sentences
to make them true.

1 To have a successful career these days you need to have experience of working abroad.

2 A work placement abroad will help your application attract attention.

3 Nannette Ripmeester thinks that the Euro CV is the best kind of CV to use when looking
for a job.

4 You need to check that your employers will recognise your degree subject.

5 CVs are more important than cover letters.

6 A cover letter in France may be studied by a specialist.

7 Sarah Hall withdrew her application for a job in Spain because she didn’t like the
questions in her interview.

8 When working abroad you should behave in a similar way to those around you.

Listening and-note taking

I3 £ 1:01-1:04 Listen to the four people from 1 talking about their work experience abroad
and complete the table.

name country how long likes

Kiki India 1) 2)

Anil Thailand 3) meeting people

Jean Marc 4) 5) working with children
Marika Germany 6) her local family

Listening for detail
[l Listen to the interviews again and answer the questions.

Who was in Venezuela last year?

Who hopes to get a good reference from their company?

Who found the food strange they first arrived?

Who is going on holiday when their job is finished?

Who is staying in an expensive hotel?

Who has a lot of business contacts in the country where they are?
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1.1 About business '

Discussion
I 1n small groups discuss the questions.

1 Which countries would you like and not like to go and work in?
2 What problems do you think people who work abroad have?

3 Do you think working abroad is essential for a successful career? Why / Why not?
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IN today’s competitive job market, 50
not spending time abroad can
seriously damage your chances of
climbing the career ladder. It is no
surprise then that more and more
graduates and professionals are
looking for opportunities to live and
work in a foreign country.

With record numbers of workers
hoping to relocate, it is no longer
enough to have done a work
placement abroad or to speak
a foreign language. “This is no
longer something that makes you
different,” says Nannette Ripmeester,
director of Expertise in Labour
Mobility. “It is something employers
expect.”

But even if you are a strong
candidate, the application
process for foreign jobs is far
from straightforward. The EU 6
has introduced the Euro CV to
standardise application procedures
throughout Europe, but Ripmeester
believes that a culturally adapted
CV is better. "What do | mean by
that? For example, in the UK, it
is customary to add hobbies and
interests at the bottom of the page.
In Italy however, that information is
not necessary.” .

When you write your CV it is
also a good idea to check whether
a photo is necessary and whether
an English—language CV should
be written in American or Britis
Engllsh Another point to think
abo is whether or not employ:
will recognise your degree subj
especially when you have studi
a subject, such as Wireless Network
Systems, which doesn’t necessarily
translate into another language and
culture.

You also need to consider the
cover letter, the first thing that an
employer will read. Approaches
differ from country to country: get
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the CV right but the cover letter
wrong and you destroy your chances
of getting short-listed for interview
because the cover letter is the first
thing that an employer will read. The
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British usually write long letters to
draw attention to relevant sections
on the CV, the Italians want one or
two sentences and the French expect
candidates to handwrite detailed
letters which may be analysed by
handwriting experts.

When it comes to interviews,
make sure you know about the
work culture and understand the
importance different countries place
on language and speech. For
example, the French use
short sentences and
hate silence, while
Scandinavians
have a deep
respect for
pauses. You may
think these points
are not important but by
not paying attention, you
are showing that you do
not respect the culture of the
country you wish to work in.

Making a mistake at the
interview is something
Sarah Hall knows all
about. She is from
Liverpool in the UK
and has worked
in Germany,
Sweden and
Spain.
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“My advice is be aware of ‘culture
clash.” In Britain there is usually
a maximum of two interviews. In
southern Europe they will call you
back for a third or fourth interview.
I lost a very good job in Spain when
I thought they weren't serious. |
withdrew my application because
they asked me to go for a fourth
interview. Looking back, | now
realise they were doing as they
always do. | behaved wrongly.”

“It's important to show that you
understand the working culture.
Adapting a similar style of dress to
your co-workers, eating the kind
of food they eat, enjoying similar
activities - these things help to win
trust and respect.”

“Think of yourself as a
cultural chameleon, mirror the
kind of messages you get about
communication and appearance.
People like people who remind them
of themselves, and nobody likes
what they don’t understand.” &
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1.2 Vocabulary

Discussion
EJ Look at the picture above. What everyday problems do people who live abroad have?

Reading and vocabulary

FJ Read the extracts from an article on living abroad. Find the correct heading for each
extract.

health[ ] opening a bank account[ ] mobile phones[ ] accommodation [ ]

[EJ Read the texts again and use the words in the boxes to fill in the spaces.

bills  notice contract deposit apartment

€) DPerhaps the most difficult thing to organize is where you are going to live. Your
employer might help you find an (1) or it might even be provided for you. The
best advice is to start looking before you go. Use the Internet to look for places to rent
and post your own advert on bulletin boards. It is important to view anywhere though
before you sign a (2) and give a large (3) to a landlord. You also need
to check whether or not the utility (4) are included and how much (5)
you need to give when you want to move out. Many people choose to live with a local
family as a way to learn about the culture of the country they are in.

credit cards  salary overdraft

@) To open a bank account in another country you will need to show your passport,
proof of earnings, proof of your address and residency. It is also likely that you will
be expected to show proof that your monthly (6) will be paid into this account.
Remember that rules regarding banks are not the same in every country. You have to
pay for an (7) on your account in France, and the rules on (8) can differ
greatly, make sure you check before you sign up!




Further interactive vocabulary practice on the DVD-ROM 1.2 Vocabulary .

check-up insurance scheme national health service

€ Inmost countries you have to pay for medical treatment. For trips of up to three months in
Europe, the European Health Insurance Card may allow you to be treated for free by the
©) of the country you are in. Your employer may have an (10) that you can

' ‘ join or you might want to take out your own insurance policy. This will help you if you

need to see a doctor while you are abroad. You may need to register with a doctor and you

may also need to have a (11)
i

CARMEN, from IR

Brazil, working for a

pharmaceutical company

in Auckland

i e —
ks et - PSR,

e PR

top-ups landline  contract number

@) Inmany countries, the process of buying a mobile phone is straightforward: you choose the
phone and the provider you want, you are then given a (12) . Italy is one exception,
where you will need your national ID card and your tax code. When you don’t know how
long you are planning to live in the country, many people choose prepaid packages that
allow (13) . This means you can cut off the service when you want without worrying
about being tied into a (14) . These days many providers also offer wireless Internet
access meaning you won't need to have a (15) put into your flat or apartment.

PP

PETRA AND CRIS, from T o s+ s AR
Germany, working as
architects in Nice

et
- i ot i o IR
APt b S e o JTEP

Listening for gist

A & 1:05-1:08 These people are all living abroad. Listen to four conversations. Where is each
person? What is he or she trying to do?

Listening for detail
[El Listen to the conversations again and answer the questions.

Conversation 1
1 What does Carmen want to do?
2 Which documents does Carmen need to show?

Conversation 2
MR GOODMAN from 3 How many bedrooms are there in the apartment?

e W, 1l ding e 4 How much is the rent?
Athens Bank in Greece :

Conversation 3
5 Does Mr Goodman have a European Health Insurance Card?
6 How tall is Mr Goodman?

Conversation 4
7 Why doesn’t Yuki want a phone with a contract?
8 How much free talking time does the phone have?

Giving advice

I Look at the eight pieces of advice for people who are going to live abroad. For each set of four
match the beginning with the correct ending.

YUKI from Japan, working 1 You might have to pay two month’s rent a) for free with most banks.
91 I @ CEHTe] 2 When you move out of a flat b) your landlord will check the inventory.
company in Copenhagen . A
3 You can have an overdraft ¢) to withdraw money from a cash point.
4 You can use your bank card from home d) as a deposit before you move into a flat.
I“Fgg’é arch 5 You need to be registered with a doctor e) broadband access in the area where you
6 Most employers include medical insurance live.
Search for the keywords 7 Using top-ups f) means you don’t need to sign a contract
moving abroad advice 8 You need to check that there is for your mobile phone.
to read more about g) to get medical treatment.

what you need to

do when moving to . . . . . .
another country. Which pieces of advice are true for your country? Which are different? What other advice and

s i0fOrmation could you give? Compare your answers with a partner.

h) as part of their employment package.

TheBusiness 9



1 | Living abroad

Refresh your 1.3 Grammar Present simple and prepositions of time
memory

Present simple
She works in London.

permanent situations Test yourself: Present simple
I usually get up at 7.00
club i B Read four descriptions of people’s jobs. Write the correct form of the missing verbs into
routines and things we the text. Find the correct job for each text.
do regularly

> Grammar reference page 118 computer programmer  architect human resource manager business student
Prepositions of time
on attend enjoy do spend like
weekdays
dates
special days 1
th kend (US . . .

¢ weekend (US) There are only two of us in the department, so I (1) a bit of everything! |

:I: Kendl(UK) (2) a lot of long meetings — many of these are related to budgets and to
feseti‘:/vaeli en company policy development and | (3) them. | also (4) a lot of time
times interviewing candidates for jobs. This is one of the areas of the job | (5) the
. most.
in
months
seasons
parts of the day work develop create spend travel
years
dates 2
b E:r?/l:'l y My company (6) educational software for primary school children. Usually
(';]2(/);]4/2013; year 1(7) on maths projects but we also (8) Spanish language learning
UK English prog.rams. Sometin)es 1(9) : to Spain for meetings but | (10) most of
date/month/year the time at a desk in my office.
14/02/2010

P> Grammar reference page 119

buy want search send nothave
I

| need to repay my student loan so | (11) to find a job before the end of the
year when my course finishes. Every day, | (12) the Internet for suitable job
vacancies and | (13) the national and local newspapers to look at the job
ads. | also (14) my CV to companies | am interested in working for, even if
they (15) any vacancies at the moment.

nothave bex2 work meet notlike think

Normally | (16) on one or two projects over a three or four-year period. My
latest project is a church and | (17) very excited about it. The church

(18) very old and it (19) enough light. | need to design some more
windows. Every week | (20) the Bishop to talk about the project. Sometimes
he (21) my ideas but other times he (22) they're great.

10 7TheBusiness



Further interactive grammar practice on the DVD-ROM 1.3 Grammar ‘

Internet

research Test yourself: Prepositions of time

Work with a partner. [F3 Ccomplete the text about Elspeth from Germany using prepositions of time from the Refresh
Sear.ch fo'r the keywords your memory box.

festivals in Japan or
festivals in Mexico

to r?ad more el | came to London about six months ago. | started my job as a wine buyer at Marks &
festivals in these h ;

. Spencer (1) February. To be exact, | started (2) February 14*. Before coming
countries. Tell your X 4 X i
IR S (g Es here, | worked at a winery in South Africa and before that, (3) 2004, | was in New
on special days in these York State working as an au pair. No matter where | am in the world, | always phone my
@IS, parents (4) the weekend. | try to call them (5) Sundays (6) 6 o'clock

I (7) the evening. The other thing | try to do is go home for Christmas. | do like to
spend time (8) Christmas with my family. If you ever get the chance, you really
should go to Germany (9) December. The German Christmas markets are the best
in the world.

Listening for detail
EJ & 1:09-1:15 Listen to seven descriptions of national festivals and and write the date.

1 Australia Day 5 April Fool’s Day
2 Boxing Day (UK) 6 Showa Day (Japan)
3  Groundhog Day (USA & Canada) 7 Day of the Dead (Mexico)

4 Bastille Day (France)
Listen again. What does each holiday celebrate? What happens?

I3 Question forms
Use the present simple to make questions for these answers.
1

From a small village in south-west France called Marsac.
2

Usually at 9am but sometimes at about 8.45.

Languages? English and French quite fluently and also a bit of Chinese.

In a small apartment near the centre of town.

Usually by bus, but if the weather is really good I sometimes walk.

I usually go on holiday in June.

Sometimes in the company canteen, but more often I go to the café round the corner.

Work with a partner. Take it in turns to ask and answer the questions.

53 Discussion

Work with a partner. Describe a local festival or custom either in your home town or the place
where you are studying. Think about special food, clothes and typical activities that take place on
this day.

TheBusiness 11



Lesson 2: LIVING ABROAD.

1.4 Speaking: Making small talk.

1.5 Writing: Formal and informal emails.

1.6 Case study: Global Recruit.
Objectives: - to talk about different kinds of written communication and to recognize common

phrases used
- to raise awareness of the differences between formal and informal language
- to practice reading and recognizing grammatical, lexical and cohesive links

Level: Intermediate +
Procedure : Circulate while students are speaking. Without interrupting the activity, make a list
of any mistakes in the target language for remedial work later. For example, note down the exact
words that were used wrongly and write them on the board, but without identifying the student
who said them. Get the class to correct the mistakes. When students have finished their
presentations, display the organograms on a table or wall so that students can see the similarities
and differences. Get students to explain why they chose the structure they did.
Lesson overview: This email lesson plan is prepared for B1 students and contains many various
exercises to make students learn about email forms, listen to some rules presented in a short
video, learn some email vocabulary and practice writing emails. It looks at the structure of an
email as well as distinguishes between formal and informal email style and language.
Pre — class activities: Before classes, students should do two vocabulary tasks. First, they need
to study a sample email and label parts of an email with correct words. Then, they move to the
second task and this time they have to complete a short table. There is a list of greetings and
closings usually used in emails. Students divide them into two groups: formal and informal.
In — class activities: The in-class worksheet starts with discussion points thanks to which
students will talk about various aspects connected with writing and receiving emails. Next, they
move to a vocabulary task. It includes words from the video that B1 students might find difficult.
There are such words as brief, vague, concise, multiple, etc. Students need to match them to
their meanings. They watch the video and put rules connected with writing emails in order they
hear them. After watching the video, students move to another short discussion about the ideas
mentioned in the video.
Moreover, there is a practical part of the worksheet which starts with a short exercise on
matching informal verbs to their more formal equivalents. In the next task, students practice
using them by rewrite sentences using the vocabulary from the previous task. The next exercise
of this email lesson plan includes two emails (informal and formal) that contain some errors.

Homework: to learn vocabulary, do exercises and skim the text.



Living abroad

Discussion

1.4 Speaking Making small talk

EJ Look at the tips for small talk below. What is small talk? Do you think the tips are useful?

Tips for
'small

Reading for detail

TECHNIQUE ONE

Always wear a Whatzit

What’s a Whatzit?

Some people have developed a clever technique that
works well for social or corporate networking purposes.
The technique requires no special skill on your part,
only the courage to wear a Whatzit.

A Whatzit is anything unusual — a unique brooch, an
interesting scarf, a strange tie, a funny hat. A Whatzit

is any object that draws people’s attention so that they
walk over and ask, ‘Uh, what’s that?’

TECHNIQUE TWO

Whoozat?

What to do when you haven’t got a Whatzit...

Like a politician, go to the host and say, ‘That man /
woman over there looks interesting. Who is he / she?’
Then ask for an introduction.

_Or_

Find out about the stranger’s job, interests or hobbies.
The host might say, ‘Oh, that’s Joe Smith. I'm not sure
what his job is, but I know he loves to ski.” Aha, you’ve
just been given the icebreaker you need. Now walk
over to Joe Smith and say, ‘Hi, you’re Joe Smith, aren’t
you? Susan was just telling me what a great skier you
are. Where do you ski?’

FA Read the article below about small talk to find:

1 three topics that you can make small talk about
2 two topics that you can’t make small talk about

3 two tips for managing small talk.

What is small talk?

Your company sends you to an important
international conference in the USA. While you are
travelling from the hotel to the conference centre you
meet somebody who works for the Spanish division of
your company for the first time. The conversation that
you have will probably be what we call small talk.

What do people make small talk about?

There are certain safe topics that people usually
make small talk about. The weather is probably

the number one thing. Sometimes even friends and
family members discuss the weather when they meet
or start a conversation. Sports news is a common
topic, especially if a local team is doing extremely
well or badly. If there is something that you and the

other speaker have in common, that may also be
acceptable to talk about. For example, if the bus is
extremely full and there are no seats available you
might talk about reasons why.

There are also some subjects that are not
considered acceptable when making small talk.
Personal information such as salaries or divorce are
not talked about between people who do not know
each other well. Negative comments about another
person not involved in the conversation are also not
acceptable: when you do not know a person well
you cannot be sure who their friends are. It is also
not wise to continue talking about an issue that the
other person does not seem comfortable with or
interested in. Lastly, avoid one word answers, and
ask questions to show that you want to keep the
conversation going.

12 TheBusiness




Interactive pronunciation practice on the DVD-ROM 1.4 Speaking ‘

Listening for gist

[EJ] £ 1:16-1:18 Listen to three conversations where people are making small talk. For each
conversation decide:

1 where the people are
2 what small talk topics they talk about
3 how many questions the speakers ask to keep the conversation going.

Listening for detail
I3 Listen to the conversations again and write the questions that the speakers use.

Conversation 1 Conversation 2
1 good weather? 4 visit there?
2 go? 5 stay?
3 enjoy it? 6 the Continental?
Conversation 3
7 for work or on holiday?
8 you do?
9 your job?
10 visit India?

Making small talk

I work with a partner. Choose one of the topics below to make small talk about. Student A
should prepare some things to say about one of the topics, Student B should prepare a list of
questions to keep the conversation going.

1 Your last weekend 4 What you’re doing after class
2 Your job/studies 5 The last time you went to a restaurant
3 Your journey to class today 6 The weather today

Beginning and ending small talk

I3 put the words in the correct order to make some useful phrases for beginning and ending
small talk.

your was How weekend?

Enjoy rest the of the conference.
to talking Nice you.

It’s weather lovely today.

1 but Sorry have to go I now.

2 meeting It’s nice been you.

3 believe can’t how busy it I is.

4 journey have you Did a good here?

03O

Mark each phrase B (for beginning a conversation) or E (for ending a conversation).

Can you add any more?

[EA Work in small groups. You are all at an international conference and it is the break between
two presentations. You don’t know any of the other people in your group and so you need to
make small talk. Student A turn to page 110. Student B turn to page 111. Student C turn to page
112. Student D turn to page 113.

Internet

research

Search for the keywords

small talk to find more

tips. With a partner, list

the three most useful

tips.
|

The Business
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1 Living abroad

1.5 Writing Formal and informal emails

Discussion b’ s
EN Work with a partner. Discuss the questions about emails.

1 How many emails do you write in a week?
2  Who do you write emails to?
3 Have you ever written a formal email ?

Reading for detail

3 Read the email below and answer the questions.

Lars

1 Who is the email from? 4
2 Who is the email to? OIuﬁson _
3 What three things does the writer ask the reader to do? | o
4 Where is Ms Lee going? S
YeXs) In ' =)
OB all ¢ &~ amw
Delete  Reply Reply All Forward New Mailboxes Get Mail Search Mailbox
0

Subject: Visit to Osaka Securities

Dear Mr Watanabe,

Thank you for your email received March 21. With regard to my visit next month | need to tell
you that | will arrive at Osaka airport at 14.30 on Thursday 14™ April. As this will be my first visit
to Japan I would be very grateful if somebody could meet me at the airport. Also, would it be
possible for you to make a reservation at a nearby hotel for me? | would really appreciate it.

In addition, could you possibly send me a copy of the agenda for our meeting and a copy of your
most recent sales figures.

Please accept my apologies but my colleague Ms Lee will not be able to join me on this visit as
she is attending an investment conference in Singapore at the same time.

I look forward to meeting you,

With best regards,

Lars Oluffson

NEIC
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Further interactive writing practice and model business documents on the DVD-ROM

1.5 Writing ‘

Informal language

[EX Read another email and find informal phrases to match the phrases in bold in exercise 2.

000 _ 3

Delete  Reply Reply All Forward MNew Mailboxes Get Mail

Search Mailbox

| Visit to Osaka Securities
Dear Haruki,
| Thanks for your message. Re next month’s visit to Japan, I'm going to arrive at Osaka airport at 14.30
on Thursday 14 April. This will be my first visit to Japan so can you send somebody to meet me at the
| airport please? Can you book a hotel for me near your offices too?
| Also, can you please send me a copy of the agenda for our meeting and a copy of your most recent
i sales figures?
I'm sorry but my colleague Ms Lee won't be able to come with me as she is going to an investment
conference in Singapore at the same time.
See you next month,
All the best,
Lars

Formal and informal language

IZ3 1n each set of four, match a formal word on the left with an informal word on the right.

1 inform a) come to 5 further e) want
2 assistance b) help 6 grateful f) more
3 require c) tell 7 near future g) happy
4 attend d) need 8 would like h) soon

P EALA

[} Read Manuela’s email to Laura and write it as a formal email. Use the expressions from 2 and

words from 4.

806 in

Ol al/ g &

Delete  Reply Reply All Forward MNew Mailboxes Get Mail Search Mailbox

[
Art and design conference

Dear Laura

Thanks for your last message.

I want to tell you about next month’s arts and design conference. It is going to be held in Sao Paulo
at the First Conference Centre from June 18 to 21. The agenda for the conference is attached. Can
you have a look and choose the sessions that you want to come to?

Please also tell me if you need any extra help. | can book a hotel for you or arrange for somebody to
meet you at the airport.

I will be very happy if you can let me know soon.

All the best,

Manuela Calo

Writing
A Write a formal reply to Manuela’s email. Use the information below:

Internet

research

Search for the keywords

you are going to attend the conference

R, -4

online etiquette to °

read more about how

to write professional

sounding emails
N

you can not stay for all three days

¢ the sessions you want to go to are New design methods and The future of art
¢ ask Manuela to make a reservation at a hotel

e ask Manuela to organize a taxi to pick you up at the airport.
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1 Living abroad

1.6 Case study

Discussion

EJ Read the information below about Global Recruit. What are the advantages and
disadvantages of using an organization like this to help you find a job?

Global Recruit

Looking for a job abroad?

| e 1

Global Recruit may be able to help you. We work with
a number of high-profile organizations all around

the world and find the right candidate to fill their
vacancies. Our job is to find staff who have the right
skills and qualifications for these companies. We
arrange interviews and give advice and support on the
location and the requirements of the jobs. We can also
help with visas and other legal requirements.

Reading and discussion
EJ Read the two job advertisements. Which job would you prefer? Why?

Job TC / 428

CALL DUBA', the Middle East’s leading mobile phone company,
has an excellent opportunity for an experienced sales advisor in their retail
unit in central Dubai.

The job will involve advising customers, processing customer orders,
and dealing with queries and complaints.

Applicants for this position should have a minimum of a year’s sales
experience within an international company, should have knowledge of
mobile technology and experience of working with customers. Experience
within an international company is a strong advantage, as is knowledge of
English, French or Arabic.

Job WA / 926

Web Analyst in central Brazil. srazilian MTM, Brazil’'s
largest on line clothes retailer, has an excellent opportunity for a senior
web analyst.

The position includes analysing customer actions on our website,
reporting on customer habits, maintaining and updating the website and
managing a team of web analysts.

For the position you need to have knowledge of the following languages:
ASP, PHP, Cold Fusion, Java or. Net, experience of working in the clothing
industry, managerial experience and a basic knowledge of Portuguese.

The job is based in our offices in Rio de Janeiro.

16 TheBusiness



Further interactive problem-solving on the DVD-ROM

1.6 Case study ‘

Internet

research

Search for the keywords

work in Dubai or work

in Brazil to read more

about job opportunities

in these countries. Try

to find a job you would

like to do and tell your

partner about it.
|

Reading for gist

[EX The four candidates below were all short-listed for one or other of the positions. Scan the
information and see if you can guess which position they applied for.

NAME:

AGE:

QUALIFICATIONS:

WORK EXPERIENCE:
LANGUAGES:
HOBBIES / INTERESTS:

CURRENT POSITION:

NAME:

AGE:
QUALIFICATIONS:
WORK EXPERIENCE:
LANGUAGES:
HOBBIES / INTERESTS:

CURRENT POSITION:

NAME:

AGE:
QUALIFICATIONS:
WORK EXPERIENCE:
LANGUAGES:
HOBBIES / INTERESTS:

CURRENT POSITION:

NAME:

AGE:

QUALIFICATIONS:

WORK EXPERIENCE:
LANGUAGES:
HOBBIES / INTERESTS:

CURRENT POSITION:

Listening for detail

3 2 1:19-1:22 Listen to the four people introducing themselves and fill in the missing
information on their profiles.

Discussion

[E3 Work with a partner. Decide who is the best candidate for each job. Give reasons for your
decisions.

Listening for detail

I3 2 1:23 Dana is the Recruitment Manager and Heidi is an administrator at Global Recruit.
Heidi is calling Dana about the references that she has for each of the candidates. Listen to the
conversation and note down any problems that they find with the four candidates.

Discussion

Work with a partner. Discuss again who you think is the best candidate for each job. Has the
information from the references changed your decisions?
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Lesson 3: DEALING WITH CUSTOMERS
2.1. About business: The shopping experience.
2.2. Telephoning and customing care.

Objectives: -this module focuses on the vocabulary of organizational structure, roles and
responsibilities, and employment.
-to improve students’ abilities , -to enlarge students’ reading skills

-to introduce the concept of teaching vocabulary in a context using different strategies
- to practice the language of informal telephone calls
- to practice listening for the main idea and detailed information

Level: Intermediate +

Culture note: In Britain it is usual for the person receiving the call to give his/her number before
the caller identifies him/herself. In Uzbek and Russian telephone culture this is much less
common.

Discussion: What can shops do to attract more customers? Think about the shops that you like
to go to and discuss the questions with a partner'

1 What is your favourite shop and why?

2 How often do you go there?

3 What do you like to buy there?

4 Do you shop in department stores? Why? Why not?

Vocabulary: Below are some of the customers’ services and benefits that shops can offer their
customers. Put each one into the correct column below.

Reading for detail: Scan the article about the German department store Breuninger to find
answers to the questions.

1 Where does Breuninger have department stores?

2 Which departments in paragraph 2 would you go to if you wanted to find the following: soap
and shampoo, coffee cups, a handbag, a yoga mat?

3 Which customer services and benefits from the lists in 2 can you find in the text? Put a tick

(/) next to them.

4 Find at least five mole customer services and benefits in the text." Add them to the lists in 2.
Read the last paragraph about the luxury personal shopping service and answer the questions.

1 What things can customers do before they come to the store?

2 What two services can customers use whilst at the store?

3 What two services can customers use after they leave the store?

4 Do you think that Breuninger do everything possible to create a luxury shopping experience?
Can you think of anything else they could do?

Listening for detail

E & I. Listen to Rafael Fernandez, an expert on luxury customer services in retail and complete
the sentences.

Play the CD again. SS listen and fill in the missing bits of the conversation in their Ex. BKs.

Then you ask the questions and they should answer.

Homework: to learn vocabulary, do exercises and skim the text.



Lesson 4: DEALING WITH CUSTOMERS
2.3. Grammar: Countable and uncountable nouns, request and offers.
2.4. Speaking: Telephoning — handling complaints.

Objectives: to practice the language of business telephone calls

- to practise listening for the main idea, specific information and writing messages

- to learn about telephone answering machines

- to practise reading for specific information

-to practise talking about mobile phones, telephone directories and answering machines
Level: Intermediate +
countable noun: a computer some computers singular and plural form
uncountable noun: some water, some advice no plural form any Are there any computers?
There isn't any water.
questions and negatives with both kinds of nouns
I need some information. Some files are missing, positive sentences with both types of nouns
a lot (of) He's got a lot of reports to write. She gave me a lot of good advice. Positive sentences
for both kinds of nouns
much/many How much water is there? How many computers are there? Much is used for
questions with uncountable nouns many is used for questions with countable nouns polite
requests
Can or could are used for making polite requests, They are almost the same. However could is a
little more polite. Would you mind, is very polite and is always followed by verb + ing.
offers
Do you want | would you like me to + verb are polite ways of offering to do something.
Extension activity: Get students to work in small groups to summarize some key differences
between the informal language of the phrases in exercise 4 and the formal language of the
corresponding phrases in the report in exercise 2.
In formal language: ¢ colloquial words and phrases are not used, e.g. guy, cool, worth a fortune
* passive tenses are used more often, e.g. were contacted, was modified, were well received
* sentences are longer and more complex
« things are expressed in a positive way, e.g. a major challenge not difficult and exhausting
* exclamation marks are not used.
Role play These role plays review the language practiced in this module and allow students the
opportunity to develop their own skills in problem-solving. Remind students to use the
diplomatic language they practiced in exercises 5-9.

Homework: to learn vocabulary, do exercises and skim the text.



Lesson 5: DEALING WITH CUSTOMERS
2.5. Writing: Dealing with an email of complaint.
2.6. Case study: The Panorama conference.
Objectives: - This module explores aspects of formal and informal style in different kinds of
business correspondence.

- Students could also be asked to search news or business websites for items about
the misuse or abuse of email, and report back to the class on any interesting stories
they find which illustrate the risks involved.

- This case study examines the problems faced by a contact center - customer
dissatisfaction, staff recruitment and retention, rising costs - and how they might be
tackled.
Level: Intermediate +
Discussion: Remind students to think about grammar, vocabulary, style, opening, closing, etc.
when they are discussing the differences between formal and informal correspondence.
Reading for detail: Students should re-read the emails in exercise 2 more closely to complete
the grid. With lower-level classes, you could do the first email as a whole-class activity. When
the grid has been completed, elicit from students the differences between the two columns, i.e.
in the formal column, the expressions are usually longer and more complex; in the informal
column, they are shorter; unimportant words are omitted; vocabulary is less formal/ more
colloquial, etc.
Skim reading: Get students to read each pair of emails and refer back to the emails in exercise
2 to decide which two writers have changed style and why. Point out that it is usually good
practice to write a first email to someone in a fairly formal style, and then to adjust (or retain)
this style according to the response that you receive.
Presentations: To help students with their presentations, you could give them a list of useful
phrases, e.g.: First of all, I ’d like to ... Let’s look at the problem of... , That’s all I have to say on,
Now let’s move on to ..., That brings me to the end of my presentation. Are there any questions?
The presentation should be fairly short and concise. One student in each group could be
nominated to give the presentation, or each student could present one recommendation.
Finally, using vocabulary from the whole lesson, they will write their own emails. They need to
reply to the formal email from the previous task. If you don’t have time, let them do it at home,
and peer-review during your next class.
Homework: Extension activity: Students rank these factors related to job satisfaction from most
important to least important. They could do this individually first, and then discuss their answers

in small groups.



Discussion

What can shops do to attract more customers? Think about the shops that you like to go
to and discuss the questions with a partner.

1 What is your favourite shop and why?

2 How often do you go there?

3 What do you like to buy there?

4 Do you shop in department stores? Why? Why not?

Vocabulary

B8 Below are some of the customer services and benefits that shops can offer their customers.
Put each one into the correct column below.

facilities -

services financial services & benefits =

customer parking

- —
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Reading for detail

Scan the article about the German department store Breuninger to find answers to the
questions.

1 Where does Breuninger have department stores?

2 Which departments in paragraph 2 would you go to if you wanted to find the following:
soap and shampoo, coffee cups, a handbag, a yoga mat?

3 Which customer services and benefits from the lists in 2 can you find in the text? Put a tick
(v} next to them.

4 TFind at least five more customer services and benefits in the text. Add them to the lists in2.

] Read the last paragraph about the luxury personal shopping service and answer the
questions.

1 What things can customers do before they come to the store?

2 What two services can customers use whilst at the store?

3 What two services can customers use after they leave the store?

4 Do you think that Breuninger do everything possible to create a luxury shopping
experience? Can you think of anything else they could do?

Listening for detail

EHl 2 124 Listen to Rafael Fernandez, an expert on luxury customer services in retail and
complete the sentences.

1 Luxury consumers want products that are high quality and
2 Sales assistants have to give luxury consumers lots of

3 Luxury consumers want to know the things they are buying are
4 Tf luxury consumers are pleased with the service they receive they

Discussion

Worlk with a partner. You run the sports and leisurewear department in a successful
department store. Your manager has told you that the department must improve its customer
service and develop a luxury personal shopping service. Decide with your partner on six new
services and benefits you are going to offer. Present these to the class.




2,1 About business

BREUNINGER s Lhd]ﬂ. OF upmarkf:t (ltp‘lll‘ﬂ‘lt_ih stares in

Gerrnany, which are Famous for their high stndards of customer

care.- The company, founded in 1881 by Eduaid Breuninget, :
now coisists of a iz u";hlp srorc m Stuttgan: and a Flll‘thf.,l‘ tlurtecn

§ SFOTES ACTOSS Germany

" The stores” offer gentlemens aid ]adleq Fashlon, pnrfumc'
and cosmetics, lmgf.rle, shoes, accessories, sport and ]usurcwear,

househaold goods and lifestyle ptoducts. They

promise their customers 2 taste of ‘the beautiful

w things in life.” The stores themse]ves aré elegane

and stylish and the goods on sale are Lixury, top-’

- of-thé-range items from labels such as Burberry,.

Dmr, Gucci and Yves Saint Laiirent. Brr.umnger'

" bielieves that ‘it is the companys commirment

5 to excellent customer service which makes the
Breuninger shopping experience so special. -

Breuninger have always had an eye for the

comfort and convenicnce of their customers.

They were the first department store in Germany

@ to introduce lifts and escalazors in the lace 1940s and the frsc ro

provide customer parling a few years later. Heinz Breuninger,

grandson of Eduard, broughr back the idea of providing a car

park for his customers from a wip to America in the 1950s. In

1959, Breuninper was the first German deparument store to

2 offer a store card. This forward-thinking decision enabled the

customers to pay without cash, long before it was normal to have

a credic card, Today, over 700,000 customers own a Breuninger

e

store card, C‘.zrc[ holclcrs are. addresscd by rheir name ar the cash
‘desks; they receive special benefirs, mnney—off vouchers and a
w present on their birthday. : S
Today, ‘the stores h:ws an exce pmsml mnge of additional
facilities available for their customers. The Stuttgarr store features
2 hairdresser’s, fashion shows, cosmetic workshops, a café on each
ﬂour, llve_ L!l[LI'EZLlnmLI‘lE in the piano bar, and a children’s room
3 = where children can play and pamt while their
parents shop. - .
" Anather of these facilities is the Breumngcr
luxury shopping service, This service offers a
unique shopping experienice; ‘the: opportunity

atcention  froin. specmlly—tramtd consultanes:
To male this shopping experience as relaxing
as possible, customers send their measurements
i and the colours and scyles they like to the store
s before leaving home. The consultanis then use
this information to choose suitable dothes, When
aluxury customer arrives at the store they are guided to one of the VIP
reserved parking spaces where ane of the consultants meets them, At
the privace fitting rooms champagne or espresso are available while the

s customer chooses from the latest collections fram famous designers.
Breuninger also offer made-to-measure services, free wiloring and
_lusury shoppers can even rake the clothes home to try them on. When

0 to buy the most luxirious items with personal

Fe Ruginess
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Discussion
With a partner discuss the questions,

1 When was the last time you telephoned a company
call centre? Why did you call - to solve a problem,
make an enquiry, for another reason?

2 What was the result of the phone call? Were you
happy with the service?

Reading and vocabulary

Read the article and complete the information ‘ = ;

about how to deal with customers on the phone. Use Customer: ‘My mobile phone

the words in the box to help you. won't make outgoing calls.’

e : SIS s ; Helpline operator; ‘Do you have
the phone with you, sir®

23 _ el fi a 50| Customer: 'Yes, I'nt using it now.’

“'exchange ' " deal with = call back: Helpline operator: ‘Well, the

putthrough--inten phone is working fine, sir. You

- e just called mel’

GREET THE GUSTOW’ER. Wheh you (1) a call from a dissatisfied
customner you need o greet them in a warm manner, Thani the customer for
calling. Remember that when a customer calls to tell thet somethrng is wrong it is
your opportunlty to put it rrght

ASK WHAT THE PROBLEM §$ You need fo find out why ihey are
calling. Simply ask what the problem is and lst them explain. You may not be able
0 (2) ___the problem. Don't say $'m sorry, | can't help,” instead explain
to the customear that you cannot help them and ask for their teiephone number so
that somebody can (3) them _. - . Sometimes the custorner may want
to wait while you [(4) tharm ___to the correct department.

LISTEN CAREFULLY. Remembar the customer may say a lot. You need
to listen and try not io (5) . An angry customer may fake a long time to
axplain what the problem is and sa i is very important that you stay calm and that
you don't (8) . It is & good idea io take notes so that you
are 100% clear about ali of the details. Ask queetlons if they are not telling you the
tnformatron you need 1o know.,

DEF!NE THE PRDBLEM Once the customer has finished axplaining the
problem use your notee to check you have understooci the probtem carrectly.

SUGGEST A SBLUTEON Now that you know all of the details of the
problam you can suggest a solution. Don't blamé ancther department. Make an
apology and suggest a solution. The customer may ask you to refund their money,
they may ask for a (7). on their next order or they might ask to

(8) the goods that they bought for other tems. You also must be realistic.
Don't pramise to deliver 10,000 new parts for naxt weelk if it cannot be done. The
customer wrll be even angrrer next week When the parts don't arnve

GONFIRM 'E'HE SOLUTEON. Oncs you'and the customer

9 . L cenfirm it so that you both understand what

has been decided: Meke sure that the customer knows exaotly what you are gozng
to do and whon you are gozng to do i,

END THE CONVERSA‘T!ON Now that the customer is happy you can
end the conversation. Thank the customer again for calling. It is a good idea to let
the customer (10)_- .~ " _ first, as this gives them a final charice to add




M Further interactive vocabulary practice on the DVD-ROM 2.3 Yecpibnalary

Listening

& 1:25-1:27 Listen to three telephone conversations between customer service assistants and
dissatisfied customers and answer the questions.

1 Why are each of the customers calling?
2  Which of the ‘seven steps’ from the article opposite do the customer service assistants forget
when they answer the call?

Telephone ianguage
Match the beginning with the correct ending to make questions about telephoning.

1 What's the longest you’ve ever been put  a) on hold for?

2 Have you ever hung b) through to the wrong person?

3 Have you ever been put ¢) long should it take them to answer the phone?

4 Do you always ask people to confirm d) your temper when you are talking on the phone?
5 When you call a company, how g) up on somebody?

& Do you lose f) arrangements that you make on the phone?

Work with a partner. Take it in turns to ask and answer the questions.

Reading and discussion
Read the advertisements helow for customer service jobs.

A frie diy, pohte
k_teléphone mainer i§ ©
: '_'essentlai to this role;
i but youil need good

g jj' hste ‘ng s]nll"and the-

T LS
i M«MW T "w-w'*‘"

Which do you think is for a healthcare company and which for an insurance company?

Match the words in bold in the advertisements to the definitions below.

to make someone agree to do something (v)

relationships between you and other people (two words)

caring and open to understanding other people’s problems (adj)

the way you speak on the phone {two words)

the ability to listen (two words)

making someone feel less worried (adj)

if you have this you are friendly and enjoy talking to people (two words)

1
2
3
4
5
6
7

Worl with a partner. You need to find someone for a job as a helpline operator for your
school, university or workplace. They will be responsible for dealing with new customers and
potential students. Decide what five essential skills and qualities they need to have and create a
job advertisement. Compare your advertisement with another pair’s.

The Buginens
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Lesson 4: DEALING WITH CUSTOMERS
2.3. Grammar: Countable and uncountable nouns, request and offers.
2.4. Speaking: Telephoning — handling complaints.

Objectives: to practice the language of business telephone calls

- to practise listening for the main idea, specific information and writing messages

- to learn about telephone answering machines

- to practise reading for specific information

-to practise talking about mobile phones, telephone directories and answering machines
Level: Intermediate +
countable noun: a computer some computers singular and plural form
uncountable noun: some water, some advice no plural form any Are there any computers?
There isn't any water.
questions and negatives with both kinds of nouns
I need some information. Some files are missing, positive sentences with both types of nouns
a lot (of) He's got a lot of reports to write. She gave me a lot of good advice. Positive sentences
for both kinds of nouns
much/many How much water is there? How many computers are there? Much is used for
questions with uncountable nouns many is used for questions with countable nouns polite
requests
Can or could are used for making polite requests, They are almost the same. However could is a
little more polite. Would you mind, is very polite and is always followed by verb + ing.
offers
Do you want | would you like me to + verb are polite ways of offering to do something.
Extension activity: Get students to work in small groups to summarize some key differences
between the informal language of the phrases in exercise 4 and the formal language of the
corresponding phrases in the report in exercise 2.
In formal language: ¢ colloquial words and phrases are not used, e.g. guy, cool, worth a fortune
* passive tenses are used more often, e.g. were contacted, was modified, were well received
* sentences are longer and more complex
« things are expressed in a positive way, e.g. a major challenge not difficult and exhausting
* exclamation marks are not used.
Role play These role plays review the language practiced in this module and allow students the
opportunity to develop their own skills in problem-solving. Remind students to use the
diplomatic language they practiced in exercises 5-9.

Homework: to learn vocabulary, do exercises and skim the text.
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Test yourself: countable and uncountable nouns.

Are these nouns countable or uncountable? Put them into the correct columns in the
table below.

accommodation
overtime

money news information
equipment phone call  heipline

customer
research

company

progress employee

Uncountable nouns

pro gress .

#3 Use the words from the table above and much / many or a /ot to complete the

sentences.
1 Human Resources wants us to reduce our head count: how are
there currently in this department?
2 We've spent of on office equipment this year.

3 I'm worried about the long hours you have been working. How did
you do last month?
4 The director wants an update on the repair work to the building. How
have the builders made?
5 The company is doing of market
customer really thinks of the new product line.

We want to know what that

Test yourself: Polite requests and offers

Complete the telephone conversation with can or would you mind and the verbs from
the hox,

help putmethrough ask calling back give

Receptionist: Niven and Sellars. How (1} I (2) you?

Carlos; Good morning.(3) you (4} to Marco Grella, please?

R: One moment. (5) 1(6} who's calling?

C: My name’s Carlos Torres.

R: Putting you through now, Mr Torres. Oh, Mr Grella's line’s busy. {7)
(8) in ten minutes?

C: No, that's fine. {9) you {10}

R: Certainly, his extensicn number is 357.

C

R

me his direct number, please?

: Thank you. Goodbye.
Goodhbye.

Read the statements below and respond with offers and requests. Use Do you want /
Would you like me to for offers (1-4) and Would you mind +ing for requests (5-6).

It's cold in here. {shut / window)

I think we have run out of photocopier paper. {order more}
These books are heavy! {carry for you)
1 have left the report on my desk. (fetch )

We need to take a break. (make us coffee)
We are going to be late for our next meeting. {drive us station)}

cm AWM




Further interactive grammar practice on the DVD-ROM 2.2 Grammar

A customer survey

B Complete the customer service dialogue using some / any / much / many and the verbs in
brackets in an appropriate form,

A. Hello, this is Arne Schumann from Mainstream Motors. Would you mind (1) {answer)
2) questions about the car you bought from us last month?

B: Well, how (3) time is this going to (4) {talke}? I'm in a bit of a hurry.

A: It won’t take long, only about five minutes. There aren’t very (5) questions.

B: All right then.

A: First I'd like {6) information about the salesman. On a scale of one to ten, how
(7 marks would you (8} {give) him for friendliness?

B: Er, eight.

A: Good. And how (9 marks for competence?

B: What do you mean by ‘competence’? .

A: For example, when you needed (10) advice about which make or model car to buy, was
he able to give it?

B: Oh, I see, yes, he was very good. He gave me (11) really useful advice. I’d give him ten

out of ten for competence. He certainly knew what he was talking about.

: That’s good to hear. You bought the car four weelks ago; can you tell me approximately how
{12) kilometres you've driven in that time?

: Oh, not (13) . The week after [ bought the car, 1 broke my leg.

: Oh, I am sorry to hear that. Are there (14) other drivers in your household?

: My wife can drive but she doesn't likke it. She says there are too (15) other drivers on the
road these days.

. And finally, are there (16} questions you'd like to ask us?

: Not at the moment.

: Well, thank you for your time, goodbye.

B> mrwm

Roleplay

. Work with a partner. You are colleagues who work in the same office, You are both about to
go on holiday tomorrow and you need each other’s help to finish your worlk. Take it in turns to
male requests and offers.

Student A

¢  You need Student B to check your accounts. There is a mistake you can't find!
You both need to change some money. The bank closes in hali an hour.

Your passport is at Student B’s house,

You need to make a conference call to China but you can’t remember how to do it.

Student B
J-1-0a8l8k] + Youneed Student A to give you last month’s sale figures for your report.
“Search for 'er ké'yb d ~ = You both need to check your flight departure times but Student A has no Internet connection
e at the moment.
s Your suitcase is broken.
*  You need to write six different emails in English about the project you and Student A are
working on.

© polite requests to learn
. mare about making
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Discussion

Worlk with a partner. What kind of complaints would you expect the following types of

business to receive: an airline, an advertising agency, a bank, a mobile phone company, a

computer manufacturer?

Listening for gist

what solution is suggested?

Listening for detail
Listen again and complete the expressions.

Conversation 1

1 T'm sorry Mr Rossi.
2 Tunderstand Mr Rossi and
3 Canwe to help you with this?

Conversation 2
4 That must

Cenversation 3

5 Illlook straight away.
6 What is...
Conversation 4

7 Um sorry that.

8 Letme see do.

Dealing with problems
Match the problems to the correct solutions.

I can'’t access my accounts. [
You've charged me twice for my ticket. []

The meeting room’s been double-booked. []
The delivery hasn't arrived yet. [ ]
The service in this restaurant is terrible. [ ]

1
2
3
4
5
6
7
8

We’ll credit your account.
We'll send somebody to fix it immediately.

Just ignore the second bill.

& 2ogE

Please have a dessert on the house.

'l call the driver and ask him where he is.

g) Tll check and see if another room is available.
h) We'll send 100 more to you today.

S

You've sent me a bill but I've already paid it. [
The photocopier's broken down again. It was only repaired last weelk. ]

We’ve only been sent 300 parts, we ordered 400. [}

You need to install a new version of the software.

£ 1:28-1:31 Listen to four customers complaining. What is each customer’s problem and

SOITY.
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B Intaractive pronunciation practice on the DVD-ROM 2.4 Speaking

Describing and dealing with problems
Use the pictures to malke mini dialogues with your partner.

Example:

A My son’s toy robot broke as soon as he took it out of the box. He never even played
with it!

B I'm sorry to hear that, sir. We'll send you a new one.

RURES]

o
ACHE
=iy

It is important to show interest and understanding when dealing with customers on the
phone. Look at expressions 1-6 and match them with functions a) to f).

1 OK/ Right / Uh-huh &) You are listening

2 That must have been very difficult for you. b) You understand

3 [I've pgot that. ¢) You are surprised

4 1see, d) You sympathize with the customer
5 Is that acceptable / OK? e) You have the information

6 Really? f) Check that the caller agrees
Roleplay

Work with a partner. Think of a time when you had a serious problem with goods or services
and you wanted to complain to somebody about it. Use the flow chart to have a conversation with
your partner, Prepare the conversation and malke notes of all that you want to complain about
before you begin. Take it in turns to complain and to handle the complaint.
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Lesson 5: DEALING WITH CUSTOMERS
2.5. Writing: Dealing with an email of complaint.
2.6. Case study: The Panorama conference.
Objectives: - This module explores aspects of formal and informal style in different kinds of
business correspondence.

- Students could also be asked to search news or business websites for items about
the misuse or abuse of email, and report back to the class on any interesting stories
they find which illustrate the risks involved.

- This case study examines the problems faced by a contact center - customer
dissatisfaction, staff recruitment and retention, rising costs - and how they might be
tackled.
Level: Intermediate +
Discussion: Remind students to think about grammar, vocabulary, style, opening, closing, etc.
when they are discussing the differences between formal and informal correspondence.
Reading for detail: Students should re-read the emails in exercise 2 more closely to complete
the grid. With lower-level classes, you could do the first email as a whole-class activity. When
the grid has been completed, elicit from students the differences between the two columns, i.e.
in the formal column, the expressions are usually longer and more complex; in the informal
column, they are shorter; unimportant words are omitted; vocabulary is less formal/ more
colloquial, etc.
Skim reading: Get students to read each pair of emails and refer back to the emails in exercise
2 to decide which two writers have changed style and why. Point out that it is usually good
practice to write a first email to someone in a fairly formal style, and then to adjust (or retain)
this style according to the response that you receive.
Presentations: To help students with their presentations, you could give them a list of useful
phrases, e.g.: First of all, I ’d like to ... Let’s look at the problem of... , That’s all I have to say on,
Now let’s move on to ..., That brings me to the end of my presentation. Are there any questions?
The presentation should be fairly short and concise. One student in each group could be
nominated to give the presentation, or each student could present one recommendation.
Finally, using vocabulary from the whole lesson, they will write their own emails. They need to
reply to the formal email from the previous task. If you don’t have time, let them do it at home,
and peer-review during your next class.
Homework: Extension activity: Students rank these factors related to job satisfaction from most
important to least important. They could do this individually first, and then discuss their answers

in small groups.
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Discussion

do you find the most annoying when you are trying to complain?

Read an email from a dissatisfied customer and answer the questions.

1 What is the problem?
2 What action does she want?

Work with a partner. Look at the box. What do you do when these things happen? Which

L Search Malthos

Dear Sir / Madam,

I am writing in connection with a problem | encountered when buying tickets on
your website for the International Car Exhibition.

| tried to buy two tickets via your website the first day they went on sale. | selected
twa €30 tickets and clicked the submit button. Nothing happened so | went back
and tried again. This time | saw a message saying that | had bought two tickets.
When | checked my bank account later €120 had been taken,

1 called your customer helpline and | was put on hold for ten minutes. When |
finally spoke to somebody they told me tickets are non-refundable and that they
couldn’t do anything.

This is unacceptable and | expect an immediate refund on the two extra tickets.
Regards,

Alison Aloisi

Phe Buniness



f:?:"'_‘_f??“ Further interactive writing practice and model business documents on the DVD-ROM 2.5 Writing

Reading and ordering

Read the email that Franz Reynolds wrote in response to Alison’s complaint and put it into

the correct order.

4 Delets  Reply Reply all For

... Search Mallbox ; .

Subiaect: RE Ticket refund (Order 769246 / IT)

franz Reynolds. Customer relations manager.

We are sending you two free tickets for the exhibition and a refund of €120 as an apology.

I am also sorry to hear that you were dissatisfied with our customer helpline. We take all
complaints in this area very seriously and | apologize for the way your enquiry was handled.

We had some problems with the server because of the large number of people who were
buying tickets at the same time. There was a technical problem and we are working to
resolve every case where customers were charged the wrong amount.

Dear Ms Aloisi,

t am writing in relation to the problem that you encountered when buying tickets for the
International Car Exhibition. Please accept our sincere apologies for this problem.

We hope that you enjoy the exhibition.

Best wishes,

" Introducing 2

" Apologizing Explaining: .~ " . " Promising action

. l'am writing in relation'~ - Please accept our sincere  * There was a technical -~ We are sending you two
Ctoan DB apologies for this problem. “problem with... =~~~ free tickets.
Writing

You have received an email about one of the problems below. Write an email in response,

explain the cause of the problem and promise action.

1

2

A customer ordered a computer from your online shop. The delivery arrived on time but some
of the components are missing.

You run a private language school. A yoga group uses one of your rooms every Wednesday
evening. They have received a bill even though they paid tor this month two weels ago.

Your company sells high quality caltes. One of your customers recently ordered a birthday
calce for their 90 year old grandmother. When the cake was delivered it had 19 on it.

A customer tried to take €230 from one of your cash points {ATM) at a motorway service
station. The machine only paid out €50 but €250 was taken from their account.

The Business

27




Discussion
Do you ever stay in hotels? Discuss the questions with a partner.

1 Which are the best and the worst hotels that you have stayed in? Why?
2 Agree on three facilities or services which your ideal hotel could offer to its customers.

Listening for detail

A & 132 Jan Van der Vaart organized this year’s sales conference at the recently restored
Panorama Hotel in Sicily. He is checking in with a number of colleagues. Listen and answer
the questions.

How many premium class rooms did Mr Van der Vaart book?
What dates did he book the rooms for?

Are there any more rooms available?

What solution does the receptionist suggest?

AN~

Discussion
Work with a partner and discuss the questions.

1 What do you think of the solution that was suggested?
2  What other solutions could the receptionist suggest?
3 What do you think Mr Van der Vaart should do?

Reading for detail

Mr Van der Vaart was unhappy with his stay at the Panorama Hotel. Read his letter of
complaint to the manager. What six complaints does he malke?

28
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o Further interactive proklem-solving on the DVD-ROM 2.6 Case study

Discussion

How can the hotel respond to these complaints? Work with a partner. Decide if the
complamts are reasonable.

You are going to read some more information abowut the complaints. Student A turn to
page 117 and Student B turn to page 111. Look at the list of complaints again. Does the new
information affect your decisions in exercise 57

Writing
You are Mr Lando, the manager of the Panorama Hotel. Write a lefter in response to Mr

Van der Vaart’s complaint. Apologize and suggest action for the complaints that you think are
reasonable.

: Mr Vaii tier Vaart

L *'Sales Manager. -
St i e v Electronics RDC
oo Mrlando oLt e Kerkstrdat 26
- Hotel Manager -0 o000 e 0 EindHoven'
PanoramaHotel * . Holland -
. Via Umberto. ' O S E RPN R :
'."Sicily

February 10“‘ 2008

Dear Mr Lando, .

. Tam wutmg n reiat:on to the marketmg conference that my
- company held at your hotel from G to 8“‘ of February th1s year.

" When we arrived at the hotel the recept:omst told’ us there
Sl were only eight rooms avatlable. There were nine people from
. _Electromcs RDC attendmg the conference and so two of my

S col]eagues had to share one TOOm. Th]s was very 1nconven1er1t

y Also, some of my colIeagues complamed that the hotei was too
fioisy for them at night, There was a lot of noise and this stopped
them from sleepmg.-At‘ the conference they felt tired and sleepy.

" Other colleagues said there was a strong smell of smoke in their -

: 'rooms which was riot very nice. Some of the rooms were too cold

“and my colieagues were not able to turn the heatmg up They had

to ask for extra b]ankctq to keep warm,

'I'he conference centre was aiso too. far away from the hotel In
 the other Panorama hoteis we have used, the conference facilities
5 were in tlie hotel. If yours we had to get'a bus down the coast to
' the conference centre and thls wasted alot of t1me. :

> When we checked out of the hotel we notlcect that the pnce on
' display for the premium class rooms was cheaper than the price
- 'we paid when we booked online; This i$ unacceptable. Electronics
' RDC use Panorama hotels regularly We are Gold Class rnembers
. and expect better semce than thls. -

- . I expect a reply from you Wlthm ten days. :

Yours smcerely,

.3' an \)'Ma dar \)rmr‘f' i

The Business
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Make expressions about working in a foreign country

bymatching gach verb to a phrase a)-f) below.

d)
€)

)

spend ... ]
climb ... O]
draw ... 1
respect ... O
withdraw ... T ]
wirl ...

... the career ladder

... the culture of the country you wish to work in

... an application for a job if you think the company
isi't serious

... time abroad

... trust by adapting to the local culture

... attention to relevant sections on your CV

Fill in the missing letters in these paragraphs about

everyday problems when living abroad,

1

Your em___yer might help you to find an apartment,
or you can use the Internet to find places tor__t. View
the apartment first before you s__n a contract and give
a dep__it to the land___d. Check whether the bi__s
are included in the rent, and also how much n__ice you
need to give when you wanttom___ o__
To open a bank ace___t, you will need to show proof
of ear___gs, and that this salary will be paid into this
account. If you spend move than you earn, vou may
have to pay for the over____ft on your account. You will
get a credit card from your bank, but check the rules
carefully before yous___ u_.
If you need medical tr___ment you will be treated by
the national h___th service of the country where you
live, Your employer might give you the chance to join
_____ ce scheme that helps to pay for private
treatment.
When buying a mobile phone, you choose the pro__der
and then pay for a monthly contract. Aiternatively, you
can have a prepaid pa__age that allows you to make
regular t_p-u_s. These days, many providers also offer
wireless internet access, so you won't needal __linein

your apartment.

Fill in each gap with one of these prepositions: about,

by, for, from, into, off, on, out, with. A preposition may be
used more than once.

LT I S

O Wo -~y W

to be an assignment in a foreign couniry

your apartment might be provided you

use the Internet to look places to rent

you can live a tocal family to learn the
culture

to pay your monthly salary an account

to deduct payments an account

to pay private medical treatment

to be treated the national health service

you can take an insurance policy

with a prepaid pacliage you can cut the service
whenever you want

# Complete the dialogue with present simple forms
(positive/negative/guestion) of the main verbs in the box,
Use contractions (ke is & he’s) where possible.

A: So,you'!

a Human Resource Manager. How
interesting! What exactly 2 you in your
job?

B: Well, I# a lot of meetings related to company
policy development, and of course I 4 candidates
for jobs.

A: And how big is the HR department in your company?

B: Well, we 3 many people in the HR section

- only me and two others. So you can’t really call ita
department!

A: And your husband -~ what ¢ he_ 7

B: He’ a computer programmer. But, I have to say,
he ® really his job very much. In fact he
E to change jobs.

Al sure he'll find a new job very easily, there are

always jobs in the IT sector.

Fill in each gap with in, o or at.

1 Monday 7 August 241
2 the evening 8 summer

3 the end of the week Ej 11 0’clock
4 the weekend {(UK) 10 January

5 the weekend (US) 11 lunchiime
6 _.__ Christmas 12 the 1990s

The phrases below are used for small tall, but the

words in bold are all in the wrong sentences. Put them
back into the correct sentence.

1
2
3
4
5
6
7
8

Enjoy was your weekend?

I can’t believe how go it is.

Did you have a good talking here?
It’s busy weather today.

Sorry but T have to lovely now.

It's been nice to journey you.

Nice meet to you.

How the rest of the conference.

Match each word or phrase on the left with one on the
right with a similar meaning.

1 Thank you for a) Can you

2 With regard to b) See you

3 l'would be grateful if you could ¢) more

4  Please accept my apologies d) Re

5 Ilook forward to meeting you e) All the best
6 With best regards fy Thanks for
7 further g) need

8 require h} I'm sorry

Are the phrases on the right more formal or more informal?
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Fill in the missing letters in these services and benefits
that shops can offer their customers:

Facilities: cu

er parking / ch___care / private {___ing 5
rooms / beau__ sal__ / haird

ers/

cosmetic wor___ops / café oneach {___r/liveenter____
ment
Services: alier____n services / made-to-mea__re services /
gift wr___ing / home del__ery 1
Financial services and benefits: money-off v__cher / sto__
card / special o__ers / refu__s )
Match each item in the box to its definition below.
Then translate the words into your own language. z
;
6
7
1 used in homes, or relating to homes g

2 money that you get back if you return goods that you

do not like
3 moving stairs that take people from one level of a
building to the next
the way that someone lives, including their work, their
activities and what they own
5 the paper or plastic that covers something that you buy

1

& something that helps you to avoid wasting time and 2
effort

7 used in the phrase ' roont’ to mean a room in a 3
shop where you can put on clothes before buying them 4

8 made to a particular size (= tailor-made)

a piece of paper that you buy something with (instead
of using money)
the biggest, most important, or best thing in a group
{an idea that comes from the navy)

1
=8 Make phrases used in customer care by matching a 2
verb from the left to the words on the right. 3
1 pgreet a} with the problem, if you can ;1
2 findout b) notto interrupt
3 let ¢) why the customer is calling 6
4 deal d) the customer in a warm manner
5 try g) the customer explain the problem
6 stay f) by thanking the customer for calling 1
7 take g) the solution after you have both agreed 5
8 suggest h} notes so you are clear about the details 5
9 confirm i) calm and don’t lose your temper
10 end i) asolution, without blaming anyone 4
Complete the sentences from advertisements for 3
customer service jobs using these words: existing, iandle,
interpersonal, manner, outgoing, personality, potential, 6
reassuring, skills, telephone. ;
1 You'll receive a lot of calls, so you'll need a friendly,
polite _____
2 Customers may be worried or angry, so you'll need the
ability to be

3

You will be naturally sympathetic, and beableto ___
sensitive conversations.

You will come into contact with a variety of different
people so you will need an and good

You need the confidence to speak to and
customers about our services, and the ability to
persuade.

£ Underline the correct word in each pair in ffalics.

How much/many money/monies did we make last
month?

How much/many employee/employees worlk in their
company?

We didn't get much/many order/orders at the trade fair,
I didn't get much/many help/helps from him,

She gave me a lot/a lot of useful advice/advices.

Do you have some/any information/informations
about this project?

We have some/any equipment that is/are very out-of-
date.

They didn't do some/any research/researches before
faunching the product.

Malce requests and offers using the words below. You

may have to add waords, or change the form (e.g. change to
-ing form).

Could / open the door / for me?
Could vou open the door far me?
Would / mind / open the door / for me?

Do / want / to open the door / for you?

Would you / me / open the door / for you?

Complete the phrases used when dealing with

problems on the phone. Choose the best endings.

We'll credit

We'll send somebody
Just ignore

F'll call the driver

I'll check and see if
We'll send 100

... the second bill.

.. your account.

... to repair it immediately.

.. more to you today.

.. and ask him where he is.
.. another room is available.

¢ Put the words into the correct order to make phrases
used when dealing with problems by email.

I am writing to your recent problem in relation

Please sincere apologies our accept

We apologize that this has caused for any
inconvenience

We have some technical problems been experiencing
We are working these problems to resolve as possible as
s00n

We will be exchange to happy the items

We can you offer a 10% discount your next on order
We will into this problem look immediately

Fhe Business
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Lesson 6: OPERATIONS.
3.1. About business: Learn manufacturing.
3.2. Vocabulary: Trends and planning.
3.3. Grammar: Present continuous, adverbs, present simple, passive.
Objectives: - to give controlled practice in talking about examines the packaging of products
from the point of view of manufacturer and consumer.
- to practices describing products and outlining their main features in a product
presentation.
- to practice, students could work with a partner to produce similar short conversations
using more of the collocations in exercise 4 and/or the additional ones listed above
- to practices present continuous, adverbs, present simple, passive combinations in the
context of expanding notes and defining words.
Level: Intermediate +
Lesson overview: This flipped lesson plans is perfect for Past Simple revision. Students practise
using Past Simple by doing a few grammar and speaking exercises as well as learn verbs and
phrases related to setting up and running a business. Moreover, they will do a jigsaw tasks and
discover the stories of some famous entrepreneurs.
Discussion: Bring in examples of pre-packaged goods, e.g. items of food and drink, stationery,
batteries, a bottle, a carton, etc. Teach any new vocabulary, e.g. cellophane, blister pack, child-
proof top, cardboard, container, etc. Students can also look at photographs and identify the types
of packaging they see in them. Hold the items up so that everyone can see them or pass them
around so that students can handle them. Discuss the topics listed in the Student’s Book and
make a list on the board of the points made.
Describing products: Students could put a range of items from their pockets and bags on the
desk in front of them to do this activity. Without naming it or pointing to it, each student in turn
describes an object while the other students guess which one it is. Circulate and check that
students are using the target language correctly.
Presentation: Give students a few minutes to choose an electronic product that they want to
present. They can use the products in the photos or their own ideas. Remind them of the work
they have done on product specifications and features, the nouns and compound adjectives they
have practised, and the structure of the presentation they listened to. Students could make some
notes about their product and the points they want to make so that the structure is clear. Each
student in the group could then be asked to prepare one or more parts of the presentation,
depending on the size of the group. Circulate and assist where necessary.

Homework: to learn vocabulary, do exercises and scan the text.



Listening for detail

the notes below.
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} Now read the text about a system of work organization used in Japan, and write the

Reading for detail

1
2
3
4
5
6
7
8

: Read the text again and marl the sentences T (true) or F (false).

The Toyota Production System started 100 years ago in Japan, []

Toyota’s machines are multi-purpose. They are able to produce more than one part. [ ]
Lean manufacturing is another name for the TPS. []

Toyota’s employees are involved in the production process. [ ]

Just-in-time means that parts are ordered once a month. [ ]

The company is important to Japanese employees. [ ]

The TPS means that the environment the employees work in is less dangerous. [ ]

The TPS is successful all over the world. [_]

{1 Match the terms relating to TPS on the left with the definitions on the right.

1 Kaizen a) in this process stock is only ardered when it is needed - not before.
2 Just-in-time b) a system that aims to produce more, using less. The removal
3 Lean of waste (waste = anything that does not add to the final product).
Search far the keywords . manufacturing ¢) continually making small improvements which lead to greater
© lean manufacturing, . - effectiveness and higher quality.
: kadvantages or Iean :
: 'manufactunng, e .

- "drsadvantages to find® L|Sten‘ng for gist

‘out more about. the prus. >
“and consof. this syster. -
CTell'a partner what yuu :

f_read

his company.

1 What went wrong?
2 Why didn't it work?

| & 1:3a Listen to Eric Novak, a manager, talking about when he tried to introduce TPS in
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: By ‘the 19705, car productmn in Europe and Amerlca was huge.

o

o waitmg to be bought In }apan however thmgs were dszerent

3.1 About business

a5

. When 1mpiemented successfully, ﬂ1e 'H’S is'a qutemahc way to :
"satisfy customer needs and create meanmgful work for every-

member of an orgamzahon. : :

The results of TPS are superior products and service quallry, short

x lead times, low costs and a safe (physically, professwnaily and :
emotwnally) workmg enwmnment for the employees. o

Alth'ough lean’ ma;iuf_éichu'ing is s'preading frc_')m' the' car 'factory: o
to other industries, manufacturers around the world who try to°/
s implement the TPS arenotalways successful, One of the reasons for
this is that companies which have been running mass productmn .
systems sometimes find it difficult to adjust. Addmonaily, in the:
West, where employees think of themselvés before the Comp ; ny," .
Demand was high and cars were mass-praduced on an enormous - it is more difficult for Employees to adapt tothe TPS.
scale. But when démand ‘changed, and mass production methods
didn’t, thousands of unsold: vehicles sat outside the factories::

" made Toyota more ﬂeubie and abIe to réact qmckly to customers &

3 .
=

T

R

' The Toyota Productlon System (TPS) was deve]oped in the mlddle

w on produc:mg faulty or 1ncorrect par%s.

of the last century by a Toyota manager named Taiichi Ohng. It
created the most efficient car production system in the world.
Instead of using machines that built only one specific part, Toyota
designed machines’ that could produce many different parts, This

changmg needs. e

By the 19905, the: term Lean Manufacturmg was bemg used 6
describe TPS. Lean manufacturing combines the best elements of -
craftwork and mass production. It uses less labour, less machinery;
less space and less time. The aim of lean’ manufacturing is to
eliminate all defects, If Something goes wrong & worker canl stop
the whole production line and deal with the problem immediately.
If the worker didn’t miake this decision, production’ could carry

At Toyota “the ]ust -in-timme system makes stores or W"irehour.a :
unnecessary because parts-are only produced or ordered ‘when
they are needed. This means that costs are cut, and mrnovt.r
is mcreased

Toyota has more success w1th lean manufacturmg than other
companies because all their employees have a clear understanding:
of the objective and are totally committed to krizen, the Japanese
term for continuous improvement. Importantly, Toyota emp!oyees :
1c§enhfy strnng[y thh theu' company :

Listening for detail
Listen to the manager again and fill in the flow chart.

Employees felf
uncomfortable

Discussion

In small groups discuss the questions about lean manufacturing.

What are the advantages and disadvantages of lean manufacturing?

Can you think of any companies that lean manufacturing would work very well/badly for?
3 What etfects would lean manufacturing have on a company? Think about emplayees,
customers, equipment, premises.

1
2
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Discussion

iez: Work with a partner. What do you know about changes in the aviation industry? Are
things improving for a) small airlines, b) large airlines, ¢) passengers, d) the environment and
e} airline staff?

Reading for detail

4 Read a report about the recent performance of ScotAir, a large passenger airline. The
words in bold describe different parts of the graph. Write the numbers in the correct place on
the graph.

ScotAir’s recent performance

and trends in the passenger air travel industry =~

NEW LOST-COST SUBSIDIARY _
Last year was a good year for the passenger aviation industry; the
overall number of passengers (1) went up, and the trend continued into
this year. We expect passenger numbars to continue ta {2) increase
for some time. However, our profits began to {3) fall at the beginning
of the year. The reason far this was the arrival of twe new low-cost
competitors, The last few manths have nat been sasy, but we hape
that this difficult phase is now coming to an and. As soon as we gef
the green light, we plan to buy three more planes to add tu our flest,
With these planes and the resources already availabte ta us - crew, our
existing planes, airport siofs, ete. - we intend to sef up a new low-cost
TS : i . subsidiary. This will be a milestone in our company's histary. For many
ASTYEAR. - - THISYEAR ...~ & Years,our percentage of the market (4) remained steady, but it
ST bevprsrermemmrrre (9) WEAL down for the first time ever at the beginning of the year.
However, with our new subsidiary we expect it to (6) grow again. We've
set ourselves a deadline: to become the market lgader once again by
the end of next year. e

it "
R T s
e B R o

L priits

- tolal at
Cl atling e
i, passengers

- peri:amage'_
1 ol thg market -

e forimg s g, e xS e T .
B R T e R B s S R ST,

Describing trends

Find four pairs of opposites in the box below. Then write them in the table in the correct
column.

Z7 What are the past simple forms of the verbs in 37

Project planning terms
EZ2 Match a word on the left with the correct definition on the right.

1 resources a) a particular period of time during the development of something

2 milestone b} a specific time or date by which you have to do something

3 green light ¢} something such as money, workers, or equipment that can be used
4 deadline to help an institution or business

53 phase d) the official approval to go ahead with something

e) an event or achievement that marks an important stage in a project

Listening for gist

i & +.35 Listen to Ms Bloom, a research scientist, in a meeting with an airline company.
What is the problem they discuss, and what is Ms Bloom’s soiution?
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Further interactive vocabulary practice on the DVD-ROM

A
I

Yocabuiary

[l

Listening for detail - trends

Listen to the meeting again and fill in the missing verbs to complete these descriptions of trends.

The number of international airports is

The number of people who are subjected to aircraft noise is

As the cost of airfares , the demand for flights .

We are aimingto ____ noise levels by 99%.

While costs are , unfortunately our level of funding is )

This would the utilization of the aircraft and at the same time your overall costs.
That means that the local economy would

1
2
3
4
5
6
7

Reformulation
In your own words, explain the benefits of the silent plane to your pariner.

Listening for detail _
@ 36 The month is November You are the count.ll:ot a

all 1sland that has recentiy been

10000 . : sy e e .TUUD
9000 ~ - - : 930 ~i-
BOOD — : 800 -
7000 — : ‘ [PPSR . . 700 i
6000 R : R — 500 ]
FoT0 0o T P : : 500 - :
ADQD o s e e S Ty [ JE SR —
3000 - BON e
Pl 0] u]o R S 200 -~
1000 [T ¢ R PP
T H 1 . i t b . £
January April July Qetoher January Junuary Apsil July Qclaber January

100 —
P ‘

T O FEUS ST
70 -]
60 —
50 —
40 |
an - -
20 i -
10—

100

H H i 1 H i E L
January Aprit Juky Oclober January January Aprli July Oelober January

Describing trends

Work in groups of three. Student A look at page 112. Student B look at page 110. Student C
look at page 115. Describe your graph to your group. Listen and fill in the trends on the graph.

Discussion

You have $2.5 million to spend on improving the island. Work in groups of three. Student A
look at page 112. Student B look at page 110. Student C look at page 115, Use the information
and the graphs to make a project plan timeline. Set priorities, label the ditferent phases, set
yourselves deadlines and write a plan of action.
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. ‘Present contintious . -
Sa.'es frgure are gomg .
Cupstt i
. 'fslare +verb't Ing
an actlun in: progress

p- Grammar réferénce pééé'122 i

- Adverhs of manner. - :
- Shares in the company i

B> Grammar reference page 123

P:iegent""sim'b'lé 'p'as’si\.'ref

P Gl_'a.rni'_nn"l“ ::gfer'ch'eipuégé 123 e

Test yourself: Present continuous

Complete the text about the wine industry in California using the present continuous
form of the verbs in brackets.

The sunny west coast state of California currently produces more than 90% of all US
wine. In the past very little of this was organic, but the US wine industry
{1 {(go) through a large and important change.

The popuiation of California (2) (grow) by half a million every year, and more
people live next to farms and vineyards than ever before. Because wine growers
traditionally use a lot of pesticides, people are concerned about their healith, Now
many wine growers want to be good neighbours and (3) {change) over to
organic methods.

By moving away from canventional methods, growers (4) {reduce) the amount
of pesticides they use. Instead of pesticides, some of them use bats and owls to keep
bugs under control,

Many wine producers (5) also (realise) that sustainable, chemical-free
farming makes good economic sense, in addition to being heaithier. At first the change
to an organic system increases costs by 10 to 15%. But the demand for organic wines
(&) (grow) every year and sales (7) {go up}, 50 the initial cost is justified.
With this changing trend in production, the guality of organic wines (8)
(improve) all the time. This is very good news for consumers, Organic wines taste better
than ever before and prices (9) {fall).

And sales of organic wine (10) {increase) not only in the USA, but also in

such far-flung countries as Japan, France and Argentina. The future looks very bright
(green!) for organic wines.

Test yourself: Adverbs

Complete the sentences using adverbs of manner.

1 There is a slow decrease in sales of tobacco at the moment.
Tobacco sales are decreasing
2 There was a guick growth in the organic foods market last month.
The organic foods market grew tast month.
3 1think there will be & sharp rise in the share price of Hussein Solar Power Plc very
saon.
| think the price of shares in Hussein Solar Power Plc will rise
4 Every day there is a slight improvement in our production process.
Our production process is improving every day.
5 Oursales in Japan are very good at the moment.
Our products are selling very in Japan at the moment.
6 There is a steady fall at the moment in the amount of waste produced by our
factory.
The amount of waste we produce is falling

very soon.
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Underline two present simple passive forms in the sentences below about Dr Hauschka
skincare products.

Dr Hauschka skincare products are manufactured by Wala, a world leader in the
production of natural medicines and related products. Wala are very careful to make sure
that only organic, natural ingredients are used in the process,

Complete the description below of the process for manufacturing Dr Hauschka's Rose
Cream. Use the present simple passive form of the verbs in the box.

seil  store

involve

distribute

make

grow

send

5 The rose cream

Around 150 people —_in the production of Br Hauschka’s Rose Cream.

2 Theplants ____ under strict organic conditions in the company’s own pesticide-free
garden, .

3 They _____ for a year under special conditions before they ___ t0 the laboratory.

4  All Dr Hauschka products — by hand, not by machines.
all over the world and

in over 40 countries.

Describing a trend

2 on page 34,

deay B years
from now

510

Share price

T T
Z days ago  yesterday todey  tomorrow

Time in minutes

Sales / Year {thousands}

Worlc with a partner. Describe the trend shown in each diagram below. Look back at exercise

Last year

How

3 yaars
ago

2 years Last
ago year

Describing a process

Waork with a partner. Use the present simple passive to describe the process shown in the

pictures below. Take it in turns to describe each step. Use the verbs in the box.
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Lesson 7: OPERATIONS.
3.4. Speaking: Presentations — signposts and stepping stones.
3.5. Writing: Instructions and procedures for an exebition stand.
3.6. Case study: ScotAir.
Objectives: - focuses on to prctise how to organize and deliver an effective product presentation.
- to provide freer practice on the topic of the unit
- to practise critical thinking giving arguments about the value of things and giving
reasons to support the arguments
- to raise awareness of the contribution of different jobs to society
Level: Intermediate +
Discussion: When you start up a business the following are all important. With a partner put
them in order ftom the most to the least important: financial business background luck ambition
a good marketing strategy good contacts original ideas hard work & dedication.
Skim reading: Get students to read each pair of emails and refer back to the emails in exercise
2 to decide which two writers have changed style and why. Point out that it is usually good
practice to write a first email to someone in a fairly formal style, and then to adjust (or retain)
this style according to the response that you receive.
Reading for detail: Ask students to read the statements silently. Then read the email aloud. Get
students to raise their hands when they hear the answer to the statements. Tell them that they will
need to look at the email and the pie charts to find the answers.
Extension activity: Students rank these factors related to job satisfaction from most important to
least important. They could do this individually first, and then discuss their answers in small
groups. * good interpersonal relationships with colleagues, ¢ job security, * promotion prospects,
* interesting, challenging work, ¢ a good salary and bonuses, * independence / autonomy to act, *
good communications and information flow within the organization ¢ opportunities for personal
growth and development, « a good manager * benefits package (healthcare, gym membership,
etc.), * company pension scheme
Solving problems: Read through the instructions and the agenda with the whole class. As a
reminder, you could get students to list the problems experienced at the Kirkcaldy contact center.
Students then use this list to prepare their presentations. Then in groups, students should
brainstorm solutions and make recommendations.
Homework: Presentations: To help students with their presentations, you could give them a list
of useful phrases, e.g.: First of all, I ’d like to ..., Let’s look at the problem of..., That’s all [ have
to say on ..., Now let’s move on to ..., That brings me to the end of my presentation., Are there

any questions?



- Search for'the keywords: :
" bad presentations to . °
oot ottode
 when:you aré giving a -

presentation

Discussion

51 Work with a partner and discuss the questions about presentations.

1 Why do people give presentations?
2 Have you ever given a presentation?
3 When you give a presentation what are the most important things to remember?

Signposting language

Put the words in the ilustration below in the correct order to malke some useful
presentation language.

Listening
| & 1:37 Now listen and check your answers to 2.

Listening for detail

& 138 Listen to a short presentation given by Sonia Padron Perez frem DMC Woaod.
Answer the questions below.

I What is Sonia’s job?
When was the biggest fall in sales figures?

2
3  Why did the sales increase in September?
4  What is the name of the new maodel that Sonia introduces?

Listen to the presentation again. Match the phrases 1-6 to a)-f}.

1 F'dlike to start hy a) we'll look at how this has affected our share prices.

2 First of all b) our share prices: the next slide shows us ..,

3 After that ¢} giving you a short overview of today’s presentation,

4 Moving on to d} showing you how we aim to reach this target.

5 Let’sgoback and look at ) we’re going to look at the sales figures for the last two years.
6 T'd like to finish by f) the first slide again.

I'd / to / start /
like / by

“on/Moving

o fto




Interactive pronunciation practice on the DVD-ROM

3.4 speaking

Giving a presentation

prepare a short presentation,

Wivie Produ.d'lon " Ca1 Forn-a

- C,un’nml'l)) produces meore *Hr\an
He US :
D e oy a small Paracn%aj& s crﬁaﬁnc
e This s c.hanjmﬁ / ew trend.

- Srogniz wivics s more e.»cge.ns.ve. 7 F.rn'.cr, Eér .b.D.H’._le’
s 'Fc\'ilmj as Sales Werease e
. Sales of arﬁm;.: Wine nErensing b/v 107 a 7car N
. He.nl%h & wiealth: are mﬂucnr_mﬂ sales

. Good news, e future locks green:

Worlc in smali groups.

Worlk in small groups. Use the phrases from 5 and
the information on the presentation note cards below to

90'7 'F thc. Wllﬂ& I

s A 2
.

I
i

Sales Jrrem::ls Fcr maﬁxrql
c,o5me,+ac.5 " Europe, g

.SblcPS S

A7 :nt h:ﬂ'ql :.::Srv\e“f'u& sales

NGJ’LI.Y’C\' i ‘,mc,hc. sales
fast vate

The saies ﬁurcs are daul—;lmg
BaHe_.r dlS‘*‘flbUhcﬂ Fa™

igher customer demand -
Nafural Mjrcdue,nf's / ctt_mh* / fewer slein Prab!nms
Premitin '::mﬂds like Aveda and Dr Hauschieq are.
ba:.cmm_g Vcr)f Papular

Seld i P‘narch,ne.sj supc,rmnrl-e.f's and hcal%ln ‘Facd

" Eurape. are mc.requj qf o

ever )f 2-3 Iye,.:\rs

anling., Sqle.s ereasin

The marleet share: s ia\jlm:sf b C.erman/v cmd Aus’rr-q / :

You worl in the marketing department for the companies

that make one of the products above. You are going
to give a presentation to a number of people who are
interested in investing in your products.

Prepare a three-minute presentation to give to the rest

your class. Use the note cards from 6 and the phrases
from 5 to help you.

Your class will decide which company they want to
invest in,

look fLet’S /

_back / and /-
go_/ at

-Numlpe.r c‘F ‘nl'e,mthnql a:rporJrS man-,asm

: _Pnss;;njer num!:vars / wvoise / palluhcn mc,re,nsfng

Aiving to! decvedse naise by S57. x
Engines. i ab::\fa ‘Hna w-m_gs 7 nolsdwull ja -""l';’} 'v:ié{" dcwn .
Single: wing: /- mare. 'Fue,l-cﬂ:.meﬁ' P
Zould ‘F}J af mjad‘ Va mr_ransa H«\e. qmaun?’ cnc ‘Frjbd's ]
. aacb\ 24 et F:‘,ﬁod :
Expe,nsw'a / veed fundin

F!ano sfnould be i 7'”3 b}/ 1010

you /coming/
for / Thank

.":I:ke / fmls_h /
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Discussion

Work with a partner. Read the text below and answer the guestions.

1 Would you like to go to this exhibition? Why? Why not?
2  Why do you think companies attend exhibitions and conventions like this?

e

'_ THE INTERNATIONAL Conﬁﬁ eh w1th comic book professmnals,

-~ Conventiol, is an annual comic * - film previews, the chance to talk to

" book exhibition, It is a fabulous ' . representatives of comic book and
**four-day event (Thirsday to . - ' video game compariies. In addition -

- Sunday) held during the summer to this there are evening events
“:in Seattle, at the Seattle Convention: -~ such as awards ceremonies and .

~ Center, Originally it showcased . fantastic costume contests.
" -comic books but the exhibition has * - Like most exhibitions and " -
L expa nded over the years and it - conventions, the International - .-

- now mcludes atmmarb workshops Comic Convention features a -

P T "w’*‘"""‘“‘*"ﬁ», e :
T -”"““’GA—-&AM&W L —— e, e T gt e

Describing a stand

below.

B N A

40

large amnunt of ﬂoor space for
exhibitors. These include media -
companies as well as comic- -
book dealers and collectors, The
convention is one of the largest -

of its kind in the United States.:
When it started in 1972 there were
only-115 attendecs, In 2007 more:
than 115,000 people visited the -
convention —and it is still growing, -

A et T e,

T e :

Look at the illustration of the exhibition stand and fill in the labels using the information
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II’IVD-!_lzﬁl_'“ Further interactive writing practice and model business documents on the DVD-RGM 3.5 Writing

Discussion

You work for Coded Comics, a company that makes comics for children who are younger
than 10. You received this email from your boss about the International Comic Convention. With
a partner discuss the questions that Mr Gomez asks in the email.

Search Mailliox

%ubjaect: Our company's stand at the International Comic Convention
To: Marketing Department

It's time to start thinking about our stand at the International Comic Convention in

Seattle in September. As this is the first time our company will be represented at this

convention I'd like you to think about the following points:

s How big should the stand be?

Where is the best place to put the stand?

What kind of image do we want to put across?

What should we display, and how should we display it?

What kind of freebies should

we provide?

* How are we going to make
sure we look different to the
other stands?

LOADG
By

v
2
3
2
£

SEAlRG
AEEA

GINTRAL
CATERIG

Please make notes and bring
them to the meeting on
Thursday afternoon.

Luis Gomez
Head of Sales

SEATI
ARZA

Sequencing and imperatives

| Read the instructions for planning a stand at a convention. Use the words in the box to fill in
the spaces.

There are many things to think about when planning your stand at a convention or trade fair,
Here are some ideas to get you started.

e 1 , decide on the budget for the stand.

s 2 , choose the size and the location of the stand.

* 3 , design the stand (shelving scheme, display area).

e 4 you book stand space with the exhibition organizers,

s 5) to think about your colour scheme, graphic panels, and audic-visual
equipment.

* f) __, organize the logistics of the delivery (stand, publicity, products).

e 7 , set up the stand.

Speaking

t=i In pairs, decide how you want your stand for the exhibition to look. Use the advice in exercise
4 to give you some ideas.

Writing

5 You are the head of the Marketing Department at Coded Comics. Write an emaii to your
marketing team about your stand requirements for the International Comic Convention
exhibition. You need to tell your team about the exhibition, include information about what the
team need to do, and in which order they should do it. Don't forget to include approximate figures
and sizes. Remember that this is the first time you have had a stand at the exhibition so your
instructions need to be very clear.
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The @hamgmg
| mg@ @ﬁ @H’ ﬁemwé

: When Pan Am began the ﬁrst passenger service
. across the Atlantic from New York to France in
1939, a one-way ticket cost $375. That's about
- $4,000 in today’s money. These days a ticket on
the same route can cost you as little as $250.
" In the past, if you wanted to fly commercially
you had to book a seat on traditional, or national,
- airlines such as British Airways, Lufthansa or Air
France. There were strict rules and the airlines
‘were often accused of ‘price-fixing'.
- In the 1950s only the rich could afford the £70 retuln tare from -
' Engiand to Nice. It doesn’t sound much, but that’s equivalent {o
about £1,500 today. Now this has all changed. Today, easy]et w111 ﬂy
you to Nice for less than £15 each way. '
- New budget airlines are appearing all the time, and most natlonal
B alrlmes now have their own budget subsidiary. Fares are cheap, food
" ‘and drinks are not included, there is no seat allocation and the planes
- are often second-hand. However, it seems that most passengers will
put up with a bit of discomfort in order to fly cheaply, But what
about the effects budget airlines have on their employees and the
environment?

g,

Discussion
How important are these things for you when you fly?

Rate the following as: A (very important), B {importani) or C (not important).

free in-flight food [0 wide seats ] seat allocation |
free headphones [ seatback TV (] friendly cabin crew  []
carbon footprini of flight []  fast check-in [0 free in-flight drinks [
a lot of legroom [ free newspapers or magazines [ ] a clean and tidy plane []

Compare your answers with a partner.

Reading for gist

Read the article about changes in passenger air travel over the last 70 years. What two
trends does the article deseribe?
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123 Further interactive problem-solving on the DVD-ROM

3.8 Case study

SUse'an onlm' carbo
i _calcu[ator to find ou
- what your carbon
i footprmt was
5 Iast flight:

‘Example; that a return
Slight from Stuttgart
Germany to London
i Heathrow wifl use-

0.1 tonnes of CO per

Listening and note-taking
<5 1:39-1:44 Listen and complete the notes on what these people say about the budget airline
EvanAir.

judith
Has worlked at Evanair for (1)

EvanAir don't provide tea, cotfee or water
Has to pay (2) for her uniform

Robin
Worked at EvanAir for three months.

Spent (3) hours flying per day and three hours
travelling to work. Often started work at (4)

Michael

EvanAir has revolutionized air travel. In the past only
(5) people could fly, now everybody can afford it.

Anna
EvanAir are uncomfortable but also (6) . Flying is
quicker than train or car.

Morten
Difficuli for the crew to leave and find new jobs. Doesn't
use budget airlines because safety and (7) are more
important.

MORTEN; CONCERNED:GITIZEN, NORWA

Ruth

Britain’s C0, emissions are increasing.
Shori-haul flights are the worst hecause most fuel is used
for (8) __ and landing.

Discussion

Wark in two groups. You are the managing directors at ScotAir, a traditional airline with a
long history. ScotAir is in trouble. 1t {s losing a lot of passengers to its low cost competitors. Share
prices are falling and the stockholders are demanding that something be done, quicldy!

Group A
You think ScotAir needs to start a new budget subsidiary. Think of reasons why a budget

subsidiary would be a good idea, consider the staff, passengers, the environment. Prepare to
present your ideas to the rest of the class.

Group B

You don't think ScotAir needs to start a new budget subsidiary. Thinl of reasons why a budget
subsidiary would be a bad idea, consider the staff, passengers, the environment. Prepare to present
your ideas to the rest of the class.

TheRusineys
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Lesson 8: SUCCESS STORIES.

4.1. About business: Business leaders and success stories.
4.2. Vocabulary: Describing yourself and being successful.

Lesson overview: This Business English worksheet for B1 students gives them opportunity to
speak about different businesses and challenges they might face as well as analyze case studies
of companies experiencing some problems.
Objectives: - focuses on to prctise how to organize and deliver an effective product presentation.

- to provide freer practice on the topic of the unit

- to practise critical thinking giving arguments about the value of things and giving

reasons to support the arguments

- to raise awareness of the contribution of different jobs to society
Level: Intermediate +
Discussion: with a partner, look back at the article and your answers to 5 and answer the
questions' 1 Which of Estee's secrets of success do you consider to be the most important?
2 Which of these secrets are still good business practice today?
3 Do you think there is still a market for new cosmetics companies? In which way would they
need to be different?
Read the text about how to be a successful business owner. Fill in the spaces using the correct
word from the table above.
Discussion: work with a partner. Discuss the questions below
1 Which of the seven habits do you think is the most important for a successful business?
2 Think of two more habits of successful business owners.
2 What sort of worker / student are you? 4 How would your colleagues describe you?
Describing products: Students could put a range of items from their pockets and bags on the
desk in front of them to do this activity. Without naming it or pointing to it, each student in turn
describes an object while the other students guess which one it is. Circulate and check that
students are using the target language correctly.
Collocations: Read through the words in the box and the compound adjectives with the class.
Draw students’ attention to the meanings of some of the adjectives, e.g. eye-catching and
attention-grabbing have similar meanings; waterproof (does not let water through) is different
from water-resistant (offers only some protection from water damage).
For further practice, students could work with a partner to produce similar short conversations
using more of the collocations in exercise 4 and/or the additional ones listed above.

Homework: to learn vocabulary, do exercises and scan the text.



Discussion

When you start up a business the following are all important. With a partner put them in
order from the maost to the least important.

Listening and note-taking
& 145 Listentoa podcast about the cosmetics producer, Estée Lauder and fill in the profile.

Listening for detail
¥EF Listen again and mark the sentences T (true) or F (false). If they are false, correct them.

Estée was born Josephine Esther Mentzer. []

Estée’s parents were Bulgarian immigrants, [

The first Estée Lauder counter was opened at Saks' on Fifth Avenue in 1938, []
The company started to sell beauty products for men in the 1960s.[ ]

The Estée Lauder Company consists of many well-known names. []

The company went public at the end of the twentieth century. {]

[oa IR S R AR I

Vocabulary

The following words are all used in the article about Estée Lauder. Match a word on the left
to the correct definition on the right.

1 tospill a) beautiful and well-designed
2 fragrance b) a nice smell
3 to demand ¢) changing a person's appearance so that they look better
4  stylish d) to accidentally pour a liquid out of its container
5 makeover e) to say that you want something very strongly
6 to pioneer f) better than everything else of its kind
7 sample g) completely new and different
8 technique h) a method of doing something
9 revolutionary iy asmall amount of a product given to people for free
10 unsurpassed j) tobe one of the first people to do something
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4.1 About business

Reading for detail

Ho) With a partner, read the article and make a list of what you think the six secrets of Estée
Lauder’s success are.

Compare your answers with another group. Did you find the same six things?

and didn't reveal'mi.ich about her.life o

ESTEE LAUDER knew haw to make a sale.
Once when she was refused a counter
at the Galleries Lafayette in Paris, she
‘accidentally’ spilt one of her fragrances
s in the crowded store. The scent wafted
through the crowd of shoppers who
immediately demanded to know what
the Iovely fragrance was and where
on after, Estée
and her products

o

4

=

didn't have a marketmg budge
believed that |f you put: the

4

]

using her own prodﬂ _
could in hotels, beau Y

*and she personally visited the staff on
u her counters to offer them sales tips.
Her approach was very hands-on. She
always believed that in order to make a
sale, you must touch the customer. Even With the combu
the company's motto is ‘Bringing « dedication,
‘everyone we touch’.
ew about the impaortance of iy, sty
ige. She wanted to give her products  customer se'_rvi_c'e'-.ﬁ_'-
histicated look and personally company int’o "thé
ose the blue colour of the bottles «
‘hich she believed would look stylish in  never dreamed abou
“avery bathroom. She believed in secrecy  forit’. & :

)
fat]
=N
[14]
=
=3
w
-
=)
O
S
By
il
dn

Match a quotation from the text with the correct explanation on the right.

1 ‘Beauty in a jar’ a) This stresses the personal approach, It makes customers feel

2 ‘In order to sell that they are each important to the company, but also that they
a creanl, you sell are getting the best quality available.
a dream’ b) The idea that you can buy beauty.

3 ‘Bringing the best ¢) The key thing is not the cream itself, but encouraging women to
to everyone we toucl’ fantasize and want a certain lifestyle, so that there is then a

marlcet for the cream.

Discussion
With a partner, look back at the article and your answers to 5 and answer the questions.

Which of Estée’s secrets of success do you consider to be the most important?

Which of these secrets are still good business practice today?

Do you think there is still a market for new cosmetics companies? In which way would they
need to be different?

1
2
3
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7 0 AT £ O
CCess STUTIes

These adjectives can be used to describe people’s personality and their behaviour, Put
them into the correct place irt the table below. Use a dlctmnary if necessary.

'j_ d 's'hdnfest

positive negative
calm
mean
hanest
lazy
helpful
lacking in drive
organized
hands-off
cooperative
Use the adjectives above to complete the sentences.
1 Inever get angry. 'm a very person,
2 Junita can’t find the files she needs. She’s so
3 Idon'treally trust him. He seems to be a bit
4 Robert is working his way up the career ladder. He's very
5 Angelais a very person. She gives 15% of her salary to chantles
6 Craig just won't lift a finger. He's a very mai.
7 Dieter never leaves the office until his day’s work is finished. His colleagues all say he’s
the most man in the company.
8 Pat won't do anything for other people. She's the most . woman I know.
9 Olaf likes his employees to make their own decisions. His style of management is very
10 Sandra has three small children and a full-time job. She's guite , although she

doesn’t show it.
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:"Sedrch for the ciii
“keywords' unusual SErr

o interview quest.'ons to
~find out about some "1
- §trangé questions that -
- employers ask..Discus :
“with'a partner how'you: -

) Further interactive vocabulary practice on the DVD-ROM

4.2 Vocabulary

: _cuuld answer ‘them

Listening

B3 & 1.5 Listen fo Alan at a job interview, The interviewer asks hin to describe himself. Which
four ad;ectwes does Alan use?

#'Z Now listen again and write the reasons that Alan gives.

Word building
=2 Fill in the table with the correct form of the words.

Noun Adjective
adventure adventurous
1) . _ ambitious
2) - decisive

3) financial
flexibility a4

luck lucky

5) . organized
6} pioneering
SUCCess 7)

8} : stressful

721 Read the text about how to be a successful business owner. Fill in the spaces using the correct
word from the table above.

Highly succassful business owners are great rale modsis, They lead t.heir' business hbrﬁ_
the frant and are very hands-on. They know that to be successful lh'ey' needt to show thair
amployees that they have a sense of {2) and are not frald tu Eake a risk, -

% Highly successful busmess DWNErS mves{ {ime and MOney in thmr team and !hamselves

" wiorks for them is as weli- rmnmcd as they can be.

E. H:gh y sutcessful business awners know hDW ] manage thmr tlme and have syslems
- which enable them fo work eﬁecllvely at all nmes They are always 3 ' su hat -

they dan't waste their ttme

A Highly succassiul busmess owners are hl and heallhy They unders and ihat a healthy - ':
mind and body improves {heir productivity and general well- be:ng They realize that by
" keaping themsaives |l and they £an cope with the (4) of runmng ! busmess.- o

Highly successiul busmess owners fave (5)  ideas; Their businesses 0f§e{ IR

. Jljnﬁ out imm h“ cmwd

Haghly successiul busmess OWNETS Iook af ter lhelrcllents They knaw hat wnhaut o
clients there would be no business. They dedicale a |[} ol time to makmg sure lhat lhmr’ e
clients receive the best service ihat they ¢ari.’ ORI S

© Highly successiui busmess_ owners dre nat afrid to make (6)_ : anc_l lake_ac_ti'un'._' .
They don't waste lime thinking about what to do, they just do it They also have '
(7) , they know what hey want lhfnr business to achleve anci how they are-
gomg to achleve |t : :

. - W\www_u, . A
ot oo e -«Q'-".*'\-'W'!‘MM_ .
e e e T i e TS SN

Discussion
£ Work with a partner. Discuss the questions below.

1 Which of the seven habits do you think is the most important for a successful business?
2 Think of two more habits of successful business owners.

3  What sort of worker / student are you?

4  How would your colleagues describe you?

They develop their peopfe and hotd regular lralmng 5855i0n5 50 lha everybudy Wﬁﬂ - : ok

new ways of doiag hlngs lhal olher penpie dcnl lhmk o This makes lhelr busmesses_ : :_
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Lesson 9: SUCCESS STORIES.

4.3. Grammar: Past Simple, Past continuous, used to.
4.4. Speaking: Appraisals.
Objectives: - to practise using Past Simple by doing a few grammar and speaking exercises as
well as learn verbs and phrases related to setting up and running a business.
- to raise students awareness of different cultures
- students will do a jigsaw tasks and discover the stories of some famous entrepreneurs
Level: Intermediate +
Lesson overview: This Business English worksheet for B1 students gives them opportunity to
speak about different businesses and challenges they might face as well as analyze case studies
of companies experiencing some problems.
Pre —class activities: First, students have to learn vocabulary that they will use throughout the
lesson. In the first task, they just need to study the mind map to learn different synonyms of the
word company. Next, they move to an exercise on collocations and have to complete the gaps in
phrases by selecting correct verbs. In that task students learn phrases such as: keep up with
demand, juggle children and a career, source something locally, find a niche in the
market, etc. To practise the vocab, they complete sentences with the correct verbs from the
previous exercise.
In — class activities intro: The in-class part starts with a general discussion about setting up a
business, the advantages and disadvantages of being your own boss and running an enterprise, as
well as reasons for opening a company. After that, students work in groups and discuss what
challenges different businesses might face (e.g. a multinational corporation, a tech start-up, a
state-owned enterprise).
Listening comprehension (video) and speaking part: This section starts with a pre-watching
task. Students match the listed establishments to challenges they might face. Later, they watch a
series of short interviews to check the answers. In the second listening comprehension task, they
need to fill in the gaps with words they hear in the video. After doing the video-related tasks,
students discuss the challenges their business or the company they work for faces and has to deal
Pair work: Finally, students move to a speaking part. A good idea for the Past Simple revision is
a jigsaw exercise. Give your students an info graphic about a famous entrepreneur. Each person
gets an info graphic, but with some facts missing. Students read the information they get and ask
their partner about the missing parts. The lesson plan includes three sets. of info graphics, the
richest self-made woman and Amancio Ortega, founder of Zara and the Inditex group).

Homework: to learn vocabulary, do exercises and skim the text.



Test yourself: Past simple and past continuous

Which timeline shows the past simple and which timeline shows the past continuous?

Write the example senitences from the ‘Refresh your memory’ box next to the correct
timeline.

1970 1989 195¢ 2400 NOW

197¢ 13980 1999 2000 NOwW

&

!

Complete the text about the Grameen Bank using the correct form of the verbs in
brackets: past simple or past continuous.

The Grameen Bank

Professor Muhammad Yunus founded the bank in 1977 while he was working at the
University of Chittagong. Along with his students he (1) (launch} a research
project into poverty in rural villages in Bangladesh. While he (2) (work} on the
research project Profassor Yunus (3) {discover) that many of the villagers

(4) {live) below the poverty line.

Professor Yunus {5) {meet) some women who made bamboo furniture while
he (&) {visit) a village called Jobra. The women teold him that in order to buy
the materials they needed, they borrowed money from lenders who charged a huge
ameount of interest. Professor Yunus (7} {lend) $27 of his own money to a
group of 42 poor villagers so that they could escape the vicious circle of poverty, What
made this scheme different, was that unlike gther money lenders he (8) {not
ask) for any security or coliateral and only charged a small amount of interest.

The project was very successful and (3) (change) the lives of millions of
women in Bangladesh. With the help of a small loan, and they (10} {be) able
to buy enough food and they could send all their children to school. Today the bank
has lent more than $6 billion dollars to more than 7 million borrowers. in 2006,
Professor Yunus {11} (receive) the Nobel Peace Prize for his work.

Test yourself: used to

Complete the sentences with the correct form of used to.

1 1 {smoke), but | gave up last summer.
2 He (call) me every day, but he hasn't called this week at aill
3 They (live) in the same town as me, but they recently moved to the south
of France.
4 She__ {like) her job, but now that she has a new boss, she loves going to
work.
5 1 {do) much exercise, but now | go jogging regularly.

o

| (be) good with money, but these days it goes so quickly!
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4.3 Grammar

; ﬂ‘:ifﬂ Further interactive grammatr practice on the DVO-ROM

& 1:47 Listen to Amina explain how the Grameen Bank changed her life.
Match the beginning with the correct ending to make sentences about Amina.,

1 Amina and her neighbours used to work a) now she is able to support her family.
for others, b) now all her children go to school regularly.

She used to live below the poverty line, c) now they run their own cooperative.
Amina used to work for nothing, d} now she makes a small profit each month.

2

3

4  Amina's daughters didn’t use to go to schoaol,
5

Women in Bangladesh used to have many ¢) now they invest their profits back into their
children, husiness and even save money at the bank.
6 Amina and her neighbours used to pay all f) now she sells toys and other small items.
their earnings back to the money lenders, g} now they believe that it’s not necessary for
their children to support them when they're

7 Sufiya used to beg in the street,
old.

Speaking
With a partner, take it in turns to tallk about something you used to do but don’t do now, and,
something you didn't use to do, but do now.

Writing

Write five sentences about yourself using the past simple and the past continuous.

Write about something you did during a certain period of your life, Write one false sentence and
four true sentences.

Example: I met my boyfriend while I was studying in Berlin.
I was living with my parents when I bought my first car.

Read your sentences to your partner, can they guess which one is false?

Roleplay

- The e|ght week competrtmn is almost over! There
" are’'naw anly two contestants left; six Have |eft the
“- competition and tonight is the final eplsode of this i
. popular reality TV show. Last week the. cantestants had B
“:i'to presenta business plan for N
' “Italy and the week before they were selling.
i cotfee on the streets of London, Who will
. show the best business
" What task will be set for them? Most.
“ importantly, who will win the cantract
Vith Tomas Flint; the leadmg :
entrepreneur?

et T B e Y

T g R T

Last night you were the winner of The Trainee and you won the prize of a £750,000 contract
with the successful entrepreneur, Tomas Flint. Today all of the newspapers and magazines want to

talk to you.
Student A is the winner of the reality show and Student B is a journalist from a national
newspaper. Before you meet, prepare information so that you can talk about:

» what job you used to do before the show

» what you were doing before you took part in the show
how you won a place an the show

what the most difficult thing you had to do was

what task you completed last night

why you think you won the prize.

T Business




Slccess

Listening for detail

& 1:48 Galina is working as an intern in a large company in Hong Kong, Her six-month
appraisal is next week, and she’s reading through the preparation guestions with her friend
Suld. Listen and answer these questions,

1 What are Galina’s strengths? 3 What are Galina’s weaknesses?
2 Does Suki agree or disagree? 4 Does Suki agree or disagree?

Agreeing and disagreeing

Decide whether Galina and Suki used sentences 1-7 to agree or disagree. Write A (agree)
or D {disagree) next to each.

Well no, not completely. [_]

That's right. You certainly are! []

I'm not sure. You probably are, but ... [

Oh, definitely! ]

Absolutely. You sure are! [

I can’t agree with that. That’s just nat true. [}
That sounds about right. [_]

~ AW

Work with a partner. Answer the questions.

Which phrases can be used to strongly agree with somebody?
Which phrases can be used for mild agreement?

Which phrases can be used to strongly disagree with somebody?
Which phrases can be used for mild disagreement?

1
2
3
4

isagreeing diplomatically

When you disagree in English, it’s better to do so in a diplomatic way. Read the phrases
below and circle the diplamatic (polite) ways to disagree.
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ﬁnvnnum [nteractive pronunciatian practice on the DVD-ROM 4.4 Speaking

Use the table below to make dialogues using polite or diplomatic structures,

.‘l__"_We should hlre Tom He has all the relevant : _'_I m sorry but: l'can’t .. a) think we need to tell a
“ qualifications, - o d qurte agree with you "\ manager, it's only March!

3 2_-.'_"The sta{'f really need a new canteen, the one we o b agree wrth you :up
. "have is too small and the food they serve Is o “toa pomt o
- terrible, L DR R

b) there is no money in this
year's budget for that.

' 3 If they close thls off;ce it W|II glve s al[ a fantast:cf l don‘t really seeiit

;;' . €) on ali the points you
-_ opportunlty to move with the company. :

mentioned.

" 4 really think that we need to. create a new s The p_rqb_lern_'_is'"tﬁatj- : d) | think we’ll all lose our jobs.

e posmon in our marketmg team

e) He is well-quaiified but he has

7’5 Have you reaci my emall about the worklng
5 : absolutely no experience.

NS cond|t|ons'3

f) The food isn't great but there
are lots of shops nearby where
staff can buy food for lunch.

L6 Jane took the money from the company to pay_
G for the Christmas party; we don't need to teII
. anyone we saw her domg it

With a partner, try to continue the dialogues,

Listening for detail
& 1:49 Listen to Galina talking to her manager. They are in the middle of her appraisal.

Which of these questions does the manager ask? Tick the ones you hear.

What do you consider to be your particular strengths? [ |

What elements of your job do you find most difficult? []

How do you get on with your colleagues? [

Do you agree? []

Do you have any weaknesses you'd like to work on? []

Are there any skills you would like to improve? [_]

What elements of your job do you most enjoy? |

What do you like and dislike about working for this company? [
How can we help you? []

1
2
3
4
5
6
7
8
9

Listen again. Which of the phrases in the box below does Galina use to reply to her manager?

Roleplay

How would you answer the
guestions in & abave? Make notes

— they will help you to prepare for the
roleplay.

Work in pairs. Student A is

the manager of the IT department,
student B is one of the programmers.
Student A turn to page 111, Student
B turn to page 112.

: ;:Search for the k yw‘

o appraisal- tips

‘And your absenteeism is appalling!’
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Lesson 10: SUCCESS STORIES.
4.5. Writing: Profiles of business leaders.
4.6. Case study: The English Academy

Review 1-2
Objectives: to learn words and phrases related to leadership and being a manager

- to practice students read an article about what makes a good manager

- to practice vocabulary for positive and negative leadership qualities.

-to learn management verbs and discuss what being a manager is like.
Level: Intermediate +
WORKSHEET OVERVIEW
This worksheet deals with mixed conditionals and is prepared for Business English learners. It
introduces the rules concerning this grammar point and makes students practise it through
various activities.
Rules and practice: The worksheet starts with a short discussion about projects. The idea of
the worksheet is to show a real-life situation when mixed conditionals might be naturally used.
We chose a final project meeting as a situation which presents the use of such structures.
First, students discuss a few questions and then they read a short dialogue. While reading, they
need to underline all conditional sentences. Next, they study a table with the sentences and have
to choose the correct words (present or past) in the rules section. Make sure that your students
understand how to use mixed conditionals and build sentences with them. To practise, students
move to another exercise and complete some sentences with the correct form of the given verbs.
Speaking: The speaking part consists of two tasks. First, students need to rephrase a few
sentences using mixed conditionals. There is an example which should help them understand
what they need to do. In the next task, you give your students cards with sentence beginnings.
Students have to choose one, finish the sentence so that it is a mixed conditional sentence and
continue the story by giving two or three more sentences. Then, they choose another card and
repeat the process.
Finally, this Business English worksheet for Bl students finishes with 2 case studies that
students should analyze in groups. Give each pair one case, let them analyze and discuss it, then
you can either ask them to report their recommendations to the other group or, if you have a big
enough group, you may get pairs doing the same case study together so that they can compare

their opinions.



Reading for detail

Read the profile of Margarete Steiff, the inventor of the teddy bear, and put the events
below in order.

[ set up sewing workshop [] went ta schoo!
[.] won first prize at the World Exhibition [ named a bear after a US president
[ contracted polio ] made a toy elephant

.“E Bi@graphicai backgroand Sl
: -Ma:garete Steiff was born i in 1847 in Glengen in southem Germany g
- Unfortunately, she contracted polio when she was'a small child ©*-
"and as a result spent the rest of her life ina wheelchair. A!though
~ she'had many. operations on her legs, she never ‘walked again...

However, this chd_n't prevent her from havmg a successful busmess S

career. "’ S :

2 Key mf}menrs in a carees/ﬂatufe O‘f work

- After leaving school; she set upa small sewing Workshop in her '_ '
farruly s home; Then, assisted by her brother she set up herown .0
: busmess and factory in1877: Margarete always loved cluldren, and: "
soin 1880 she produced her first toy, an elephant Tt was ani mstant :
commercial success: In‘1902; her company produced the first: ..
“teddy” bear withi 1 movmg ]omts At first, it was less popular than
_the elephant and sales were disappointing. However; eventually - -
~ an American bought 3,000 bears at a trade fait in Leipzig. After the -
- Steiff bear won the first prize at the World Exhibition in St Louis,.
‘everyone wantéda teddy bear, In 1904 Steiff introduced their
- trademark ‘button in'ear” and, in 1906 the teddy bear got its name;
it was named after US presrdent Theodore (Teddy) Roosewlt

3 Chantable actions

- Over the’ years, the Steiff Company have produeed a number oE
- limited edidon charity bears. The proceeds from the sales of these
bears go to support chatities and good cmises such as the ﬁght :
against polio, and the World Wildlife Fund’s (WWF) cam paxg,n to.

- protect European brown bears.

i Today.

‘By 1907 1.7 n:ulhon toy ammals were bemg made a year. Durmg

" her life Margarete’s motio was 'Only the best is good enough for
‘¢children.’ Although Margarete died in’ 1909 at the ; age of 61, the - o

- Beiff Company is still going strong today: The Sterff club for teddy
“bear fans begdn i 1. 1992:and currently has‘over 45,000 rnembers In:
addmon to this: there are Stexff gallenes and teddy bear trade farrs : "

' across the world S

Linking words and phrases

The items in the box are useful for linking sections and putting events in order. Answer
the questions below about them.

Which two items mean the same as noz?

Which item means the same as eventually?

Which item is a more formal way of saying but?

Which two items are a more formal way of saying also?
Which two items tell you that something happened next?
Which item tells you that something bad happened next?

Lo R I S R R ]

Ea
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' LU Further interactive writing practice and model bugsiness documents on the DVD-ROM 4.5 Writing

Structuring and ordering

Prepare to write a report about Plerre Ormidyar, the founder of eBay, using the information
below.

Read the sentences below. Mark the boxes A, B, C or D according to these subjects:

Pierre’s background and studies

ey moments in career / nature of work
Charitable actions

The company {aday

= oods

in 2005, Pierre gave $100 million to the university that he graduated from to launch the
Ormidyar-Tufts Microfinance Fund. []

2 graduating from an American university in 1988 with a degree in computer science, he
worked for Claris, a subsidiary of Apple Computer. [ ]

3 eBay is one of the most successful ecompanies in the world. [ ]

4 he was happy developing software for Claris, he left the company in 1991 and founded
Ink Development Corp with three friends. {]

5 , in 1998, eBay went public and , Pierre became a billionaire, [

6 setting up eBay in 1995, Pierre ran an online company called Auction Shop. []

7 Pierre Omidyar was born in Paris in 1967, his father, a doctor, moved the family to
Maryland, USA while Pierre was still a child. []

8 , in 1996, Ink Development Corp, which included an internet shopping section, was sold

to Microsoft. [

Write a report on Plerre Omidyar using the sentences. Put the sentences in order and into four
separate paragraphs. Fill in the spaces with linking words. There may be more than one correct
answer,

Writing a report

B8 Use linking words and phrases to turn the notes below into a report about Zhang Yin, the
world’s richest self-made woman. Put the notes in the correct order.
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Discussion

Work with a partner. Think of the three most important factors of a language school from
a student’s point of view. ,

Scan reading

Read the text below about The English Academy in Saint-Jean-sur-Arc. Answer the
questions.

Where in Saint-Jean-sur-Arc is The English Academy?
What two problems are there with computers in the school?
Which member of staff is not helpful?

Where is the new language school in Saint-Jean-sur-Arc?

EN O I (% Iy

. Saint- ]ean -5ur- Arc isa large town in East Central Prance It has a populatlon of 300, 000 of.

- which 20 ,000 are students at the technical university. English is a compulsory element of all -

the courses the university offers and the demand for high quality language teaching is growing.:
For the last 15 years the umvermty has sent studéents to a private language school called The -
Erigiish Academy. The school is in a very prcstlglous location, on one of the main streets in .-
the centre of Saint-Jean-sur-Arc. At the mornent however the classroorns and corndors loolc -

'_ o very old fashmned and neecl to be repamted : Sl
. The academy has a Iarge computer !aboratory where stuclents can surf the Internet and a blg

* library where studeits can study, read newspapers and magazmes and watch DVDs. The B
Nlibrary is always full and it can be difficult to find a seat there: In additiorl many students -

- complain that the Internet connectlon 1n the academy is too slow and that there are not

. enough computers ey : N .

- In the past the Enghsh Academy was part of a franchise but a few years ago the owners
- decided to leave it and be independent. However, some of the teachers are reluctant to stop
- using the old, tam;llar teachmg materialg from the: franchlsor (e -

~ . On the whole; the standard of teaching is very hlgh Maost of the staff are’ well quahﬁed ancl _' :'

.- their students often get good results. There are, however, some teachers who don't have .- A
the appropnate quahhcations Many students also ﬁnd one of the recePnomsts mde and - b

- unhelpful

: Last year a new language school opened onan 111du=;t11al esmte on the outslcuts of Samt }ean- .
sur-Arc. This school doesn't have the reputation or the location of the Enghsh Academy but it §

~ offers chedper courses. The technical un1vers1ty is consndenng usmg thls new. school because
" of the problems at the English Academy. -

R L ‘_ﬂ,{r" ww‘“’*’ e 1
MvweMc w«wm’“’* L, _,,m-e.

Mv«m -
e

R e
B e w«-w.,,.l««»@m Rt

IR

Reading for detail

Work with a partner. Read the text again. Male a list of the strengths and weaknesses of
The English Academy.

Discussion

Work in small groups. Discuss what the owner of The English Academy can do to make
sure the business continues to be successful.

Debate

Work in small groups. You think that rebranding and giving the school a new name

will help the situation. You want to name the school after a great business leader. Some
suggestions have already been made - see the profiles on the oppaosite page and the extra
information on page 111. Choose one of them to name the school after and think of reasons
why this person is the most appropriate,

e Business



J Further interactive problem-salving on the DVD-ROM

4.8 Case study

@% % was born in 1906 |

myrna urkeytoa Greek family Hls__ fam;iy moved as r@fugees to Gree_ce

‘was horn 1.950.|n Inclia where_ he

004 Mltta[ Steel madé proﬁts
orld s thlrd nchest man and

The Business
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Fill in the missing letters using the clues below. The

Each sentence below has two mistakes. The firstis a

words all appeared in the text ‘Toyota Production System’ mistake in the form of the present continuous. The second

on page 33. is a mistake in the form or spelling of an adverb. Correct

1 The amount of  product that people want is called both mistakes. !
the d fqr the product, In business, the word is 1 The production line is move quite slow today - 1 think
strongly aSSDClﬂt}?Ci with the opposite idea of ‘supply’ there is a technical problem,
(the amount avaiiable). 2 The advertising campaign has started and sales

2 Cars are mass-produced on an enormous s (size, increasing steady.

rate or level). This word is often used in the phrase ‘the 3 I 'work very hardly at the moment - maybe we can meet
5... of the problem’, in a week or so.

! 3 A plece of equipment in a factory that does a particular 4 Yes, we're fine - everything going very good.
‘ jobiscalledam___ We use the uncountable noun 5 You are using this machine? It's quite complicated and
m to refer to lots of these all together. you have to program it careful.
4 Theterm‘leanm____ ’is used to describe a
production system that uses less labour, less machinery, &l Complete this text by writing the correct form of the
less space, less time and less waste. verb in brackets. Choose between present simple active (it
5 A fault in the way that a product is made is called a does) and present simple passive (it is done).
d . I don't know why there's a problem with this machine.

6 The justin-time system makes stores orw____s (large Every month it ! (service) by an engineer, although
buildings for storing goods) unnecessary because parts it’s true that he 2 (not/send) directly hy the firm who
are only Drl;:lered when they are needed. made the machine. I think he * (come) from our own
' 7 Kaizen 1sl ¢ EfI':Lpanese term for o imp technical department. Usually he * {(spend) a full

g The resulis Od the Toyota Production System are afternoon here, running checks and doing maintenance. He

sulpentor pr?{eucts, Sh}?rt Lt s{howlongit completes a checklist showing everything he has inspected.
takes t0 make something) and low costs. The list 3 {fill in} very carefully —it's a good system

and I'm sure he @ (not/miss) anything.

Translate the answers you wrote in exercise 1 into your

ownt language. Also translate these nouns from exercise 1:
supply, rate, level, waste.

] Fill in the missing letters in these phrases used in a

_ presentation.
il The phrase ‘go up’ can be replaced by increase, riseor 1 T'dliketos__ __Dbygivingyouashorto______ w of
grow. The phrase 'go down’ can be replaced by decrease, today’s presentation.
fall ot shrink. Write each of these words next to its closest ~ 2 First __ ____ , we're going to look at the sales
definition below. Use a good English-English dictionary to f____ s for the last two years.
help you. 3 After that, we'll look at how this has affected our
1 move upwards to a higher position; increase in size S - - price. .
amount, quality or strength rise ! g LM_t ______ 03] téliz nf;xt tsltllile, you can Sﬁg that e
become taller; increase in si . et's go _ _ _ _ and look at the previous slide again.
: @ In size, strength ar importance 6 I'd like to finish _ _ showing you how we aim to

—

5 become larger in number or amount re___thistar___

4 go down o a lower level or amount; go quickly down
onto the ground

5 become less

§ become smaller

17 Below you will see instructions for planning a stand
at a convention. Fill in each gap with items from the box.
Several answers may be possible, but one solution uses afl
the words in the best way.

Complete this s_hort speech by a project manager with
these words: deadline, green light, milestone, phase,

resouTees.
“Qkay, the planning ! of this project is now finished,

and our managers have put in place all the 2 we need gg:gghl Dnttl};: sbl;::] %?ihe stand

in terms of money and staff. The good news is, we've got Then ¥ the stand (how it will ]061()
the’___— 10 20 ahead. As you all know, it's absolutely Make sure our space with the organizers
crucial that we finish the project by the given, Don't forget ’ audig-visual equipment .
the e‘nd _of June. To make sure that we do this [ will be After thatg the logistics of thu:: geiive :
monitoring the progress of the project very carefully. I want Finally, ’ up the Stgnd ¥

to mak_e sure that‘every s is reached successfully, and
according to the timescale,”

R e
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Review 4

BE Make phrases by matching an item on the left with an
item on the right. They appear in the article on page 45.

1 go a) hands-on approach
2 use sales b) and effort into sth.
3 havea ¢} techniques
4 look d) on sale
5 puttime e) stylish
6 quality speaks f) away free samples
7 pioneer an g) into a global leader
8 give h) in yourself
9 have belief i} for itself

10 turn a company j) idea

B3 Match a positive adjective on the left to its best
negative on the right.

1 calm a dishonest

2 generous b disorganized

3 honest ¢ unhelpful

4 hard-working d mean

5 helpful e stressed

6 organized f Thands-off

7 ambitious g lazy

8 hands-on h uncooperative
9 cooperative i lacking in drive

R Fill in the missing letters to make adjectives.
Afterwards check with the table on page 47.

1 Someone with a sense of adventure is adventu_

2 Someone with a lot of ambition isambit____

3 Someone with a lot of dedication to their work is
dedic____ toit.

4 Instead of saying ‘the area of finance’, we can say ‘the
finan____ area’.

5 Someone who shows flexibility hasa flex____
approach.

6 Someone with a lot of luckis lu___.

7 This filing system has a pood organization, it's well-
organ___

8 Someone who is a pioneer is pioneer___.
9 Someone who has a lot of success in their career is
VETY SUCCess___

A job with a lot of stress in it is a stress____ job.

In each sentence below put one verb into the past
simple (I worked) and one into the past continuous (f was
working).

11 (study) at university when I
future husband.

(meet) my

2 1 {mention) the good news about your
promotion while I {chat} to my friends last
night.

In each sentence below put two verbs into the past
simple and two into the past continuous.

1 The flight was delayed and we {have to) wait five

hours at the airport. It (be) awful. Some people
{try) to read, others {sleep} on the floor.
21 (sit) at my desk and other people (talk)
by the water cooler. Suddenly, the fire alarm (g0
off). At first, nobody {lknow) what to do.

i Complete each sentence below with one item from the
left column and one from the right.

usedto:

do
codidntuserto don't
11 like seafood when [ was young, but now I
. It's delicious!
21 play a lot of tennis when 1 was at university.
But I any more,

i Match the beginning with the end of each phrase to
malke phrases for disagreement.

1
2
3
4
5
6
7
8

No I can’t agree with you.

I'm sorry but completely agree with you.
I'm afraid I don't not!

Absolutely way!

1 agree with you

I don't really see it
That's

I'm not

just not true.
sure about that.
up to a point.
that way.

Most of the phrases in exercise 7 are polite or
diplomatic. Find three that are strong and direct.

Fill in the missing letters.

ths'.
es’,

1 Your ‘strong points’ are your ‘str

2 Your *weak points’ are your ‘weak

Bl Match an item on the left with an item on the right.

but furthermore
currently after that

in addition at the moment
eventually however

then in the end

il Use an item from the right-hand column in exercise 10
to complete each sentence about Manuela. There may be
several possibilities, but one solution uses each word once
in the best way.

Manuela studied marketing at university and left in
2002. , she did part-time jobs for a year or two.

2 Tired of working part-time, she applied for dozens of
full-time jobs. She was rejected many times. But,

, she found something that she really liked.

3 She did that job for three years. She enjoyed it and
learned a lot. , her luck changed and the company
went bankrupt. Manuela was out of worlc again.

4 She decided to move from the marketing area to the

sales area. There were several advantages. It was easier

to find jobs — people in the sales area change jobs often.
, it suited her personality — she was friendly and
confident.

She still works in the sales field today. she is

working for a consumer goods company, and visits

big stares to persuade the manager to stock more of

their products. Manuela is hoping to be promoted to

Regional Sales Director in the next few years.

[&;1
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Lesson 11: SELLING.
5.1. About business: Advertising.
5.2. Vocabulary: Buying and selling.
5.3. Grammar: Comoratives, superlatives and asking questions.

Objectives: -to practice a variety of useful terms for learners involved in sales. Through
vocabulary and role-play exercises, the students learn how to describe the benefits of
their product/service and make an effective sales pitch in English.

- to practice share their own experiences and opinions on a number of negotiation issues.

Level: Intermediate +

Lesson overview: Students study and use general vocabulary connected to running small

businesses in this lesson plan. There are activities on the reasons to start a small business, the

steps you need to take before you open a small business, and what needs to be done to keep it
running. There are also speaking activities for students to discuss small businesses.

Discussion: In small groups, discuss these questions. 1 Can a product be successful without

advertising? 2 What are the qualities of a good advertisement?

3 Describe an advertisement that you really like' Do the others agree?

Listening for gist: Listen to Tony Barkston, a college lecturer, giving a lecture to first year

business students on advertising, and answer the questions.

1 Why is advertising necessary? 2 What model of advertising is the lecture about?

3 Explain what a USP is in your own words.

Listening for detail: Listen again and mark the sentences T (true) or F (false).

1 This is the first time Tony Barkston has talked about advising!

2 AIDA stands for attention, idea, desire, action. !

3 The most important part of the AIDA model is that people buy the products.!

4 There are a lot of good-quality products on the market.

5 Products need to appear different so that consumers can recognize them. !

Discussion: How many different forms of advertising can you think of? Which forms are most

effective? Why?

Scan reading: Scan the article about body advertising to find answers to the questions.

| How many advertisements does the average person see in a day?

2 How much was the winning bid for when a forehead was auctioned on eBay?

3 Which type of sportsperson could be used effectively for body advertising?

4 Name three companies who have made successful use of body advertising.

Homework: search for the keywords customer satisfaction survey. What sons of surveys are

carried out? To learn vocabulary belong to topic and make sentences.



Discussion
In small groups, discuss these questions.

1 Can a product be successful without advertising?
2 What are the qualities of a good advertisemnent?
3 Describe an advertisement that you reaily like. Do the others agree?

Listening for gist

& 2:01 Listen to Tony Barkston, a college lecturer, giving a lecture to first year business
students on advertising, and answer the questions.

1 Why is advertising necessary?
2  What model of advertising is the lecture about?
3 Explain what a USP is in your own words.

Listening for detail
Listen again and mark the sentences T (irue) or F (false).

This is the first time Tony Barkston has talked about advertising. [

AIDA stands for attention, idea, desire, action. [}

The most important part of the AIDA model is that peaple buy the products. [ 1
There are a lot of good-quality products on the market. [ ]

Products need to appear different so that consumers can recognise them. [_]

A USP tells consumers that a product is really different. [ ]

A good proposition can make customers change brand. [']

1
2
3
4
5
6
7

Discussion

How many different forms of advertising can you think of? Which forms are most
effective? Why?

Scan reading
£3 Scan the article about body advertising to find answers to the questions.

1 How many advertisements does the average person see in a day?

2 How much was the winning bid for when a forehead was auctioned on eBay?
3 Which type of sporisperson could be used effectively for body advertising?

4 Name three companies who have made successful use of body advertising,

Reading for detail

Read the article again and answer the questions.

Who profits from body advertising?

Which parts of the body are the most effective for body advertising?
What is one disadvantage of using sparts people for bady advertising?
Why is TV advertising not as effective as it was in the past?

Why might some people not like this form of advertising?

How did Dunkin’ Donuts and Toyota use body advertising?

1
2
3
4
5
6

Collocations

Match a verh on the left with a noun on the right to form a collocation from the article,

advertise a} abid on eBay
lease b) money
receive c) products
earn d) attention
lose e) abody part
target f) effectiveness
attract g) an audience

1
2
3
4
5
6
7

5B
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'advertlsmg is that the company. nan

5.1 About business

The aﬁeragé person 'nut only sees over 500 advertisements every

day, but is also a walking biliboard for his or her favourite brands
simply by wearing their clothes, carrying their handbags or driving
their cars. But these people are not getting paid for this free
advertising.

The idea of selling body space to advertise products is a
growing trend which benefits both the wearer and the company.
Poiential body advertisers just choose which body part they want
ta leasa and which company they want to advertise. They then get
a temporary taitoo which they agree to wear for a certain amount
of time. Foreheads and bald heads are very effective because you
can always see them, even in bad weather.

The body advertising idea became popular when Andrew Fischer
auctioned his forehead on eBay and received a bid of $37,378 for
wearing a company logo. There are now many websites on the
internet where you can buy and sell body space.

Athletes and sports people have always sarned
a lot of money by wearing branded sports
clothes. Now they can earn even more with
body advertising. Boxers in particular
offer a good wide space for advertising
on their backs. The advantage of tattoo

commercial which viewers may switch
off anyway. A disadvantage is that
When “athletés’ really begin to .
sweat, the fattoo starts to run,

in a world where people are experiencing advertising fatigue,
the real challenge for marketing is to get people's attention. There
are basically too many peopie selling too many things, and many
of these things we don't really need. We see atvertisements
everywhere and so traditional forms of advertising are losing their
affecliveness.

Innovative marketing methods such as human billboards are
becoming increasingly aftractive because of low cost and the ability
to target your audience better. Companies now send tattoo-covered
human billboards to sporiing events, music festivals, beaches or
popular tourist resorts to advertise their products.

Of course, some consumers may not find this type of advertising
very tasieful or they might noti find the body parts on show very
attractive, It is also not possible in all parts of the world where
there is no tradition of tattoos or showing so much skin in public

is taboa.

Well-known big brands such as Toyoia,
Vodaphone and Dunkin’ Donuts have used this
method: college kids agreed to stick Dunkin'
Donuts jogos on their foreheads during an
NCAA baskethall tournament; Toyota used
body art to start a word of mouth campaign
for the Scion car.

Body advertising shows that it is not
necessary to spend large amounts of
money to fulfil advertising’s. prime goal,

which is to afiract attention and get
peaple interested enough to buy the
products.

Brainstorming and presentation

an

RE]

40

In small groups, hold a brainstorming meeting to think of an advertising campaign for a new
perfume, Look at your target group below. What name do you think would attract this group?
What sort of bottle and packaging would appeal to this group? And finally, think about the
advertising medium. How do you want to get your target group's attention?

Group A

Your target group is men who are aver 40. You are aiming your product at professional men and
so they will have a good income. Think about what men in this group would be interested in and
what would encourage them to buy your product.

Group B
Your target group is women who are between 50 and 60. Think about what women in this group
would find appealing and what image might help your product sell.

Group C

Your target group is young people who are between 18 and 25. Your group has a limited income as
most of them will be students. Think about what image people in this group would be interested
in and what they would find appealing.

- Search for the keyword e
g _gdvertrsrng tatioo. Find;

Present your ideas to another group, and give feedback on the ideas,

The Businass
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Discussion

Work with a partner. Decide which three of these characteristics are the maost

important for a good salesperson, and which are the least important. Can you add another
characteristic?

a ¢ & s »

really listens to the customer / interested

smiles all the time / friendly

lknows a lot about their products / knowledgeable

has a smart appearance / presentable

you feel you can trust him/her / trustworthy

can explain the USP of the product / competent

gives the customer time to think / patient

good at making the customer believe in the product / persuasive
malkes small talk / chatty

Wark with a partner and male a list of adjectives to describe 2 bad salesperson.

Work with a partner. Write a list of questions you would expect a salesperson to ask a

potential customer who wants to buy a car. For example:

Do you want a used car?
How much do you want to pay?

60
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lﬁ_-_!:iP"_“ Further interactive vocahulary practice on the DVD-RGM

Listening for detail

& 202, 2:02 Listen to two different salesmen trying to sell a car to Mr Hunt and his daughter.
How many of your questions were asked in the conversations? Listen again and make a note of
the questions that were asked.

Which talk is more effective? Why?

Buying and selling

Listen to the conversation again and note expressions which mean:

1 it doesn't cost much to keep the car on the road.
2 prices as low as the rivals’,
3 no extra charge for borrowed money.
4  worth the price.
5 areduction in the price.
6 current price of something.
Match the customers’ comments on the left with the appropriate response on the right.
1 It's quite pricey. a) I'm sure we can match that price.
2 I'm not sure. ) Of course not. But you'll enjoy having it.
3 It looks very complicated to use. c) Butit’s a good investment for the future.
4 Is this the only model you have? d) Take as much time as you need to think about it.
5 Isaw the same model at a cheaper  e) Let me show you how to use it.
price in town. f) No, we have the complete model range.
6 Tdon'treally need it.
Role play

Worlt in pairs, Student A is a salesperson, Student B is a buyer who wants to buy a new
laptop. Student A lock at page 112, Student B look at page 113.

Customer collocations
Match the customer collocations on the left to the correct definition on the right.

1 customer incentive a) Description of a typical customer for this product.

2 customer satisfaction b) Something which encourages a customer to buy something.
3 customer retention ¢) When many customers are happy with the product.

4 customer profile d) When the customer keeps buying the same product.

5 customer loyalty e} When the company tries to keep the existing customers.
Discussion

Work in small groups. Think of the different methods of shopping, for example online vrata
market. Make a list of the advantages and disadvantages for customers of one of the methods.

The Business

61



Compara ve
' Our company.is smaller.
“than theufs‘i L -'
; Add —er+than to :
- adjectives with one: " "

‘_.a'd;éc'tf
syi!able

: '_Yes/no questions
Do you work § in Japan?
: auxihary uerb + Subjed:

which i the subje"c't_
" Whe tafdyou’ s
 And with the verb ) be
'.'Where_ she? RN

k Gram ar ‘teferenta cage 127

Test yourself: Comparatives

| Complete the sentences by putting in the correct form of the adjectives.

1

10

| can assure you that this car is
won't have a breakdown with this car,

This handbag is not only (cheap), but
priced designer versions.

1 think you'li find that this mobile is {easy) to use than the last model.

i can't make a (reasonable) offer than that.

Digital cameras are {simple} to operate now than a few years ago.

The life of this battery is {long) than most of its rivals at almost half the
price.

{reliable} than your present model. You

{attractive) than the high-

You'll really like these crisps. They are (crunchy) and {tasty) than
any others on the market,

This no-name washing powder is {good) and (effective) than the
branded goads.

| would recommend this jacket. It's {stylish) than the other one and it really
suits you.

| can't recommend this DVD player. its test results were {bad) than the
others.

Test yourself: Superlatives

Complete these sentences by putting in the correct form of the adjectives.

m Ao =

O W~

As one of {good) customers we have, 1 can offer you a special price.

This is _ {popular) model in the store. We only have a few left so buy one now.
I'm sure this is (comfortable) sofa you've ever sat on.

This watch is one of (accurate} on the market.

We use anly {fresh) and {high) quality ingredients for aur
sandwiches.

This is (sophisticated) camera around at the moment.

Qur mineral water is {pure) on the market.

This is {low) price 1 can offer.

That is {sifly) suggestion I've heard.

This TV gives you (sharp) picture. it's worth the extra maoney.

Test yourself: Asking questions

Make guestions for the answers,

A: How much ?

B: The laptop costs €999,

A: What time ?

B: The bank closes at 4pm.

A Who ?

B: Frank Rider is our most successful salesperson.
A Why ?

B: i use telebanking because it's so practical.

A What ?

B: | think the service is very good.

A: Where ?

B: Women’s clothing is on the first floor, Madam.
A: How often ?

B: buy a new car every three ar four years.

A Do ?

B: Yes, ) always buy the same brand.




‘*D‘"b"ﬂ.‘_-‘m‘:’ Turther interactive grammar practice on the DVD-ROM 5.2 Grammar

Making comparisons
Read the product descriptions of GPS systems and answer the questions.

_ ? %@W?ﬁﬁ@ @?3 Wgﬁ%@&ﬁ@ ggﬁﬁ%@ﬁ%@ This wallet-sized partahle nawgaior has 435 mch
- display screen and calculates your route in less than one sacond! State-of-the art voice recognition: -
‘technology- méans these’s na need:to takd your hands off the stearing wheel o touch screens or press.
- |--buttons; Ouf USP is @ range of celebrity voices as a downioadahle option: Includes maps of Europe; USA
sl .and Canada on the 20 GB hard dlsc Bluatooth cunnechen tu muhlle $53[] wnh 2 twn-year guarantee

1 '2 @?§ %@ﬁ%ﬁ ﬁﬁiﬁﬁé” Tha 4 mnh touch screen has fuII 30 culour maps With a chmca af ffteerz

- languages to guide you throligh the'main roads of Eurape, calculatlng your destination in 1.5 séconds. Our -
> ‘special featiirs iy speed camera datection technalogy s0'you naver get another speedmg tmkat Includad is - :
~dn integrated multl medla a]ty gume of 28 malor Europaan CitIBS Totai cost $499 S

3 @?’S Eﬁ;‘ﬁg %&@‘%ggﬁ@? Our beautafully demgned hand- hetd receiver with a 3 B mch screen can
- be nperated with only three buttong. Getting around Western Eurape with up-ta-date maps is easy and -
: ‘quick, [dcking: on to satellites to offer you turn-by-tum directions in two to three seconds, Cur spemailty for
stressed drivers i one-touch nearest petrol-and parking functions. The waterproof system cumas cumplate
'j .w;th Bluetnoth headseis whlch can ba aasﬂy Integratad mto helmets An unbeatable $BBO o .

B, , ‘ R

Which GPS nawgator is the most expenssve"

Which screen is the smallest?

Which system calculates your route the quickest?

Which system offers the fewest destinations?

Which system offers the most realistic pictures?

Which system is the most convenient for the driver to use?
Which system is most suited to motorhike riders?

Which systern do you think is the best value for money?

0O ~1 O Ul LR =

Discussion

B3 work with a partner. Which USP (Unique Selling Proposition) or special function of the GPS
systemns is the most interesting for business people? Why?

Asking and answering guestions

<) 2:04 Esengul Badem is conducting a customer satisfaction survey outside a supermarket.
Listen and answer the questions.

Why does the shopper use this supermarket?
Does the woman go shopping on her own?

Is she satisfied with the selection of goods?

Does she think the store is tidy enough?

Does she go shopping at any other supermarkets?
What does she like the most?

= O - W R

Now listen again and write the questions for the answers.

At least once a week.

Terrible! You have to walk so far to put your trolley back.

Yes, no problem.

Around €200.

I like to go quite early in the morning, as soon as the kids leave for school.
There isn't a good selection of wine. I always buy my wine somewhere else.

1
2
3
4
5
6

Discussion

Work with a partner. Think of something expensive you bought recently, e.g. a computer, a
mobile phone, a bike, Ask each other questions. Use the ideas below.

Why he / she bought it. How much it cost.
Where he / she bought it. The best thing about it.
How often he / she uses it, Onme thing he / she doesn'’t like about it.
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Lesson 12: SELLING.
5.4. Speaking: Negotiating.
5.5. Writing: Negotiating by email.
5.6. Case study: Coolhunters.
Objectives: to learn important terms and expressions for describing the core skills, strategies

and preparations involved in a business negotiation.

- Students learn how to negotiate in English.

- the lesson plan includes a short negotiation dialogue and focuses on vocabulary,

listening comprehension, and role play.
Level: Intermediate +
This lesson teaches useful language for learners who need to negotiate in English. After studying
vocabulary for describing the different stages in a negotiation, students listen to two extracts
from a negotiation and study the tactics and key structures that are used by each side to make
proposals, bargain, and reach a deal. At the end of the lesson, the students role-play a negotiation
using the language from the lesson
Discussion: Work with a partner. Look at the pictures of negotiations. What are the people
negotiating about?
In small groups discuss the questions about emails.
1 How correct should emails be? Is it OK to make grammar and spelling mistakes?
2 What is email etiquette? What are your standards? Think about emoticons, subject lines,
capital letters, openings and closings.
Listening for gist: Listen to three negotiations taking p]ace. Where are the people and what is
being negotiated?
Listening for detail: Listen again and decide which negotiation is win-win, which is lose - lose
and which is win-lose.
Writing: Write Ms. Noonan's reply. Use the information below. You only have 500 dictionaries
in stock at the moment. Delivery of the other 200 would be in one month. The catalogue is out-
of-date the current price is € 16 you can offer a 7% discount for payment within seven days.
Brainstorming and presentation: Work in small groups. You are going to launch a new car for
one of the market groups. Choose one of the groups to market to. Brainstorm a list of features
which you think are useful or necessary for your market group and add some of these to your
product. Now present your ideas to another group, and give feedback on the other groups 'ideas
Homework: Search tor the keywords market segmentation. Make a list of the different ways you

can segment a market and some of the variables that are used.



Discussion
B Work with a partner. Look at the pictures of negotiations. What are the people
negotiating about? 3

B8 Complete the questionnaire from a business magazine about negotiating, Mark the
statements T {true), F (faise) or D (it depends). Compare your answers with a partner.

Listening for gist
ER & 2:05-2:07 Listen to three negotiations taking place. Where are the people and what is
being negotiated?

Listening for detail
Listen again and decide which negotiation is win-win, which is lose-lose and which is
win-lose.
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b Interactive pronunciation practice on the DVD-ROM 5.4 speaking

Match 1-6 with their replies a)-f). There may be several answers, but try to remember the ones
from the dialogues.

1 Can't you compromise this time? a) I have no choice,

2 Can you go along with that? b) That makes two of us.

3 That’s my bottom line. ¢} Ican meet you half way.

4 Is that your best offer? d) Tthink it's a fair price.

5 Can we tatk about the price again? e) No, Idon’t want to discuss this.
6 Take it or leave it. f) That’s out of the question.

Listen to the three negotiations again and complete the useful expressions in the table.

1" Making proposals =" - What Majorca?
ST i ] (ike to suggest something...

¥ll go to Majorca for a week we go to the Alps for a week.
I would only pay that price on condition that ...

2 Bargainlng

{'ll pay the 20,000 she stays longer.
3 Acceptlng o | Let's draw up the contract.
ol et OKL s a deal.
4 Rejecting . Nowayl
AR ' You can't be serious.
+. That's out the

.'__5","Mak'_'i'r')g'_c'o:n'ce's'_'sibh's_. "% I can meet you - .

Vet You have a point there.

6'"As'kin:g"fdfr"agréemen'_t_ " Canyougo that?

7 _'Cl_E'li‘i_inng:ﬁ_":_"_ S If | understand you correctly ...
Sl i i So what you're is ...

Roleplay ‘

With a partner, use the chart to roleplay the following negotiations.

1 The marketing company that you work for needs to save money because your competitors
have increased their market share. You are going to discuss saving money through reducing
catering costs.

2 The offices where you work are going to be painted. They were last painted ten years ago. You

are going to discuss what colour the offices should be painted.

The engineering company that you work for is thinking of sponsoring a local group in order to

raise consumer awareness in the area. You are going to discuss which local group to sponsor.

Student A turn to page 112,
Student B turn to page 113.

Student A Student B

il

AN |

Baraain

\
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Discussion

In small groups discuss the questions about emails,

1 How correct should emails be? Is it OK to make grammar and spelling mistakes?
2 What is email efigueife? What are your standards? Think about emoticons, subject lines,
capital letters, openings and closings.

Skim reading

Read the six extracts from emails below and answer the questions.

1 Which email is asking for more information? [_] 4 Which email is accepting terms? ]
2 Which email is making a quotation? [0 5 Which email is refusing terms? []
3 Which email is asking for better terms? [1 6 Whichemail is placing an order? ]

B

A -
B ofuam Biply P Al Fesuz bay Mo Latiw Sewrth it

St Maibay

ti{

I'm afraid the rather low trade discount of

5% disappointed us. We would, however, be
prepared to place a bulk order of 2,000 items if
you increased vour discount to 9%.

Further to your quotation dated 19 November,
we are pleased to place the following trial

_ order for 500 plastic wine glasses, order number
; WG759.

B . ZewrnMation

We can offer you a gross price, inclusive of
delivery charges, of £€51.30 per 100 items, These
goods are inctusive of VAT,

We are in agreement with 15% discount for
prompt payment and delivery before December.

e iy, s

Thank you for your offer of 7% off net prices
for orders over 5,000 items. | regret that these
conditions are not acceptable to us.

= We would be most interested in receiving your

i latest catalogue and price list, quoting your

‘ mast competitive prices. Please let us know
what trade discount you offer and what your :
: delivery lead times are.
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% Further interactive writing practice and model business documents on the DVD-ROM 5.5 Writing

Scan reading
i Complete the sentences with the expressions in bold from the emails in 2.

| - search for thé keyword 1 The is how long it takes for the goods to arrive after ordering.
| ‘emai etiguette to'find 2 The is the total price of something without any deductions.
‘out more abaut this; 3 A is a reduction of the selling price of a product when a manufacturer sells to a retailer.
. Doyou agree with th 4 A is to try out products and services to see if they are satisfactory,
(POINEs?. oy 5 The is the amount that is left after all deductions have heen made.
6 A is when you ask for a large number of items to be delivered at the same time.

Negotiating language
Match the beginning with the correct ending.

1 Further to your call, a) our terms are 8% discount for orders over 80,000,
2 [ hope everything goes 1) if you need any further information.
3 With reference to discounts, ¢} according to plan.
4 Our terms of payment are d) I'd like to confirm the following points.
5 Please get back to me e) 3% discount for payment within 30 days.
6 Please find attached the f) that you have received this email,
agenda of the meeting g} 10,000 parts per month.
7 We have submitted a h) firm offer of €100 per item.
8 Transport costs are i) asrequested.
9 We can guarantee delivery of  {) free within Europe.
10 Please confirm

Placing orders
Complete the email from Hugh Bradshaw to Ms Noonan using the words in the box.

Search Maithox

Dear Ms Noonan,

Following our telephone conversation last week, | would like to (1) an order for
500 English ABC dictionaries. Your catalogue gives the {2) of the ABC dictionary as
€14, can you confirm that this is still the price?

Also can you send details of the terms of (3) that you can offer for (4)
within 30 days on an order of this size?

Please note that we need (5) of the dictionaries before the end of this month. We
would be grateful if you could (6) the items as soon as possible.

! lock forward to receiving your (7) .

Yours sincerely,

Hugh Bradshaw.

Writing
Write Ms Noonan's reply. Use the information below.

* You only have 30 dictionaries in stock at the moment. Delivery of the other 200 would be in
one month.

* The catalogue is out-of-date The current price is €16,

*  You can offer a 7% discount for payment within seven days,

Iy

T Business
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Discussion
In small groups discuss the questions.

1 What's trendy at the moment? Think about fashion, technology, music and cars. |
2 How do you find out about new, trendy products?

Listening for detail
4« 2:08 Listen to Gabriella Cortez, the managing director of the company Coolhunters

talking about a new type of trendspotier, Answer the questions below.

1
2
3
4
5
6

‘What problem do marketers have today?

What kind of products do young people today want?

How do Gabriella’s trendspotters find new trends?

What did many coolhunters list on their websites in the beginning?
How long does a coolhunter have to tell people about a new product?
What does a trendspotter do when a product becomes popular?

& 2:08 Listen to the second half of the interview with Gabriella about the adoption
process and complete the pie chart with the percentages.

laggards innovators

h_ Y% take 2 %love

a long time to

early adopters
A % gquick
to

late majority early majority
Y0 Wl M % wait
to to

Listen to the second half of the interview again and complete the notes about each group.
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L 'I“,é’.M Further interactive problem-solving on tha DVD-ROM

5.6 Case study

Market segmentation

Marketers need market segmentation to identity the needs and wants of
consumers. There are many ways of doing this: age, social class, family size,
family lifecycle, and so on.

With a partner, matel a name of a consumer group with a description and the
correct picture.

a) full-nesters

b) DINKS (Dauble income, no kids)
¢) bachelor

d} empty-nesters

1 This group has a very high disposable income. They are over fifty and
their children have left home leaving them free to spend their money on
expensive holidays and high-quality products. They have worked hard all
their lives and want to pamper and enjoy themselves,

2 The young, single person with no family commitments. This group has
a relatively high disposable income and they want to spend as much as
possible on themselves and trying out new, innovative products.

3 This group has a high disposable income and no children and tends to mix
with other couples in the same situation. They do a lot of entertaining and
status symbols are very important.

4 These are couples with children. As growing children are expensive,
they need to be careful with their money and they tend to have a low
disposable income.

(3 In small groups look at the extracts from a holiday brochure. Decide
which holiday fits each consumer group.

" Enjoy a luxurious wellness-week at the Hotel and Spa Quellenhof in'.
:: the heart of Bavaria. You can relax and pamper yourself in one of our
. five thermal pools, sauna and Turkish bath. Our five-star restaurant .

o offers ‘an’international cuising. Our-hotel is'set among majestlc s
mountams Edeal for walklng and wandermg ' .

e e T . s o B
e e AT i ”‘W"" T %ww“«?ﬂwww“ m._wwbmw‘_‘w«wﬂf#‘”“"ﬁ Gk

.Come to EuroParc for the holiday of a lifetime! Fun for you and your .
.. children, whatever the weather outside! Ask for our |atest brochure - f
- with all-inclusive rates which mean no nasty surprlses when you tome .

-to pay your bill! - :

.uww%mwaf‘g?my?“f BT SIS SRR R E S

&y Our f:ve-star hotels are Iocated at top addresses all over the world We -
-1i.0 cater for professwnai people with excellent taste who want to enjoy
. their holiday with other professional people and not with families: : -

e it e e s PO NP R

Py Want to enjoy and try out a an excmng range of spor‘ts W|th top
' _equtpment and facilities? Do you live alone; but don't want to holiday
" alone? ThHen come to exclusive Only Me Holiday Clubs and meet new, :
L lnterestmg young people who want to meet you

' N e TR e TR
w@w ~:_w-;«g~ﬂ"’w“9‘“‘w**rmm~%_yh. o ik e g TR

Brainstorming and presentation

| Work in small groups. You are going to launch a new car for one of the
market groups.

* Choose one of the groups to market to.
* DBrainstorm a list of features which you think are useful or necessary for
your market group and add some of these to your product.

Now present your ideas to another group, and give feedback on the other
groups’ ideas.

The Business
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Lesson 13: THE ORGANIZATION.

6.1 About business: Enterprenuers.
6.2. Vocabulary: Types of companies.

Objectives: to practice the rules for starting a sole proprietorship; elements of a partnership
agreement;
- An explanation of the pros and cons of this type of partnership; A look at how this
type of business functions; The roles of directors and shareholders
Level: Intermediate +
Listening for gist: Listen to Robin Hurd interviewing Ms. Patel, a start-up consultant, about
being an entrepreneur and answer the questions. 1 Can anyone be an entrepreneur? 2 What stops
most people from being an entrepreneur? 3 Which countries have a lot of entrepreneurs?
Listening for detail: Listen to the interview with Ms. Patel again and answer the questions.
Why does Ms. Patel say these things are important when setting up your own business?
1 Energy 2 A social security system 3 A legal system
Scan reading: Scan the article about the German businesswoman Ingrid Roth to find answers to
the questions. 1 What type of service does Ingrid offer? 2 Why did she set up a Ltd company?
3 Does Ingrid spend a lot of time in England because of her company?
4 How is it possible to set up a Ltd company in Germany?
Vocabulary: In each set of four, match an expression from the article on the left to the correct

definition on the right

1 gap in the market a) documents or processes that cause delays

2 minimum equity b) a small amount of money as payment for a service

3 red tape c) the lowest amount of capital allowed to start up a company
4 modest fee d) this product or service doesn't exist, but there is a need for it

5 Memorandum of Association e) the central office of a company

6 annual accounts you invested f) if the company has debts, you only lose the amount of money

7 headquarters g) a document detailing who owns the company, how much
capital is invested and where it is based

8 limited liability h) yearly record of the trading results of your company

Discussion: work with a partner. You ale entrepreneurs and you have decided to start a business

providing a service for young professionals who lead busy lives. Decide together where you

think there is a big enough gap in the market and think about what busy people don't have time to

do. Decide what kind of service you are going to provide, where your headquarters will be and

how you will make sure that your business is a success. Present your ideas to the class.

Homework: to learn vocabulary, do exercises and skim the text.



Start lrp company.and
~find aut'What services: :

aré o bffef'to, he!p

people start up thF:lr s i
. Wi Cofripany.

Discussion

§
“An entrepreneur is someone who has a good idea and sees a chance to i
start a business with it.’ o

PAVART] PATEL, $TART-UP CONSULTANT

T
T g e T

-«...w””“"'”’"(

T ¥

e VN B o

Work with a partner. Decide which qualities are most important for an entrepreneur to
possess (1 = most important, 8 = least important).

Diplomatic [] Organized J
Optimistic  [] Willing to take a risk []
Calm 1 Determined ]
Energetic [} Creative N

Listening for gist

] & 210 Listen to Robin Hurd interviewing Ms Patel, a start-up consultant, about being an
entrepreneur and answer the questions.

1 Can anyone be an entrepreneur?
2 What stops most people from being an entrepreneur?
3 Which countries have a lot of entrepreneurs?

Listening for detail
Listen to the interview with Ms Patel again and answer the questions.

Why does Ms Patel say these things are important when setting up your own business?

1 Energy
2 A social security system
3 Alegal system -

Scan reading

Scan the article about the German businesswoman Ingrid Roth to find answers to the
questions.

1 What type of service does Ingrid offer?

2  Why did she set up a Ltd company?

3 Does Ingrid spend a lot of time in England because of her company?
4 How is it possible to set up a Ltd company in Germany?

Vocabulary

In each set of four, match an expression from the article on the left to the correct
definition on the right.

1 gap in the market a) documents ar processes that cause delays
2 minimum equity b) asmall amount of money as payment for a service
3 redtape c) the lowest amount of capital allowed to start up a company
4 modest fee d) this product or service doesn’t exist, but there is a need for it
5 Memorandum of e) the central office of a company
Association f) if the company has debts, you only lose the amount of money
6 annual accounts you invested
7 headquarters g} a document detailing who owns the company, how much
8 limited liability capital is invested and where it is based

h) yearly record of the trading results of your company

Discussion

In small groups discuss the questions.

1 What could Ingrid do to expand her business?
2 Is Ingrid Roth an entrepreneur? Give reasons for your answer.

70
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6.1 Ahout business

INGRID ROTH wa:

choosmg a GmbH (Gesellschaft mit"
% beschrankter Haftung) the Germa

. case Ingnd would. Tike te
# business in the future. .
- :Ingrid is part _
of small business owners who. -
.-choose: Ltds The main advantage is
“that the minimum equity réquired out of business; she now employs
5 one pound compared witha " four people and works more than:.
minimum of £25,000 for a GmbH 12 hours a day But if anythmg
AlLtd company can be reg15tered e
W1t111n ’34 hours Whereas a Gmb

Discussion

Worl with a partner. You are entrepreneurs and you have decided to start a business
providing a service for young professionals wha lead busy lives. Decide together where you think
there is a big enough gap in the market and think about what busy people don't have time to do.
Decide what kind of service you are going to provide, where your headquarters will be and how
you will make sure that your business is a success. Present your ideas to the class.

The Buginess

71




Discussion

With a partner, complete the quiz about companies.

: true "félse i'_’t'dépe:r'id's .

ave to make big proﬁts :
sha g proflts wnth thew employees

:_3'cont1nuous]y expand and dwemfy _
of'fer good qualfty products to consumers

: 'take over ‘other compames
f_have the buggest market share

- looK after the en\rtronment and don t DDHUTE lt

have mlssmn statements :

2
iy
6

N _,:‘\,,g,-—*tw....xw'“w«w o ot ,,nu«-« ~~~~~

o e V‘""““w*kw“ N e, IR S e

Reading and vocabulary
Read and complete the company descriptions below using the words in the boxes.

who set up this type of business. Each person has an equal (2) in making decisions
! and in whatever profit is made, The more people you have, the more (3) you can puk
: [ into the business. However, you are legally responsible for the other people in the business,
1

: { This is far between two and 20 people, and very often it is a group of doctors or (1)

and you all have unlimited (4) . 50 if one of you makes a mistake, you all have to pay
for it.
2

This type of company is owned by a small group of individuals, the (5) , Who are very
often the members of one family. You can only sell your shares if the owners are in

(&) . You have limited liability so you only lose your (7) if the company runs

{ into trouble. You have a lot of paperwork to do as you have to publish your (8) every
5 year.
!

]

Anyone can buy {9) in this company. This is a good type of company if you need to
raise (10} in order to to expand and diversify. You have limited lability but you can
still lose money if there is a (11) in the price of your shares. You have little control in
the running of the company unless you are a major (12) or enough other shareholders
vote the same as you at the Annual General (13) of shareholders.

This is the easiest type of business to start. You simply need a good idea and enough money to
start (14) . You can organize your work as you want because you are your own

(15) , and if you make a {16) . you keep it for yourself. On the other hand, you
have to work long hours and you have limited liability. That means if you run up (17)
you alone have to pay for them.




Further interactive vocabulary practice on the DVD-ROM B2 Yorahuisey

E:7 Read the texts again and write each company type below at the top of the correct paragraph.

Sole {rader Partnership

Private limited company {Ltd) Public limited company (PLC)

Collocations

2% In each set of four, match a verb on the left to a word on the right to form an expression from
the texis.

1 start a) money 5 rumup e) capital

2 make b} acompany & publish f) shares

3 invest c) trading 7 buy g) accounts

4 setup d) aprofit 8 raise h) debts

E-f With a partner mark the sentences are T (irue) or F (false). You may need to read the texts
above again.

1 A PLC s unlikely to have a hierarchy. [_]

1f you are a sole trader and you go banlrupi, you may have to seil your possessions to pay your
debts. [ ]

If a sole trader becomes a partnership you have more capital to invest in the company. [

If you go bankrupt, it is better to be in a Ltd company. []

In a private limited company, sharehalders can buy or sell shares as they wish. [ ]

It is easier for a PLC {o raise capital, ]

You cannot lose money if you buy shares in a PLC.[]

N

~I oy W =

Discussion

[7| A shareholder (AE stockholder) is someone who has shares in a company. This is different to
a stakeholder. A staleeholder is anyone who is affected by the success or failure of a company, for
example a supplier.

With a partner, label the diagram with all the different stakeholders you can think of for a
pharmaceutical company.

- _'7""%"““"-7,&._ o T T, e ,.»V’""/ - T .
: envirenmentai ™,
7 activisis / ) f S

/7 cardrivers and people who ™ f y
Mo live near the oil plant e e
e "“""ﬁiwrh'”‘“w-ﬁw_‘_w /_.,r/"’_ﬂ”“--““-4“""“‘-4,”“&- """""""""""""""""""""" e, N/,.-»--'"""" A i, .
suppliers employees J i, ) 5 ;
S - - S oy S, /,,/

Listening for gist

B2 & »11-2015 Listen to six different stakeholders and identify who they are, using the words in
the box.

- sharefolder

arch far'a well-known'

mpany and makea i 1 4
Presentation about it fo
grou :
]
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Lesson 14: THE ORGANIZATION.

6.3. Grammar: Reported speech.
6.4. Speaking: Interrupting in meetings.

Objectives: To discuss the importance and drawbacks of small talk at meetings;

- To teach some useful phrases for small talk;

- To teach some useful phrases for starting a meeting;

- To provide practice and feedback of the situation of starting a meeting.

Level: Intermediate +

Introduction: The beginning of a meeting presents a major dilemma: is it better to get straight
down to business, or is it important to allow or even encourage small talk? The texts in this
lesson present arguments from opposing viewpoints, which may help students to question their
own assumptions. The lesson goes on to introduce useful language for both small talk and
getting down to business, with practice in the form of role-plays.

Lead-in: Elicit from the class a definition of ‘interrupting in meetings’

Reading: Students work in pairs to read the texts in order to see which points from the lead-in
discussion they mention. One student in each pair should read the first text (Let’s stop wasting
time and get on with it!); the other should read the second text (Small talk is the cement that
holds businesses together). If you have an odd number of students, you will need to have a group
of three, where two students read the first text.

When they have finished reading, they take turns to summarize their texts to their partners,
focusing especially on similarities and differences from their own lead-in discussions.

Finally, discuss the two texts with the class, paying attention to difficult or important vocabulary
(e.g. an attendee, to tick away, to appreciate sth, an excuse, to turn up, to stick to sth, to hijack
sth, (ir)relevant, to take over sth, concrete, to implement a decision, vital, to trust sb, to persuade
sb to do sth, an interruption, a queue, to flourish, a misunderstanding, rigidly, appropriate).
Getting the meeting started: useful phrases Students discuss the phrases in pairs and then
share their ideas with the class. Note that some of the phrases are not especially difficult to
understand, but it is still worth drawing attention to them as they are useful to use. Afterwards,
you can check students have understood by reading one of the definitions below to elicit the
correct phrase. Students could also test each other in this way in pairs.

Getting the meeting started: practice Students work alone to decide what their meeting will be
about and to plan how they will introduce their meetings. They then work in groups of 34 to
take turns to get their meetings started. Monitor carefully, and give and elicit feedback at the end
on the effectiveness of the meeting introductions

Homework: to learn vocabulary, do exercises and make a presentation.
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. Reported speech

is D> was’ - :
‘The company Is very
successful,’ _
She said that tht_e- s
company was very
successful, " -
does & did -
‘T'work foran - :
rnternatfonan' campany
He said that he wurked
*for an- mtematlonal
; company :
is doing - -) was a‘orn_q
We are bun'dmg a new
‘plant.’: :
Shé said that they were :
bmldlng anaw.piant..

did > had done’ .

.1 joined the c'omp'any '
three yedrs ago,’

‘He'said that he had

_Jomed the' company R
three years ago

C will > would

twill stay for another
. year” -

He added that he wouid

stay far angther year__ :
" has done < had done” -
. 'The company has S
- expanded:”, Falle

She, mentxoned that the
: cumpany had expanded

shauld and shou!dn’t
advice or .-
recummendations

5 punctuaﬂ' N
She said that ] should be
punctual :
‘Den‘t rnterrupt met”
He said that | shuuldn't

' mterrupt h|m

bw Grammiar referem:e page. 128

Phrasal verbs B
verh ¥ partlcle --
(pmpomtmn or adverb)
He {ooked at ‘the reporr

: Iiteral meamng

iam Iookmg forward to
meeting you.. >
“nan- ||tera| meanlng

. The directors closed the
compariy dowr. ;
The directors c.‘osed

- “down the: campany "i

: 5eparable i o
We need to deaf wmh
the problem_nuw i
non-separable -

I Grammar reference page 129

Test yourself: Reported speech

Complete the sentences from a company tour using reported speech.

k. %

;’ 1 The headquarters are in New York." )

{.., 3

—— ——

We rnade a proflt of $‘|00 mllhon last year )

\ 5 "We invest a lot of money inR

&D." )

She said

She said

She added that they
She continued that they

She explained that they
She mentioned

She said that they

She said

o=
o~ oy u

Test yourself: Phrasal verbs

Use the words below to make phrasal verbs 1o compiete each sentence.

with  for through up away into after up

We should look the environment, not poliute it.

Could you put me to customer complaints?

| can't cope any more work. | need a holiday.

If you want to be an entrepreneur, you shouldn't give when you have a
problem.

Organizations often run difficulties when they try to expand too quickly.
| want to set my own company, and be my own boss.

I'm looking a new job,

The company will give _______ 10,000 copies of the new software as part of its
marketing campaign.

B W=

o~ o

Match the phrasal verbs above with a definition.

a) totransferacall e) 1o give something without receiving money
b) to deal with f) to found

¢} to take care of something g) to start to have problems

d) to stop doing something h} to try to find something
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.""..i"_i_‘“?m Further interactive grammar practice on the DVD-ROM

6.3 Grammmar

'. Chrna, bisihess and o .
- advice; What othes 200
*infarmation can you i
*$ind about doing : |

"businiess In China?

Listening for gist

that she talks about in the correct order.

First meeting [ Names M Written contracts []
Talking about business [ ] Interrupting (]  Business cards

Listening for detail

halke hands with
She sald that you

- most senfor persor first.

She added that
“People don't falk business straight awiay
She stressed that

4 Siometlmes penple brmg a present i

She commented that

A good chmce“ f

She pointed out that

The Chmese prefe_ :

She explamed that

She sald that
8 ‘Dcm’t mmrmpl peopie m meetmgs :
She stressed that .

Phrasal verbs

Read the following extracts from Ms Wang's talk and report what she said.

_sent isan expens;ve ccwndg s

Match the beginning with the correct ending to make questions.

& 2:17 Listen to Helen Wang giving advice about doing business in China. Put the topics

Presents [

1 Who used to look a) up as soon as they meet a problem?
2 What do you do when somebody puts you b) through to the wrong department?
3 How do you cope c) with stress at work / university?
4 Who do you know that gives d) after you when you were a child?
5 What do you do when you run e} away in order to attract new customers?
6 What is it important to remember when ) up your own company?
you set g} for when you are when meeting a potential
7 What do you look business partner?
8 What kinds of gifts do companies give h) into problems at work / university?

With a partner, take it in turns to ask and answer the questions.

Fhe Buginess
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Discussion

People often interrupt because they are not good listeners. Being a good listener is very
important in any communication. Do the guiz to find if you are a good listener. The results are
on page 110. Compare your score with your partner. Do you agree with the resulis?

. i Lo . H
'€ YOU a goot h@mﬂm@ .
1 Inever fInISh sentences for other people : : :' g
2 Itsno problem for me to listen to two conversatlons atthesametime. [ [
3 I focus my full attention on the other speaker Lo SRRRARIRN T NEay I I
4 | often interrupt other people _ = R D_' 3 ‘E]
5 1 never nod, smile or frown when | am talkmg RN B (RN I
- 6 1like to ask questions: = SR e B
- 7--1 usually think about what | want to say whn!e the other person is speaklng = E]“_
8 | sometimes lose the thread of the canversation. I igﬁ
9' tlike to do other things, like write emails, whzle people are speakmg L__| L
10 | repeat back what the speaker has said.- . TR L] b
11 If I don't understand what someone means, i ask for clarn‘lcatmn 2 O O
12 Body Ianguade is very lmportant in any communication.’ - ' ' R

L N, @W“‘*“ ¢

I e e

T «-s’*.w e,
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M Interactive pronunciation practice on the DVD-ROM 6.4 Speaking

Listening for gist

& 2:18 Listen to a meeting taking place in a company which produces radios and televisions.
Lisa Spinelli, John Forbes Tom Lee and Mary Riley are meeting to decide whether or not to open
a fitness centre for employees. Decide who is an expert listener, who is an average listener and
who is a terrible listener.

Lisa
John

Tom
Mary

Listening for detail

Listen to the meeting again and mark the statements T (true) or F {false).

1 Ms Sanchez definitely wants a fitness centre. [T

2 This is not the first time a fitness centre has been discussed. [l

3 The fitness centre should be outside the company. ]

4 The company would need to hire mare staff, £l

5 John thinks a fitness centre would be counterproductive. ]

6 There is a high illness rate only among production staff. U

Listen to the meeting again and complete the table with phrases for dealing with

interruptions.
Rejecting an interruption ~ - Polite interruptian Impol'ite interruption -
1 Iflcouldjustfinish . Maylinterrupt here? Let me speak for myself .
' - ' 2 Sorry to interrupt but I'd 3 Stop L. |
Coming back to a point ' Preventing an interruption Adding an opinion
As|wassaying. © - 5 I'd like to make & 1've got something -
4 Could we get backto before we all start talking. S '

Handling interruptions

Match a beginning with the correct ending.

1 Please allow me to finish and a) and I'd like the chance to explain why.
2 That's a very interesting point, which b} time is running short?

3 Can I ask you to be brief, as c} I'd like to come back to later,

4 That's not relevant to this discussion so d} then you can make your comments.

5 You've said quite a lot and now e) could we get back on track?

6 [ don't agree with your last point fy I'd like the chance to have my say.

Worlt in groups of three. Prepare a shert talk for the other members of your group. Be
prepared to answer any gquestions when they interrupt.

Student A look at page 116.
Student B look at page 114.
Student C look at page 115.

TheBusiness
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Scan reading

can you find on an agenda?

eople hold meetings in business all
the time, but not every meeting is as

effective meeting is an agenda. People.
don't always know what the meeting
is about and an dgenda helps you -

" here. An agenda tells you why you are having the -

meeting and gives it a clear structure. Tt should be:
circulated before the meeting so that everybody
can plan and prepare. The agenda should state-
why the meeting is necessary, who will attend,

when and where it is, and what will be discussed.. '

Each item on the agenda is a task and should . -
contain a verb which tells the partlmpants what 5
- will happen. For example: "
Item 2: New advertising agency o
This doesn’t tell us very much. It is more etfective _
to write:
Item 2: Tony to present new advertlsmg agency
and costs. _
Team fo approve new agency and costs.
After Apologies for absence, the agenda should
start with routine items, such as Matters arising
from the last meeting. Difficult items which need

more discussion should be in the middle. Ideally,

8 g g

cffective as it could be. The basis of an.
" too recent to be included or the original agenda. -

- and given to the participants. Action minutes give

gt

Read the article on the importance of agendas for effective meetings. What information

the items should be timed so that the meeting
finishes on time with results. The agenda should
finish with Any other business. These are relevant
issues which need to be discussed but perhaps are

After the meeting, the minutes should be written . - '

a short summary of what was chscussed and who
w111 da what at which tllTlE :

v e T e T ot

i et T Ty T D S
e ¥
e g a2

Read the article again and mark the statements T (true) or F (false).

The participants get the agenda when they arrive at the meeting, [

The agenda tells you what the meeting is about. ]

You don’t know who is attending the meeting when you look at the agenda. [ ]
The items on the agenda tell you what will happen in the meeting. [

The agenda should start with dilficult items. [

You should male a written record of the meeting. [_]

Action minutes don'’t tell you who is responsible for which task. [

1
2
3
4
5
6
7

Agenda

Dater 4 September
Time: 3.30pm
Venue: Main conference room

: Matters arising

search for the keywords.

*“effective meetings to. -
find out more about. -

“what you need to'do to
run successful meetlngs

Firat to present new quataiions for building new canteen
Adrian to propose changes to staff newsletter
AOB

= N =

T —y
SO

T g g T
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:!i'_l..‘..'_?'ﬁ’ Further interactive writing practice and model business documents on the DVD-ROM 6.5 Wiriting

Writing action minutes

& 2:19 Action minutes give a short summary of what was discussed, and who will do what at

which time. Listen to the meeting and fill in the action minutes of the meeting,

Minutes of team meeting

Date: 4 September Present: Cristina, Firat, Lena and Adrian ‘

Time: 3.30pm Absent: Birgit z

Venue: Main conference room Minute taker: 1} :

Action steps . Who? When?

Point 1 Matters arising - staff

not happy about hot desking 2) Lena 3 g

Point 2 Quotations for new canteen | 4) 5) Next meeting 5

i

. Write a proposal of pros and cons . ,

Point 3 Changes to staff newsletter | %~ quarterly newslettar Adrian 6) !
Point 4 AQE - Christmas party n______ B 9)

Next Meeting: 10}
Venue: Main conference room

it R N BT I 0 gt

Reporting

B it B Ty e SRS E R

Sentences 1-8 report what somebody said. Sentences a)-h} are what the person said. In each

group of four match the sentences with similar meanings.

1 She disagreed with the idea.

1

a) ‘Let’s discuss this issue at the next meeting.

2 She suggested discussing the issue at the b} ‘T can have the report ready by 8 of

following meeting.

September.’

3 He recommended the Thompson proposal. c) ‘I believe the Thompson proposal is the
4 She promised to finish the report by &" better one.’

of September.

d) ‘I'm not in favour of that idea.’

5 She wondered if the Christmas party * ) ‘The company newsletter needs a lot of

could be held in the canteen.

time and energy.’

6 She warned that we had a problem with f)y ‘We all agree with the Thompson proposal.’

the atmosphere at worlk.

g) ‘The atmosphere at worlk is bad and getiing

7 He pointed out how much work went worse.”

into the company newsletter.

h} “Would it be possible to hold the Christmas

8 We approved the Thompson proposal. party in the new canteen?’

Adprian,

Writing

Turn to page 113 and read the full minutes from the meeting between Cristina Firat, Lena and

i Worl with a partner. Look at the notes taken from the follow-up meeting with Firat, Lena and

Adrian and write up full minutes,

Agenda

Date: 11 September
Time: 15,30
Venue: Main conference rocm

-

Matters arising L
2 Lena to present report on hot desking and -
make a proposal - oo
3 Firat to'present schedule for cantegn

building work L
4 Adrian to make proposal for quarter]
newsletter
Team to approve
5 Lena to report an Christmas party-

y e B RN .
T ko '<*' g S et et ey B R e

Yot deskﬁi».»:cd» varyy unpopular . Staff dewotivated, Not
raaEEH netescary, Probfem cas be solved b swodier
desks +or everuone, Some extra aoct ngﬂmg .

Put up 'a"&m,pamr'tﬁ- tewut For camteesn | November. Problem
- swall dighnaee to wali in gpes. Clear out 'fli'f“}'i--ngf;
of canteen 2-6 November. E'Mifdidta worg, - 20
Novewber. Opes new canteen 25 Novesmber,
Buarterly newsletter - prog - fese fime-consiming.
More wews Fo repert 5o more interesting. Less cos-p.
Cong - wot so up-to-date. Proposal - 8'“51;*'?'&1‘:@'3»
vewsletter. Temn approved fhis.

Hew conteen gpens an 258 November, Enougl, buffer
time if problews aeenr, Chrishmas Pnr-hg 1 Hew
confeen.

TheBusiness

VL



Lesson 15: THE ORGANIZATION.

6.5. Writing: Agendes and action minutes

6.6. Case study: Soup kitchen vs Gourment to go.

Review 3-4

Objectives: After this lesson, students will be able to

e explain what an agenda and meeting minutes are and why they are useful.

e identify the key components of agendas and meeting minutes.

e indicate strengths and weaknesses of sample agenda items and meeting minutes.

e prepare a set of meeting minutes.

Lesson Analysis: This lesson includes a combination of activities (compare and contrast, hands-
on activities, large group discussion, small-group discussion, etc.) to appeal to different learning
styles. It also covers a topic (meetings and meeting minutes) that is highly applicable to students’
routines, and it teaches them a measureable skill (how to write meeting minutes) that they can
use right away.

Level: Intermediate +

Vocabulary: Agenda (write on board): 1. Before a meeting — agendas

2. During a meeting — using agendas. 3. After a meeting — minutes

4. Hold a small group meeting 5. Homework - meeting minutes

Discussion: Show slide two and define the term meeting. A meeting takes place when people
come together (whether for work, clubs, sports, school, volunteer organizations, etc.) for a
purpose. Discussion questions to the class: 1. What was the last meeting that you attended?
2. What made that meeting satisfying/unsatisfying? e Let students discuss the questions briefly
with a partner before sharing their answers with the group. Student answers will likely include
problems such as no set time frame for the meeting, no agenda or plan, lack of participation, etc.
Highlight these answers since they connect with the larger points covered in this lesson. e

Scan reading: Read the article on the importance of agendas for effective meetings. What
information can you find on an agenda

Writing action minutes: Action minutes give a short summary of what was discussed, and who
will do what at which time. Listen to the meeting and fill in the action minutes of the meeting.
Writing: Work with a partner. Look at the notes taken from the follow-up meeting with Firat,
Lena and Adrian and write up full minutes.

Discussion: You and your partner want to start up your own business and you need money from
the bank. Think of four questions the bank might ask you about your new business.

Homework: Writing a business plan: Brainstorm a business you would like to start in the food

industry. Now write a business plan. Use the table in 2 to help you.



3
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Discussion

2 You and your partner want to start up your own business and you need money from the
bank. Think of four questions the banlk might ask you about your new business.

Listening for gist

B3 ™ so5n Listen to Cristiana Vatland, a business expert, explaining what a business plan is.
Add the items which are necessary for a business plan.

ltems Questions
Personal details a
1 Where is i{? Is it a partnership or sole trader?
Mission statement b
2 What specifically will the company do?
Preduct description 4
3 Where and how will you make the product? What
' equipment do you need?
Staif d
4 How much money do you need to start ug the business?

What is your estimated profit and loss account?




j Further interactive problem-solving on the DVD-ROM 6.6 Case siudy

Listening for detail
Listen to Cristiana again and complete the table with the questions about each item.

Maich the expressions from the listening with the correct definition.

1 cash flow forecast

2 mission statement

3 target group

4 profit and loss account
5 return on investment

a) the people you want to sell your product to

b) accounts which show income and expenditure

¢) estimate of how much money comes into the company from sales, and how much is spent
d) the money you expect to get back on the amount you invested

e) definition of why company exists

“Wark With'a partner.’
- 'S@arch for the:missi
-statements of weli-
© known companiés,’ -

What do the statements:
: tell you about the
r:r:ompame_r,7

Reading
Read the business plans below and answer the questions.

1 What do you think the main differences are between the two business plans?
2  Which company do you think is more lileely o succeed? Why?

1 Owner: Tim O'Conner, Date of birth: 2.04.82. B.A. Business Admlnlstratlon Diploma in Hotel and

- Catering. Five years’ experience working as head waiter in five star hotel, e :

2 Gourmet to Go. Sole trader. Company offices are located on MISSOUI‘I Bou!evard thtle Rock Arkansas, .
close to the business park. S

3  Mission statement: we make hlgh—class, gourmet dlnner party food usmg mgredlents from all over the ;
world to suit our customers demands You send your order to us and we deliver all of the food to your
event, '

4 Objectives: to cater for an average of 50 business functions a week at mid- mormng and Iunch trrne

5 Product description: Our USP is that we make customised Iunches for companies and corporate events
We use fresh ingredients flown in from all over the world and so can cater for any tastes or needs.

6 Production: Large kitchen of owner's own house eqmpped W|th necessary Work surfaces and cooklng

. utensils. e :
7 Staff:'three part-time members of staff One full tlrne
8 Finance: Start-up capital - $50 000. Bank loan necessary $100, 000

L B R
e MW"Q-«W“‘"‘* »,—mwmg« co

B TP N .y '_w B i T w”***“”’“wﬂ"f““www-- i "&«Mﬁe‘?"
SO'UP KITCHE_N_-----'
1 Owner: Nancy Macfadden. Date of bn'th 4 09. 50 5 Pmduct descr:ptmn our USPls to malce Pt
Full-limé motlier and grandmother. . wholesome soups using onily seasonal; local
2 Soup Kitchen. Sole trader. Company located in- -+ produce in-an environmentally fnendly way: We
- downtown Little Rock, close to the uruver51ty and ! alsouse bmclwmdable pots S0 that no waste s
central shopping area. . : . produced. ;
3 Mission statement: we aim to make he althy soups 6 Production: share kltchen fac;htles of Queen Hotel
using organic only ingredients at low cost. All of " in Arkansas. : R
the produce is locally-produced too, -0 77 7 Stafff one full- t!me IR
‘4 Objective; td sell an average ot 100 pute of soup 8 Finance: start-up capltal 42, 000 Bank loan :
. throughout the day T EREY - necessary 15,000 . A
[ e B . : s g 'mmhﬂ.-;.w;ﬁ. ‘;%@:’.;;‘;&w“xwww‘@ ”‘“’“"*""'"'“&We S
[ e SENTE RS S LRSS i s e LTI

R e o

Writing a business plan

Worlk in small groups. Brainstorm a business you would like to start in the food industry.
Now write a business plan. Use the table in 2 to help you. When you have finished, present your
business plan to the other groups who are all potential investors, Be prepared to answer any
questions they may have.
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Use the words in the box to complete these phrases
from the article on page 39.

be a growing
receive a on eBay

a lot of money

branded sports clothes
a commercial

an audience

start a campaign

fulfil (= reach/achieve) a

spend large of money
attract people’s

1
2
3
4
]
6
7
8
9
0

i

Fill in the missing letters in these words related to
buying and selling.

1 A salesperson who knows a lot about their products is
very knowl____able,

2 A salesperson who you can trust is trustw____¥y.

3 A salesperson who is good at making the customer
believe in the product is pers___ive.

4 A salesperson who makes small talk isch___v.

5

A car which doesn’t cost much money to run is

econ____al.
6 Prices that are as low as similar products made by
rivals are comp____ive.

7 If you borrow money to buy a product, and then you
pay it back over time with no extra charge, you have
anint____t-freel __n.

8 If something is worth the price, then it is good
v___ef _-money.

9 If there is a reduction in the price of a product, then

there is a dis____t on the product.

An informal expression for ‘the current price’ of

something is the ‘go___-r__e’.

Fill in the gaps with words from the box.

1 If many customers are happy with the product, then

there is a high level of customer

2 If a company wants to encourage a customer to buy
something, they offer an

3 It is useful to have a detailed description of a typical
customer: the of the customer.

4 A customer program is aimed at trying to keep
existing customers.

5 If the customer keeps buying the same product, they
show to the brand.

Complete the dialogue using a comparative or
superlative form of the adjective in brackets. Extra words
lile the/than/niore/ less/most/least will also be needed.

A: I need to do a round-irip from Frankfurt to Paris next
weel. I'm thinking of taking my car.

B: Surely the train would be * (comfortable) your
car. And maybe * {(cheap) as well, when you
think about the petrol.

A: The cost doesn’t matter - the company is paying. The
main thing is time and convenience. I need to go by
3 (fast) possible means of transport, and I have to
travel from one meeting to the next in Paris.

B: Well then, why not fly? And use taxis for moving
around the city? It will be much * (stressful) your
car — you won't have to worry about finding the right
addresses. .

A: That's true, Paris is one of * (difficult) cities
I know for driving. I want to be relaxed and able to
concentrate in the meetings.

B: Okay, so the® {(good) option might be to take the
TGV train - the journey time is under four hours — and
then use taxis locally. That would be 7 (stressful)
option of all.

A: Yes, that’s not a bad idea.

Complete this dialogue by writing questions. Look
carefully at the answer, including the form of the verb.

A Where! ?

B: I live in Budapest.

A: How long? there?

B: I've been there for over ten years.

Al happy there?

B: Yes Iam, but I'm going to move soon,

A: Where ¢ move to?

B: I'm going to move to Vienna.

A: And why? that decision?

B: 1 made that decision because there's more work in
Vienna.

A: Are you sure? Who © that?

B: My friend told me. He warks there now.

Match the beginning to the end of the phrase to make
expressions used in negotiating.

1 Okay. Itsa suggest something,
2 That’s out of the condition that ...
3 I'dlike to deal.

4 Canyou go question.

5 I’d only pay that price on half way.

6 If [ understand you along with that?

7 Ican meet you correctly ...

Now write the phrase number 1-7 from exercise 6 next
to its use below.

Making proposals [ Malking concessions []
Bargaining Asking for agreement [
Accepting ] Clarifying L]
Rejecting ]

Male collocations used in negotiating by matching an
item on the left with une on the right.

1 trade price

2 lead \ of payment
3 pross discount

4 terms VAT

5 payment within time

6 inclusive of 30 days

B2
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Fill in the missing letters in these words. They all
appeared in the article on page 71.

1 Ifan entrepreneur sees an opportunity to produce
something that is not yet available, then they spot a
e m_____

2 An entrepreneur stdrts a business by investing their own
capital: this is the e___ty in the business.

3 Enfrepreneurs hater__ t___ — documents, rules or
processes that cause delays.

4 Money that you pay to a lawyer is called your
I__If s

5 The part of a job that involves keeping records and
writing reports is called the pap____rk

6 Every year a company has to show its trading results in
itsann___ acc____s.

7 Another word for the *head office’ of a company is its
‘headqu_____ 5.

8 The amount of money that the owner of a company
might lose if it goes bankrupt is their lia___ity.

£=4 Male collocations by matching an ftem on the left with
an item on the right.

1 set &) in agreement about something
2 make b) of paperwork
3 put ¢} up a business
4 be d) into trouble when things go wrong
5 run e) capital into a business
6 doalot f} a decision / a mistake
7 buy g) long hours
8 raise h) shares in a public company
9 lose 1) boss
10 vote i) capital in order to expand
11 beyourown k) atthe AGM
12 work ) money if the share price falls

Look at the actual words spoken, then write them
usmg reported speech.

1 “Iam tired”
She said that she

2 “We will open a factory in Poland next year”
He explained that they

3 “We have a subsidiary in China”
She mentioned that they

4 “The company is doing very well”
He said the company

5 “Arrive at the meeting on time!”
She said that I

6 “Don't agree to anything specific”
He said that we

Complete each sentence with one word from the left
column and one from the right.

cope after
give away
give for
look into
look through
put up

set up

run with

Can you me to customer services,
please?

When the baby is born I will stay at home for a year or
soto it.

You have so much work! How do you it
all?

Keep on trying! You can do it! Don't
now!

We sell a lot of goods to other companies, but we

sometimes trouble when we don’t get
paid on time.
It's a new company. She it just two years

ago but it’s already making a profit.
This instruction manual is so complicated. When 1
the information I need I can never find

it.
‘We have 1000 free samples to at the
trade fair.

The phrases below can be used during a meeting. But

the words in bold are in the wrong sentences. Put them
back into the correct place.

e B T I un ST b I

[#2]

1
2

3
4
5
6

If I could just finish what 1 was running.

I'd like to get back here,

Please like me to finish.

Could we come in to the first point?

Can I ask you to be track?

Time is saying short.

That’s an interesting point which I'd allow {0 come
bacl to later.

Can we get back on brief?

Look back at the sentences in exercise 5. Find:

One used to interrupt politely. ]

Two used to reject an interruption and continue
speaking. [_][]

One used to block discussion of a point temporarily. [ ]
One used to return to a previous point. [_]

One used when the discussion is not relevant., [ ]

Two used when there is little time remaining for the

meeting. ][]

Match the reporting verbs a-h with their meanings 1-8

below.

U RN~ o g

-

She disagreed with ... ¢ She recommended ...
He suggested that .... d He promised that ...
8

She wondered if ... She pointed out that
He warned that ....., h Heapproved ...

say that you will definitely do something [_]
have a different opinion to someone else [_]
offer an idea for other people to consider{ ]
advise that something should happen [_]

tell someone something they had not noticed [_]

think about something because you want to know more
facts, or are worried [

give official permission for something [

tell people about a possible problem, so that they can
avoid it[]

The Business
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Lesson 16: THE STOCK MARKETS.
7.1. About business: Keep it in the family.
7.2. Vocabulary: Dealing with figures.
7.3. Grammar: Will/won’t, be going to and first conditional.

Objectives: Lessons and worksheets for teaching, learning, and understanding basic investing
and financial concepts. This category includes personal finance, money
management, and investment educational resources.

Teach and learn stocks, the stock market, investing, savings accounts, bonds, and
basic economics. Material also may be used to improve real-world math skills.

Level: Intermediate +

Discussion: You and your partner own a small company and need money for a project. What do

you think are the pros and cons of borrowing money from:

1 family and friends 2 your bank 3 a venture capital group?

Listening and note-taking: John and Gunter are discussing different ways of raising large

amounts of money. Listen to the conversation and make notes of the advantages and

disadvantages each way.

Vocabulary: You are going to read an article about the Bertelsmann group. Before you read,

match a word or phrase on the left with a definition.

1 to establish a) something that is necessary or that a rule says you must do

2 unlisted public company b) to start a company

3 requirement c) a statement showing the assets, liabilities, income and expenses

that the parent company and its subsidiaries have

4 consolidated d) The snares of this company cannot be bought or sold on the
financial reports stock exchange

5 considerable e) buying something from the person you previously sold it to

6 stake f) the part a business you own because you have invested in it

7 IPO g) the first time a company's shares are offered on the stock exchange
8 buyback h) large in size

Reading for gist: Read the article opposite about Bertelsmann' Find answers to the questions.
1 What kind of company is Bertelsmann? 2What kind of company is Group Bruxelles Lambert?
Discussion: Work with a partner Decide which headline: a) is good news for young consumers
b) means goods and services have become more expensive c¢) means there are fewer jobs

d) means that people will have less money to spend in future

e) is bad news if you have invested in companies like Adobe or Dell

) will affect the plastics industry and make their products more expensive.



Discussion

You and your partner own a small company and need money for a project. What do you
think are the pros and cons of borrowing money from:

1 family and friends
2 yourbank
3 aventure capital group?

Listening and note-taking

& 2:21-2:23 John and Gunter are discussing different ways of raising large amounts of
money. Listen to the conversation and make notes of the advantages and disadvantages of
i each way.

sl Advantages ' Disadvantages
Bankfoan . 1.0 T £

 Venture capital .

rnote abaut
Jhy.companies

Shares G

Vocabulary

. You are going to read an article about the Bertelsmann group. Before you read, maich a
word or phrase on the left with a definition.

1 to establish a) something that is necessary, or that a rule says you must do

2 unlisted public bj to start a company
company c} astatement showing the assets, liabilities, income and

3 requirement expenses that the parent company and its subsidiaries have

4 consolidated d) the shares of this company cannot be bought or sold on the
financial reports stock exchange

5 considerable e) buying something from the person you previously sold it to

6 stake f) the part of a husiness you own because you have invested in it

7 PO g) the first time a company’s shares are offered on the stock

8 buyback exchange

h) large in size

Reading for gist
Read the article opposite about Bertelsmann,

Find answers to the questions.

1 What kind of company is Bertelsmann?
2  What kind of company is Groupe Bruxelles Lambert?
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7.1 About business

world's largest media company. It
operates in 63 countries worldwide
and employs over 78,000 workers.

billion. It owns or has major holdings
in companies involved in book and -

' recording, online services and other
1 multimedia activities. : s
Bertelsmann was established i - o
Giitersloh, Germany in 1835 by
the printer and bookseller Carl -
Bertelsrhan. In 1887 the company. *
15 passed from Carl Bertelsmann’s son .
Heinrich to his son-in-law, Johannes. -
Moh. It has stayed in the hands of the
Mohn family ever since.
Bertelsmann became an AG (a
2 German public limited company) in
1971, but instead of offering shares to
the public on the stock exchange, the
Mohns decided to keep all the slnres

Reading for detail

THE BERTELSMANN GROUP is the -

5 In 2005 its turnover was almost €18

magazine publishing, film and music .

Bertelsmann isr ‘now
.€4.5 hillion poorer

. themselves and to become an unlisted
public company. .

Why? Normaily the only reason. -

* for a company to form an AG is to -

u raise capital to finance new projei:ts or -
ideas. However this also weakens the
power of the original owners because
the shareholders then wart the- -
company to represent their interests.

" 5 Moreover a company that is listed on

the stock exchange also has to meet
a lot of other requirements, such as
publishing its consolidated financial
reports every three months. Meetmg

' these requirements ¢an cost'a company

several million euros a year. .

On the other hand one considerable
advantage of being an AG is that you
can take over other companies without

s it costing you a single cent. Al you
need to do is to offer the owners some
of your shares in return for some Df
theirs. :

This is exactly what Bertelsmann did:

" s when they took over Groupe Bruxelles

Lambert, a financial group, in 2001.
They offered the owner, Albert Frére, a
25% stake in the Bertelsmann AG withi
an opton to sell those shares on the

s stock exchange later.

In 2005, Frére announced that
he wanted to do just that. This left
the Mohn family with only two ©
choices — they could either buy back
s Frére’s share of Bertelsmann to keep
everything in the family or let Frére do
an IPO {nitial Public Offering) and risk
having outside shareholders.
The Mohns decided on the buyback
s option. They offered Frére €4.5 billion
for his share of Bertelsmann AG and
Frére accepted.
As a result, the Berte]smmn Group
is now €4.5 billion poorer and may.. . .
# have to sell its 50% stake in Sony,
BMG Music Entertainment, one of the
world’s largest and most successful - -
- music publishers, to fmance the

o buyback

Waork with a partner and mark these sentences T (true) or F (false).

Bertelsmann was established in 1835 and started producing films and records. [_]

When the company went public in 1971, it did not offer its shares an the stock exchange [
The company is not listed on any stock exchange, [

It can cost a company millions of euros every year to meet a stock exchange’s requirements. [_]
The only way to talke over a successful company is to offer the owners a lot of money, []

The owners of Bertelsmann paid €4.5 billion to stop the company from heing listed on the
stock exchange. [_]

1
2
3
4
5
6

Discussion

Work in small groups. Were the Mohns right to pay so much money to buy the shares back?
Why? Why not?

The Business
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Saying numbers
Can you say the following numbers?

5th d tin4
2/3 g 13-17 years
c £199,184 [ 156,000,000 m? i

g 0.08 i 7.71%
h 6,000,000 days

550L3

o R

Complete the sentences using the numbers in 1.

1 Approximately 67%, or , of all start-up companies fail within the first five years.
2 In ayear the chances of becoming a victim of viruses, spyware or phishing are about
. The cost to business is estimated to be several hillion dollars a year.

3 The average UK household consumes ahout of tap water a year and can expect to
receive a water bill of about £440. That works out at p per litre,

4 According to research, stress s respotisible for lost anrtually in the UK

5 The average price of a house in the Ul is - that’s up by over last year.

6 The new economic city of Hail in Saudi Arabia will have an area of and house
some 80,000 people.

7 The Republicans voted against increasing the minimum wage for the
than a maonth.

8 The average lifespan of a car in the U has been estimated as between
Commission for Integrated Transport.

time in less

by the

Listening for detail

- The Federal Reserve ann’ouhc“éd. it would ﬁrnp st

" ']a[")an"esé industri'a] production increased slightly

~leey interest rate by (1) - ‘to(2) - This. ¢ by (9). - and unemployment fell by

 is the second drop in interest rates in the lastsix~ &« (10 te 2, 890, 000 last year. The yeri remams
‘months. Productivity grew by (3)_ R U strongat (11) yen to the dollar. Bank

- in the third quarter, compared with (4)____ in- .. lending rose by 2.4"u in the year to April, the

the first six months, Employers reported (5)_.
new jobs had been created in July. . .

- fastest increase in the last (12) years, -

A e b e BT e g

B U

e

: Ge.rinany"s job growth was- stronger than expected -'}obs in the service 1ndustry rose to (13) _last
© {n March. Unemploynient fell by (6)- to.. - _ year while jobs in manufacturing fell by"
4,370,000, Its trade surphis grew again in the first (14) . The National Statistical Office

quarter to (7)____. up 0.4% over the previous
quarter. The German car industry reported that
a record (8) vehicles were exported in the
first three months. ' :

T R g g St I B e b

reported that the number of jobs paid helow the:
.. national minimum wage has increased to approx.
©(15),.__ . Tt also réported that (16) jobs,
3.2% held by thase aged {17). were paid
below (18)__ an hour.

B o SR i T

=124
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(& Lhiua) Further interactive vocabulary practice on the DVD-ROM

K current ecori

o fmd out’ more ahout
T new developments in
: t__he_ world_of

5 MOUSE

Search fur the keywords “

Describing trends

direction of the trend.

% INFLATION - ) 'Exchange rates.

01I p!‘!GBS " INCREASES BY

. between the dollar -
- 5% INLAST12 - | and pound fluctuate
Shﬂﬂt “p @ . MONTHS. .. . Cwildly.

S & s B

e P e )

e

ré»

Proflts in the
- IT industry fall
e 'dramajtiCa]Iy.-' .

FIGURE UP-

3

PRICES

j‘-j: jannounces ¢
REMAIN | massive tax shght dmp LR “of huge rise in
STABLE. : GISEE Ly AL prnflt b nuclear WaSte

e . . - N s e L
S b s T S

|scu55|on Oh my :

a) is good news for young consumers

b) means goods and services have become more expensive

¢) means there are fewer jobs

d) means that people will have less money to spend in
future

e) is bad news if you have invested in companies like
Adobe or Dell

f} will affect the plastics industry and make thelr products
more expensive.

omic trends ;

business.

Adverbs and adjectives

Read the extracts below from economic reports.
Do the underlined adverbs and adjectives in the extracts
describe:

a big change? (A) a sudden or fast change? {C)
a small change? (B)  aslow change? (D)

You may need to use more than one letter.

v UNEMPLOYMENT - &3} Commercial TV -

- .- i stations dnnoiince
SIGNIFICANTLY La 20% decline i int :
OVER LAST YEAR - advertlsmg revenues. .

“W“Ww-w.w& m—m

“ Intel annnunces ﬁMlmsterg warn. i

ity 'WW S A,“_'&,_-l‘_,,,,{ e e T e e S i O e

Look at the newspaper headlines below describing trends and draw an arrow to show the

VI'HNO, it’s thé.

Worlk with a partner. Decide which headline: goodness! Is share price of the
that the patient’s company he owns.
blood pressure? He's feeling much

better now!

Trend

1 Unemployment in Germany has fallen slightly over the past 12 months. Band b
2 The overall cost for information technology shows a gradual decrease each year.
3 There has been a considerable rise in sales of smatler, more economical cars in the last year.
4 The share price fell dramatically after PGT announced it was planning to close its factory in China.
5 The market for consumer electronics designed for ‘older’ people will grow steadily over the next

few years.
6 The company has grown rapidly over the last five years. Profits are expected to be up 30% on last year.
7 The European Central Bank has said it is thinking of increasing its key fending rate fractionally in the

autumn,

Wages and salaries in the Indian IT industry have risen guijckly in the last few years

Discussion

are positive or negative for.
1 2 3 4 5 6 7 8

Look at the extracts above. Are the trends P (positive) or N (negative)? Think about who they

The Business
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Complete the dialogues below with 'If (= will} or won’t {= will not).

1 G Right then, Luigi, I'd like to know why you dont think wae (1) be
able to sell our pizzas in Italy. ! thought ltalians liked pizzas!

Luigi:  Well, JG | think the name's wrong. }G's Spity Pizza Grandy isn‘t Italian
and | don't think the name (2) appeal to italian consumers.

1G: 0K, so we change the name. No problem!

Luigi:  That's a good idea, JG, but 1 think we (3) still have a problem.
ltalians don't seem to like curry flavour pizzas!

2 Antonio: OK everyone, I'd like to hear your thoughts on the idea of taking over
RGB. Sheila.

Sheila:  Hmm... ] think it's a bit risky, Antonio. it {4) be cheap. it could
cost us between €2,500,000 and €3,200,000 to get a majority stake in
RGB. That’s a lot of money.

Peter:  Yes, Sheila, but RGB is an established company and if we can afford
that, we (5) have a company that has over 357,000 customers, a
turnover of €28,000,000 and a really good name,

Tam: Yes, but we (6} alsa have to invest about another €800,800 in
RGB. The management hasn't done anything for the last five years

3 Manuel: So, Jean, you think shares in the tourist industry (7) fall.

Jean:  Yep, that's right Manuel, unemployment is up again and that means a
lot more people (8) he able to afford a holiday. Fuel prices are up
s flights (9} be more expensive... and these reports about more
terrorist attacks {10} help.

Manuel: OK, so a lot of people (11) want to travel abroad, but what
about our local tourist Industry?

l—

Test yourself: be going to

12_of the UK's 23

| Ghi"ﬁa"*tn start
expmtmg cars
to Eumpe

Joma raomiyrer

':Eaar__@@wer @ﬁmmﬁ

i i,

“W"‘wm A I oy

ONE WORKER FOR THREE PENSIONERS BY 20’75

. oo i g .‘“\M‘"“f‘m - w~~'
nm;--?_‘ Tt u PRI ”vmmxnuym.m ..,-h-w“vn..k»«!m,\ — m«aw.‘mw@“ iy i

\We asked people on the street what they thought about these trends. What have they
decided to do? Complete the sentences below with the correct form of be going to.

A S e

i

Well, I'm worried about the effect this will have on jobs in Europe. A lot of my
friends have jobs that are connected with the car industry. | {1} buy a
Chinese car even if they are a lot cheaper,

If fewer and fewer people with jebs have ta pay for mare and more pensioners,
the government will have to increase taxes or cut pensions. My wife and |

{2) look into private pension schemes ~ | think that's the only thing we can
do if we want to have enough money to live on later.

If electricity prices go up, what (3) do? What can | do? Nothing much -
except buy a few energy saving lights. I'm certainly (4) install solar panels,
they cost too much.




H Turther interactive grammar practice on the DVD-ROM 7.3 Grammar

Search for the keywords
. what will happen toiecil
- read more about’ ‘what
" ‘people think the future ]
~will hold: Make a note: .
of three ideas that you |
~ think 'will happen and
three that you thmk
“won't happen,

Test yourself: First conditional

£8 Match the beginning on the left with the correct ending on the right.

1 Ifyou buy a dozen, a} unless we increase the size of the order.

2  Unless you drop your price by at b) if you want us to print your logo on
least 5% them.

3 They won't offer us a bigger discount ¢} I'm afraid we will have to reconsider your

order.

4 Wl cost another €150, d) we'll give you one pair free.

5 OK, we'li replace the parts for free, e) they waon't be prepared to seil their

6 If you buy this car now, shares to you.

7  We will have to look for another f} if you can't deliver sooner than that.
supplier, g) if you bring the car to us immediately.

8 Unless you are willing to offer h) 1'll throw in air-conditioning, winter
them at least €5 million tyres and a CD player.

Discussion

Work with a partner. Look at the topics below and discuss your options.

An old aunt of yours has died and left you a luxury villa in the Bahamas.

You are hoth unemployed and want to set up a company together.

You are planning a four-weelk holiday to the USA.

You have been asked to organize a one-day festival/event for teenagers in your area.

You are going to live on a desert island for three months. Decide what to take with you.

You run an organization which helps families wha live in poor parts of the world. You have a
monthly budget of €10,000 for a new project.

1
2
3
4
5
6

=1 Work with a partner. Read these extracts from reports and answer the questions below using
the first conditional.

China’s carmakers plan to increase production by over 500% in the next ten years
and have also announced that they will open new plants in Fastern Europe. .

PP e R - . B i o i iy T
T g . T o g B ey e d d

What do you think will happen to:
a) European carmakers? If more Chinese cars gre produced. ..

b) steel prices?
¢) CO,emissions?

' The British government has announced that it plans to clase 12 of Britain's 23 nuclc_ar
power plants over the next ten years. UK power plants currently generate a ﬁfth of -
the country ] electrlmty : :

o B,

B PSRN, o » B g g S s T

What do you think will happen to:

a) UK electricity prices?
b) the share price of alternative energy companies?
¢) manufacturing costs in the UK?

Over 25% of the German populaﬁon is older than 60 and this figuré is expected to
grow significantly in the next 20-30 years, Some prO}ULtmns show that by 2075 there
will be one worker for every three pensmners o

R P L L oo c. y e s, g e P LI
e |t St e e S * S

AT [, L e T .
g TS

What do you think will happen to:

a) wages and salaries in Germany?
b} povernment spending?
¢) immigration to Germany?

i
H
i
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Lesson 17: THE STOCK MARKETS.

7.4. Speaking: Negotiations — making offers, agreeing deadlines.

7.5. Writing: Describing figures.

7.6. Case study: Trading stocks.
Objectives: to rise background information and an activity allows students to get familiar with

the market. Additional activities and related lessons are provided for further study.
- To get information marketers segmentation to identify the needs and wants of
consumers, and ways of doing this: age, social class, family size, family lifecycle

Level: Intermediate +
Negotiation: Work with a partner to negotiate the following situation. Student B turn to page
114. Student A read below You would like to order some gifts with your company’s logo on
them for an important trade fair which will take place in 30 days' time.
Discussion: Look at the line graph below what does it show? what other types of graphs and
charts do you know?
Discussion: In small groups, discuss the questions about shares.
1 What are the advantages and disadvantages of investing in shares?
2 Are there any types of company you would not want to have shares in?
3 Would you prefer to invest money in: a) shares that are risky. i'‘e. you could make or lose a lot
of money? b) 'safer' shares of large, well-known companies (blue-chip companies)?
¢) bonds that guarantee fixed interest rates? d) a mixture of all of the above? why/why not?
Reading for detail: Read the information about the five companies and add any other
opportunities or treats they mention to the table above.
Market segmentation: Marketers need market segmentation to identify the needs and wants of
consumers. There are many ways of doing this: age, social class, family size, family lifecycle,
and so on.
Negotiating: shares in the five companies are currently worth € 1oo each' You have € 5,000 to
spend on shares. Decide with a partner which companies you are going to invest in.
Listening: Now listen to an economic report and decide whether you would like to swap any of
the shares you have for other shares. Think to other pairs and try to exchange shares.
Listen to a second report and decide whether you would like to make any further swaps.
Listen to an interview with stock market analyst Sarah Johnson and find out how much your
shares are worth and why.
Homework: search for the keywords green technology to find out how companies are making

profits from selling environmentally friendly products.



Constrastive stress

| & 228 Listen to the recording and underline the words that are stressed.

a) Idon't think their turnover will fall, :
b) T don't think their turnover will fall.

a) 1told you to buy more shares in UPS if they went above US$ 70,

b) 1teld you to buy more shares in UPS if they went abave USS 70.

a} The share price hasn't gone up much yet.

b) The share price hasn’t gone up much yet.

a) 1think profits in the telecom industry will fall this year.

b) I think profits in the telecom industry will fall this year.

Now listen again and practise saying the sentences.

1
2
3
4

4

| Which of the sentences above means;

I don’t think their turnover will fall. T know it will fall.

I told you to buy more shares in UPS if they went above US$ 70. Not sell them.

The share price hasn't gone up much yet. But it soon wilL

I think profits in the telecom industry will fall this year. But you may not agree with me.

| Read the sentences below with the correct word siressed.

a) Sorry, bui [ ordered a glass of red wine (not white wine).

b) Sorry, but I ordered a glass of red wine (not a whole bottle).

a) Mario doesn’t want to talk about the problem, Pete (he wants to discuss the solution).

b} Mario doesn’t want to talk about the problem, Pete (Julia is the person who wants to
taik).

a) Idon’t think their turnover will fall (but maybe our turnover will).

b) Tdon't think their turnover will fali (but their profits might fall).

a) Ididn't ask you to finish the report by Friday (Tom asked you).

b) Ididn’t ask you to finish the report by Friday (I asked you to finish the accounts).

& 2:29 Now listen and check.

Listening for detail

] & 2:30 Listen to a negotiation between Antonio and Birgit as they negotiate over the

supply of new parts. Fill in the spaces:

Rirgit: OK, perhaps we should (1)

to business. Well, (2)
_____, Antonio, our new CEO is worried about our costs and he expects me to (3)
cheaper prices with all our suppliers.

Antonio: Cheaper prices! But you're already getting ...

B

A

B

W O rEEEE I

W o

Yes, I know, Antonio, you're selling us the parts at cost and you’ll be giving them away

(4) your prices any more. )
Exactly, Birgit, wages and salaries have gone up, energy prices have gone up ... t?verythmg’s
gone up, but you expect us to drop our prices. It (5) , Birgit! No way!

OK, Antonio. Let’s (6) to prices in a minute and look at some other
possibilities. What are our terms of payment? Six weeks?

Erm, no, eight weeks. Eight weeks is a long time to wait to be paid, Birgit.

Hmm ... well, if we shorten the terms of payment to, (7) , four weeks, will
that help?

Hmm ... yes, maybe a little, but ...

But not enough for you to drop your prices. Right?

Well ...

What about delivery times? If {8) another week or two, will that help?
OF course it helps, Birgit, but your production department always needs the parts ... the
day before yesterday!

OK, Antonio, (9) this idea? If we agree to pay you 3.5% mare for parts
delivered within seven days, 2% for parts delivered within 10 days and 1% if they are
delivered within 14 days, (10} to drop your prices slightly?

OK, maybe we can drop our price by 1%, but only if you pay within 14 days in future,
1.5% Antonio and I think we (11) .

OK, Birgit, if it helps make your new CEO happier, (12) 1.5%, then.
Oh, I'm sure pur CEO will be delighied Antonio. Now, how about lunch?

80
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'“’M Interactive pronunciation practice on the DVD-REOM 7.4 Speaking

1 Can we agree on payment within 30 days? a) I'm afraid we couldn’t agree to that. Our costs have
2 Let's come back to price later. \_ increased by over 3% in the last year,
3 Can you deliver within 14 working days? b} Yes, OK, but only if the price includes the shipping costs.
4 We'd like you to drop your price by 5%. ¢) I'm afraid that's not long enough. We need 28.
d) Yes, that’s a good idea. Perhaps we should look at
delivery times next,
5 So what kind of quantities are we talking about? e} They're covered by the guarantee for the first two years.
6 What about service and mainienance costs? f)y Good! It was great doing business with you.
7 If you pay late, we will charge another 2% for g) Hmim ... 1.5% and I think we have a deal.
every 30 days. h) Well, the first order would only be for 500 units, but if
8 OK, I think we have a deatl. we're happy with the quality ...

gl

to find ot moFe aboul
© Negotiating.:Make
- @ list of five tips te
i remember-when y

- successful negotiations:

Negotiating language
In each set of four match the sentences on the left with the responses on the right.

Negotiation

Work with a partner to negatiate the following situation. Student B turn to page 114. Student
A read below.

You would like to order some gifts with your company’s logo on them for an important trade fair
which will take place in 30 days’ time.

T e

Calculators R £€2,000
Cups . . ' ' €2,000
Key rings . €500

Teddy bears . . €300

£5,300

» The catalogue says that discounts for orders of more than 500 items are negotiable, but it is not
clear if that means 500 items of one product, or the total order.

+ The catalogue price would normally be €5,300. You would like a 10% discount for this order.

« Delivery times are normally 28 days, but you need everything to be delivered in the next 14-21
days. 14 days would be best.

s Payment is normally 10 days, you would like to pay within 28 days.

+ The catalogue says shipping costs are €150 for orders over €1,000, but you would like the order

delivered free.
Try to negotiate a deal that both you and the seller are happy with.
You start. Phone Student B.

When you reach an agreement Student A turn to page 116, Student B turn to page 117, Work out
how good your negotiation skills are.
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Discussion

Look at the line graph below. What does it show? What other types of graphs and charts
do you know?

Apr May Jun

Reading for detail
Read the description of the graph and mark the sentences T (true) or F {false).

- The Norweglan envn'onmental technolo gy company, N Tech ASA had a turbulent year last
© year. The share price stood at US$ 1,13 at the begmmng of Januiary, but fell 51gn1f1cantly in the
first five months and stood at US$ 0.63 in May. There was talk of a takeover bid by one of N
- Tech ASA’s competitors, Paterson, at: the end of February. This proved to. be false however and
* s many spetiilators lost interest in the company and sold their shares: .. 1. .
. At the beginning of ]une, CEQ Fredrik Bergy: announced the closure ofone of the factorles L
-and plans to lay off miore than 1,500 employees at its other plants Investors saw this as a way
“of cutting costs and unpmvmg the productmty As a result of this the share pnee rose to US$
0.89 in July:
- The rise was u.horl lived. In August N Tech announced it had lost a US$150 ml]hun r_'cmtract .
with the Department for Environment, Food and Rural Affairs and its share price plurnmeted _
" to US$ 0.48. Asa result more ]ob cuts Were announced in September and the share pnce rose
slightly to USS$ 0.56. SRR .
o In the last quarter the share price Tose dramatmally from US$ Q. 70 to USEB 1 15 ThlS ‘was due E
 to the anniouncement of a massive order for their methane gas-fired power s stations from China =
- - and the resiguation of Fredrik Berg who was replaced by top industrialist Matilda Inge.. 1 7107 ¢

1 The share price rose slightly at the end of February because of speculation that one of N

Tech's competitors wanted to buy the company. [

When N Tech announced job cuts in June, the share price fell. [ ]

3 When the company lost the contract with the Department for Environment, Food and
Rural Affairs its share price shot up. [_]

4 Fredrik Berg’s resignation had a positive effect on the company’s share price, [}

A8 ]
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PEEY Further interactive writing practice and model business documents on the DVD-ROM 7.5 Writing

Causes and effects
E2 Match the effects on the left with a cause on the right.

EFFECT CAUSE
.1 Sales of soft drinks increased by 22% last month &) as a result of the stronger euro.
-2 EU exports to the USA fell slightly last month b} due to a strike at the Toulouse plant.
3 Production fell by 150,000 units to 700,000 in June ¢} because of shortages in the supply of cil.
4 Heating costs rose by 10% in the last quarter d) because of a heat wave.
-5 House prices went up slightly last month e) as a result of increasing competition and Internet telephony.
-6 Telecom's profits fell by 18.4% last year f) duetothe fall in interest rates.

2.5 Complete these sentences with your own ideas. Use because of, due to oras a result of + a
noun to explain the cause.

1 Sales of film cameras have fallen dramatically since the 1990s...

2 The number of smokers in the EU has dropped by over 6% in the last 10 years...
3 Sales of convenience foods and ready meals have been growing steadily. ..

4  Share prices in the airfine industry fell significantly last weel,..

Describing figures

Work with a partner. You are going to write two halves of a short report describing the share
price of W.B. Rexford over the last year. This company manufactures outdoor clothing.

Student A read below. Student B turn to page 114

Write a report describing January to June. Use the graph below. Include a description of the trend
(it fell from... to..., it fell by... to...} and a reason for the trend (bad weather, a strike, etc). Invent
these reasons.

When you finish, swap reparts with your partner and read about the other half of the year. Discuss
together what actions the management could have talken at key moments.

The Businass
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Discussion

In small groups, discuss the questions about shares.

What are the advantages and disadvantages of investing in shares? }
Are there any types of company you would not want to have shares in?

Would you prefer to invest money in:

a} shares that are risky - i.e. you could make or lose a lot of money?

b) ‘safer’ shares of large, well-known companies (blue-chip companies)?

¢) bonds that guarantee fixed interest rates?

d) a mixture of all of the above? Why/why not?

1
2
3

Work with a partner. Lool at the companies below.

CanGas Corp. - a Canadian Gas Company

Cyberchip Plc - a British computer chip manufacturer

Zero Emission Cars - a German producer of electric vehicles

Feijdc Pretos SA - a Brazilian coffee producer

Genezap Inc. - a US biotech company which produces genetically-modified seed

Decide what kind of opportunities and threats there are for these companies. Think about
environmental factors, market stability and competitors.

Opportunities. . _ Threats

CanGas Corp. : R Gas supples will run aut soon

Cost of manufacturing has

Cyberchip Plc fallen

Zero Emission Cars AG

Feijao Pretos SA

Genezap Inc.

Reading for detail

Read the information about the five companies and add any other opportunities or threats
they mention to the table above.

Negotiating

Shares in the five companies are currently worth €100 each. You have €5,000 to spend on
shares. Decide with a partner which companies you are going to invest in.

Company No. of shares No. of shares after No. of shares after’ - Value
first report second report - ¢

CanGas Corp.

Cyberchip Plc

Zero Emission Cars

Feijao Pretos SA

Genezap Inc,
Total value: £5,000




““M Further interactive problem-solving on the DVD-ROM

P8 Cose ghudy

: temet

research

-‘Searc for the keywords‘, :
 trading basics toslearn: ::°
- more about when 1o
 buy and-sell sharss

| & 2:31 Now listen to an economic report and decide whether you would like to swap any of
the shares you have for other shares. Talk to other pairs and try to exchange shares.

& 2:32 Listen to a second report and decide whether you would like to make any further
swaps.

& 2:33 Now listen to an interview with stock market analyst Sarah Johnson and find out
how much your shares are worth and why.

TheBusiness
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Lesson 18: GOING GLOBAL.

8.1. About business: Franchising.

8.2. Vocabulary: Setting up a franchise.

Objectives: to provide student with practice in talking about about francgising and know about
types of bussinesses.

Level: Intermediate +

Discussion: Work with a partner. Discuss the questions about franchising.

1 What is a franchise? Can you define it? 2 What types of businesses tend to be franchises?

3 How much control do you think the owner of a franchise has? Think about salary uniform,

equipment and decoration.

Scan reading: Read the article about the Subway franchise and answer the questions below.

1 Who is Fred Deluca?

2 Approximately how much would you have to invest to open a Subway franchise?

5 Where was the first Subway franchise opened?

4 How many countries have Subway sandwich shops?

Reading for detail: Read the article about franchising and mark the sentences 7 (true) or F

(false). 1 There are more McDonald's restaurants in the USA than Subway sandwich shops.

2 A Hilton Hotel Corp franchise is very expensive in comparison to a Subway franchise.

3 A person who runs a franchise can decide what their employees wear.

4 Fred Deluca's first franchise shop was very far from his first shop.

5 Subway's first overseas franchise was opened more than 20 years after the first shop was

opened.

6 The franchisor is responsible for all tax and legal matters within the country the franchise

is operating in.

7 Franchising has had a positive effect on Fred Deluca's company.

Discussion: With a partner discuss the questions.

1 Do you think a franchisee is really his,/her own boss? Make a list of the type of decisions a

franchisee can and cannot make themselves.

2 If you had the choice of buying a cup of coffee or a hamburger from a no-name company

or a well-known franchise, which would you choose? Why? 3 If you wanted to start your own

business would you think about buying a franchise? Why/ Why not?

4 Do you think there any types of businesses that would not work as franchises? What are

they and why do you think they wouldn't work?

Homework: to learn vocabulary and search for the keywords global advertising campaign to

find out more about why companies use global advertising.



Search furthe keywords |
- subway franchiséto 7

' find 'out mdre:about: 7. !
- Subway and franchising. -

opportunities

leader
ina hig'h:-t_j:rc')wth s
industry. Low
investment, ng
experience needed.
Find out more today!

Be your own boss-

tomorrow, - -

Discussion
B Work with a pariner. Discuss the questions about franchising.

What is a franchise? Can you define it?

What types of businesses tend to be [ranchises?

How much control do you think the owner of a franchise has? Think about salary,
uniform, equipment and decoration.

L2 0 o B

Scan reading
| Read the article about the Subway franchise and answer the questions below.

Who is Fred DeLuca?

Approximately how much would you have to invest to open a Subway franchise?
Where was the first Subway franchise opened?

How many countries have Subway sandwich shops?

o L1 B pem

Reading for detail

Read the article about franchising and mark the sentences T (true) or F (false),

1 There are more McDonald’s restaurants in the USA than Subway sandwich shops.

2 A Hilton Hotel Corp franchise is very expensive in comparison to a Subway franchise.

3 A person who runs a franchise can decide what their employees wear.

4 Fred DeLuca’s first franchise shop was very far from his first shop.

5 Subway’s first overseas franchise was opened more than 20 years after the first shop was
opened.

6 The franchisor is responsible for all tax and legal matters within the country the franchise
is operating in.

7 Franchising has had a positive effect on Fred Del.uca’s company.

Vocabulary

A

In each set of four, match a word from the article with the correct meaning.

1 rapidly a) ashop or store that sells goods to the public

2 phenomenal b) very quickly

3 furniture and fittings c) extracrdinary

4 outlet d) equipment or fixtures

5 abroad @) income or revenue

6 consider f) abusiness which is owned by another company
7 subsidiary g) in a foreign country

8 turnover h) think about

Discussion

With a partner discuss the questions.

1 Do you think a franchisee is really his/her own boss? Make a list of the type of decisions a
franchisee can and cannot malke themselves.

2 Ifyou had the choice of buying a cup of colfee or a hamburger from a no-name company
or a well-known franchise, which would you choose? Why?

3 I you wanted to start your own business would you think about buying a franchise? Why/
Why not?

4 Do you think there any types of businesses that would not work as franchises? What are
they and why do you think they wouldn’t work?
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8.1 About business

if you would like

to he a glohal
player with outlets
in hundreds of
countries, perhaps
you should think
ahout setling up a
franchise business.

FRED DELUCA, the CEQ of Subway,
opened his first Subway restaurant in
Connecticut in 1965 with just US$1,000
borrawed from a friend of the famiiy.

s Subway now has more outleis in the USA

and Canada than MacDonald's. And the
company is growing rapidly with eight

new outleis opening worldwide every day.

One of the reasons for Subway's
w phenomenal growth is that the franchise
fee Is relatively cheap. A Subway
franchise fee costs less than €10,000
and unlike a franchise with

Hilten Hotels Corp, for example, you do

15 not have 1o invest a small fortune in
furniture and fittings. A subway shop can
cost less than €100,000 to equip.

What exactly is a franchise and how
does it work?

a0 Once a company like Subway has
established itself and can show that its
business model works, it can offer its
trademark or name to other companies
or individuals. They pay an initial

25 franchise fee to use the name and a
certain percentage of the gross profit
or turnover. The franchisee also has to
fulfil the franchisar's Cl* standards, for
example, the stores and outlets have to

u be equipped and fitted in a certain way
or the staff may have to wear a special
uniform. But the risk for the franchisee
s minimized - they are buying a well-

known and established brand with tried
s and tested products or services which
consumers can idertify with, They know
what to expect whether they are in
Beljing, Bombay or Boston.
Franchising is a simple, but effective
4 way of expanding rapidly, however,
as Fred Deluca discavered it takes
iime and a great deal of hard work to
establish your company’s name and
reputation. It took Fred Deluca nine
4 years before he felt the time was right
to open the first franchised Subway
sandwich shop ... and it wasn't on the
other side of the globe, hut just a 40-
minute drive from Fred's first shop, It
wasn't until 1984, almost 20 years after
going into business, that the first Subway
franchise opened abroad — and not in
Canada, Mexico or Europe as you might
expect, but Bahrain.
ss  As Subway soon discovered,
franchising is an excellent business
model if you are thinking of going global,
A franchisor does not need to worry
about the laws or taxes of the foreign
countries it operates in; it doesn't need
to relocate staff to set up and run
subsidiaries abroad; nor does it need to
offer language training or cross-cultural
caurses 1o staff. The franchisee is
responsible for running the business
ch a day-to-day hasis and making sure
it complies with the legisiation of the
country it operates in.
Subway currently operates in more
= than 86 countries ... so if you have a
good idea, such as how to make and
sell & submarine sandwich, perhaps you
should consider franchising if you want
to go global.

o
=

=]
o

=
G

They know what to sxpect whether they are in

* Cl = Corpor
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Discussion

With a partner, put these stages of researching a franchise into the correct order.

a) Shortlist two or three franchises and talk to some of the franchisees running these
businesses. How have these franchises developed? Are the franchisecs happy with the
support their franchisor provides? []

b} Pecide how much money you can afford to invest and how much money you feel you can
borrow. Be realistic!

c} When you are happy that you have all the information you need to make a decision,
complete the application form of the franchise you think is the most suitable for you. []

d) What are you good at? What do you enjoy doing? Identify the type of business you would
like to operate in.[]

e) Contact the franchises operating in that business and ask them to send you information
about their franchising agreements. [_]

f) Do some market research. Do the franchises you have shortlisted already have outlets in
your area? Is there a lot of competition? Does the area have enough customers or clients
for the product or service you want to sell? []

Listening for gist

] & 2:24 Listen to Maria Coetho talking to business journalist Dave Townley about her
EXpenf:nce of running a franchise. Answer the questions.

1  What kind of business does Maria run?
2 Where is her business?
3 Isthe business successful?

Listening for detail
| Listen to Maria again and complete a summary of her franchise.

Maria returned to Portugal and decided she wanted to be her (1) and
(2) ___ ateashop.

Maria flew to the UK four or five times to select the right (3) . She paid a
franchising (4) ____ of £12,000.

She took part in a two-week {5)

The franchiser’s European agent was unhappy about the location of the (6}

Maria had chosen. She spent another three months trying to find a more central outlet
she could afford to {7) ______

The bank agreed to (8) Maraa €50,000 and she (9) _______ anocther £50,000 from
the three Fs.

Maria persuaded the franchisor to let her have the (10) and (1) made
focally.

The business is now very successful; the (12) has increased by 50% over the

same period last year.
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Further interactive vocabulary practice on the DVD-ROM 2.7 VYooabulary

Collocations
% In each set of four below, match a verb on the left with a noun on the riglt.

Search for the keyiwords.. 1 run a) money
- global advertising . ¢ 2 fillin b) customers
“campaignito find 00 3 raise ¢) a business
coutmoreaboutwhy: 4 attract d) the paperwork
. tcompanies use global : -
‘advertising: i tes0 5 equip and fit e) acourse
9 6 attend f} an agreement

7 sign g) an expense

8 budget for h) ashop

Now use the collocations in 4 to say what these people are doing. Use the present continuous
(is / are + —ing).
1 A: Dol have to write my tax number in this box or the name of the tax office?
B: Erm, U'm not sure. Where is that list of instructions they sent?
She is

2 A: We can't put the drinks machine there because it’ll block the fire escape.
B: Yes, that's true, but we can’t put it over there either, unless we move the display.

They

3 A Ithink we'll need to spend about €1,000 a month on advertising,
B: OK, so I'll put €12,000 down for that.

They
4 A: What about offering free coffee for orders over $5.007
B: No, I think we should offer something that will appeal to kids.
They
5 A: Ttis very informative and I am learning a lot about customer care and the importance
of caorporate identity.
He
6 A: So the bank will only give us £25,000.
B: Yes, but maybe my grandfather will lend us the rest.
He

172 Below are words that are often used with the verbs do, make and take. Put them into the
correct column in the table.

' aprofit::aphone call: .-homewark ", business. - - market research: . a dedisi
- somebody a favour::;:a’hréeak: ;> achance::anarrahgement ;- -a risk
lovertime: s mendation- :: an excuse’ - an e et isariaus

make do Co o take
Discussion
§7& Use the verbs do, make and take to fill in the questions.
1 When was the last time you an excuse?
2 Have you a chance recently?
3  When was the last time somebody vou a favour?
4 Do you usually your homework?
5 Do you ever forget about arrangements you've ?
&

Which companies do you think are the biggest profits at the moment?

Now take it in turns to ask your partner the questions.

The Business 99




Lesson 19: GOING GLOBAL.
8.3. Grammar: Past simple and present perfect.
8.4. Speaking: Presentations — handling questions.
Objectives: -« to present and practise with the structure ‘for’ or ‘since’ past simple and present
perfect
* to practise inferring the meaning of the new words from the context
* to practise reading for gist and detailed information
Level: Intermediate +
Test yourself: Present perfect with for and since. Complete the dialogue between Ruth and
Paolo by putting for or since into the space
2. Read an interview about siemen5,recent history between Peter Davis, a business journalist,
and Chris Frank, a business analyst. Underline the correct tense.
Discussion: Work with partner. Read the quiz about airports and decide what is correct answer is
Listening for detail: Listen to the first part of a presentation by Ingo Anspach, the press officer
at Munich airport. Complete the sentences below with the information you hear'
Speaking: Work in pairs. Prepare to talk for two minutes about your studies, qualifications and
work experience. Prepare a list of questions to ask your partner when you are talking use the
phrases in exercise 4 to deal with the questions.
A: | graduated from university in 2005.  B: What did you study?
A: That's a very good question, my main...
Handling questions: Put the press officer's answer to the questions into the correct order.
1 You said that over 27,400 people work at the airport. What do they all do? a good That's very
question. 2 What have been the most important developments at the airport since it opened?
OK, glad asked I'm me you that.
Role play: At the moment your local airport only offers domestic flights, but it plans to expand
and become an international airport. Your local newspaper has reported that:
- the number of flights could increase by 30 a day to over 300 a day within the next five years.
- a new railway line and motorway from the nearest city will have to be built.
- two international hotels and a conference center are planned.
- a 24/7 shopping center is planned.
- the runway will be extended and a small forest will have to be cut down.
- the groundwater in the area will have to be lowered because of the problem of fog in spring and
autumn.
Homework: search for the keywords company history to find out more about a company you are

interested in. Tell your partner what you find.



__Past snmple TR
. They opened thefr frrst .
~shop in 2003:: '

:'_completed actlons L

P Grammar referénce page'izd :

Present prefect
“He Has worked at most
of the: major banks m

act:ons that started ln‘
the past and contmue_
mtu the: present

Petér- Brozek has ruin the
business for.ten years
for+ Iength af time:
for ter years, for ha n'f
an haur :

We have sr:u‘d more than
- 160,000 capies ofthe -
DVD srnce 2007 :

smce ¥ tlme the actlon
'5tarted SAREEES
- since 2007 srnce j
“March, smcef!eft '. 5
ceh‘ege i

Grammar reference page 132

Test yourself: Present perfect with for and since

1

. Complete the dialogue between Ruth and Paclo by putting for or since into the spaces.

R: So, Paulo, you're a sales manager at BD International, aren‘t you?
P: Yes, that's right. I'm responsible for international sales. |'ve been with BD
International {1) | left university in 1990.
R: How long have you been in London?
P! I've been here (2) almost ten years. | worked in our Madrid office before
that.
| guess you have to do a lot of travelllng o :
P. Ohyes, I've had to fly to Parls, New York and Shanghal (3)
'ofthemonth : AT .
'Shanghal’ : B I R R
Yes, we. have had a submdsary ll"l Shanghan (4)
there two or three tlmes a year

_the beglnnlng

2001 I usuaily have to fly

.i'm-""
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Further interactive grammar practice on the DVD-ROM 8.3 Grammar

Asking questions
Use kow long + the present perfect to make questions.

: "Search fi ‘the keywords ;
I company history to; - :
*find-out more about
a company you are
interested in. Tell you
partner what yau fi

Question . Answer”

He's been the European agent for the
franchise since 2005..

We've had outlets in Asla for over 15

2 :

; * years.
‘sue's known the CEQ of the American

3
. - division for about five years.
a They’ ve been in the cnl busmess slnce
1897, i S
o 'We've had an agreement WIth them for
o ten years. . Gl
> - |'ve seen this problem W|th the

European market comlng for some tlme

Read the facts about global companies and use the present perfect (have/has done) or past
simple (did} of the verbs in brackets.

1 McDonald’s (open) its first foreign outlet in Richmond, Canada in 1967. It now has
outlets in 120 countries.
2 The Bank of Tokyo-Mitsubishi UF], Ltd (be) the world’s largest bank since 2006. Tt has

assets of over US$1.7 trillion.

3 Lufthansa (take over) Swiss Air in March 2005. It is now Europe’s third largest airline
after British Airways and Air France.

4 De Beers {has) a monopoly of the world’s diamond market for decades. It controls
about 60% of the market.

5 Exxon Mobil, the world’s biggest oil company, {annournce) revenues of over US$298
billion in 2004, That is more than the GDPof a country such as Austria,

6 Wal-Mart ___ (be) a family-owned business since Sam Walton opened his first Wal-Mart
store in Arkansas in the USA in 1962, It is the world’s largest retailer.
7 Levi’s (close) mast of its factories in the USA and Canada and {move)

production to low-cost countries in the1990s.

8 Apple Inc. {decide) to drop the word ‘computer’ from its name Apple Computer, Inc,
in January 2007. Since the success of its iPod, Apple (focus) on expanding its range of
products in the consumer electronics market.

Asking for information

Siemens AG is one of the world’s biggest technology conglomerates. It has subsidiaries in 190
countries and employs almost half a million people worldwide.

‘Work in pairs. Ask your partner guestions to complete the first 120 years of the company’s history.

Student A: use the information below.
Student B: turn to page 115.
'Werner von Slemens estabilshed the Slemens and Halske Constructlon Company in Berhn in__" . {When?)
The company constructed the Indo-European telegraph line between London and Calcutta in 1870.
‘Siemens presented at the Berlin Trade Fair in 1879. (What") :
In 1919 Siemens formed a joint venture W|th two other manufacturers of ||gh‘c buibs The Jomt venture _
~ company was called Osram.
The company installed the flrst automatlc traﬁlc Irghts in_
Slemens started producmg the' electron microscope in 1939, - - - :
Reconstruction of the company began Over 80% of the ¢ compeny s assets were destroyed in WWII
Siemens developed a method to produce ... ‘ahd éntered the data processing industry in 1953, (What")
. In 1964 construction of the world's largest sateilute communications station in Bavaria, Germany began
Siemens became a German public ]lmItEd company; Siemens AG in’ (When") _
Slemens set up the company to produce household appliances in 1967 (Which?)

@ e-e_ef”

—-in _.T 924. (Where?)-

9.0 @e'e @

]
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Listening for detail

& 2:35 Listen to the first part of a presentation by Ingo Anspach, the press officer at
Munich airport, Complete the sentences below with the information you hear.

1 The decision to build the new airport was made in

2 The construction work began in

3 The airport was officially opened in

4 It has been voted the “Best Airport in Europe” for

5 Last year there were 30.8 million and more than 400,000 and landings.

6 The number of passengers has increased by and the number of flights by .

7 5% of the passengers fly class and 95% fly .

8 52% of the passengers say they are flying for purpases and 48% for purposes.
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UM Interactive pronunciation practics on the DVD-ROM B.4 Speaking

E & 2:36 Now listen to the question and answer (Q&A) session at the end of the presentation
and match the information on the left with the numbers and figures on the right.

- 'Search for the keywords. 1 Over people work at the airport. a) 2003
Héathfow Alportte. oo 2 Asecond terminal was openedin b) 250
fihd out more'about: ... 3 A new runway is planned for c) 27,400
~onedftheworlds: ... 4 The hotel will have OIS, dy 2011
:I-L:.z;srz;;nt?m?thpal 5 The hotel will be ready in e} 3,000
RO & In the last two and a half years new jobs have been created. fy 2009
7 Night-Flight, the disco, is big enough for guests, g} 2.10
8 Halfa litre of beer at the Airbriu brewery costs € . h) 4,000

Handling questions
i Put the press officer’s answers to the questions into the correct order.

1 You said that over 27,400 people work at the airport. What do they all do?
=2 agood That'’s very question.

2 What have been the most important developments at the airport since it opened?
= OK, glad asked I'm me you that.

3 Do you think the new runway that's planned for 2011 is really necessary?
= itisn't say people Some that, but...

4  Are you planning anything else?
2 Yes, of course. I my mentioned As in talk...

5 Have a lot of jobs been lost since September 11, 20017
< No, the on contrary...

6 What has the airport done to tighten security and malke flying safer for passengers?
2 J'm afraid can’t | the details go into here.

Listen to the Q&A session again and check your answers.

Answer the questions about the phrases for handling questions.

Which phrase can you use when you don't want to say any more about something?
Which two phrases can you use to introduce a negative answer?
Which two phrases can you use to introduge a positive answer?
Which phrase can you use to refer back to something that you talked about earlier?

1
2
3
4

Speaking

Work in pairs. Prepare to talk for two minutes about your studies, qualifications and work
experience. Prepare a list of questions to ask your partner. When you are talking use the phrases in
exercise 4 to deal with the questions.

A: I graduated from university in 2005, B: What did you study?
A: That’s a very good question, my mair...

Roleplay

At the moment your local airport only offers domestic flights, but it plans to expand and
become an international airport.

Your local newspaper has reported that:

the number of flights could increase by 30 a day to over 300 a day within the next five years.
a new railway line and motorway from the nearest city will have to be built,

two international hotels and a conference centre are planned.

a 24/7 shopping centre is planned.

the runway will be extended and a small forest will have to be cut down.

the groundwater in the area will have to be lowered because of the problem of {og in spring
and autumn.

e anew town may have to be built for all the exira employees the airport will employ.

Work in groups of three. Student A turn to page 114, B turn to page 113, student C turn to
page 116
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Lesson 20: GOING GLOBAL.

8.5. Writing: Reports of recommendation.

8.6. Case study: Choosing a franchise.

Objectives: to exchange opinions on the use of various kinds of reports of recommendation.

* to provide practice in reading and listening for gist and specific information

* to introduce and practise new vocabulary

Level: Intermediate +

Discussion: Work with a partner. Have you ever had to write a report or make a written
statement? What was it about? What kind of information or facts did you include?

Reading and analysis: Read these extracts from a report of recommendation. Find answers to
the questions. 1 what Locations does the report cover?

2 How many selection criteria were used? 3 which location does the report recommend?
Listening for detail: Listen to Ajit Singh, a relocation consultant, talking about the problems of
building an electric motors factory in the location David Green has visited.

Make some notes about the positive or negative points you hear

Writing: Work with a partner and use the information in the table above to write a short report
to David Green's boss about the pros and cons of building the plant at this location and make a
recommendation.

Discussion: work in small groups. Would you like to set up and run your own business?
why/why not?

Discussion: with a partner, decide which franchise above you would like to run and why'
imagine that you are running the franchise you chose in 5 Look at the questions below and

Fill in the table about the opportunities and threats that you face.

opportunities: What are your strengths and why do you think they would help you to run this
business? What are the trends that will help your business grow (changes in politics, technology,
life styles, populations etc.) ?

Read the statements below and decide whether they would most likely be said by the

owner of a small business, an employee or both. Write o (owner). E (employee) or B (both) next
to each.

Reading for detail: Read what franchisees had to say about their franchises and complete the
table opposite with the information that is missing.

Presenting: With a partner, prepare a short presentation about the franchise you have chosen and
what the opportunities and threats are. Use the Prompts below to help you'

Homework: Search for the keywords report + (a subject you are interested in) to find some
reports that have been written about it.



Discussion

Work with a partner. Have you ever had to write a report or make a written staternent?
What was it about? What kind of information or facts did you include?

Reading and analysis
Read these extracts from a report of recommendation. Find answers to the guestions.

1 What locations does the report cover?
2 How many selection criteria were used?
3 Which lacation does the report recommend?

This first part of this report looks at the advantages and disadvantages of relocating
production to various locations in Poland, the Czech Republic, Hungary, Bulgaria and
Romania.

The second part of the report looks at..

e T B s i
S ————— - -
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: ‘ The selection criteria we used to compare the different locations were:

» local salaries 1
« gvailahility of skilled staff &
* land prices/rents E
* local infrastructure P
» availability of local suppliers i
. transportation costs ,_,«%%
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. land prices and rents are [|I<ely 10 rise and this could result in demands for higher wages
and salaries. However, we furecast that these costs are likely to increase far more guickly
in Iocatlons in the countries bordering Austria and Germany.
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The main dlsadvantages of settlng up a production facility in Romania are the higher
transportation costs to the western European markets. We would also be almost totally
dependent on ane local supplier for the electronic components we need. These could be
shipped from suppliers in Germany, Austria or the Czech Republic if there were a major
disruption at the suppfier’s factory.
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The blggest advantages of the Romanian sites are clearly the cost savings for skilled staff
and the local authorities’ offers of a free 99 year lease for the sites.
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.. the cost of mo\nng productlon to Romania could be covered by seiling the UK and
French factories. We suggest locating the plant in either Bucharest or Constanta ...
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The points below are typical of a report of recommendation. Which aorder would you
expect them to be in?

L1 list which points were taken into account [} identify possible future risks
{1 outiine the structure of the report {1 identify the pros and cons
(] malke a recommendation

Now read the extracts again. Does their order on the page match your order?

Match the phrases on the left with those on the right with a similar meaning,.

1 This first part of the report looks at.., a) FPactors used to select were...

2 The selection criteria we used were... b) We predict that..,

3 ... are likely to (rise / fall) and this ¢) The initial part of the report examines...
could resuli in.... d) ... could (increase / decrease) and

4 We forecast that.... this may lead to...

5 The main disadvaniages are... e) The most significant benefits...

6 The issues we looked at were... f) The questions we examined were...

7 The biggest advantages... g) We recommend..,

8 We sugpest... h} The higgest drawbacks are...
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J Further interactive writing practice and mode! business documents gn the DVD-ROM 8.5 Writing

Listening for detail

B2 2 2:37 Listen to Ajit Singh, a relocation consultant, talking about the problems of building
an electric motors factory in the location David Green has visited.

Make some notes about the positive or negative points you hear.

- Notes: U
Positive points o SR N‘eﬁa’rim points.
- Lapa_fiaﬁ :
- Iufrastrieture
{Ronds, miiwans)
Stadd
. S
- o
. g\ o 'S'Mppﬂi'ers
O Comsteaeting | e :
LRy Yt i L B [ e

Writing

e el K Worlk with a partner and use the information in the table above to write a shori report to
Search for the keywords: | David Green’s boss about the pros and cons of building the plant at this location and malke a
" report * (a subject you - recommendation.

are interested'in) toflnd
-some reports that have -

- “been written about it -
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Discussion

Worl in small groups. Would you like to set up and run your own business? Why/Why not?

7% Read the statements below and decide whether they would most likely be said by the
owner of a small business, an employee or both, Write O (owner), E (employee) or B (both)
next to each.

1 haven't had a holiday for almost two years, [

I've had to do a lot of overtime since the beginning of the month. []
We had to close the company for ten days last May because I was ill. []
Being a good listener is very important. | ]

There's no point in having good ideas, they just get ignored. []

H 1 didn’t take risks, nothing would ever change. []

I often have to take work home with me, []

I didn’t get a Christmas bonus last year. {_ |

00 ~1 O W B RS

Reading for detail

Read what franchisees had to say about their franchises and complete the table opposite
with the information that is missing.

5 FN
o

Lewis and | set up a Finnlay’s franchisein Mala'g'a ‘Spain two years-ago. Wa work fram
home, so the only costs we had wera for equipping the oftige. We probably pald less ihan
£7,000 for the PCs, phones, fax and furnifure,

Lewis does all the paperwork and | organize the staff,

We have a dozen care workers and almost 200 clienis.

Atat of elderly paople retire to Spain and they don't normally have famﬁy or irlends lo
support tham, 5o there is a big demand for home care hese. :

If you snjoy wurklng Wl h peﬂple nome care is a great buslness opportunlty and a very
rewardmg nb o

When Sally and | left cullege we demded we wanied o wnrk tugether and run Gur own -
business. We looked into several franchises; but most of {hem were oo expensive fof us,

Qui outlet has dong really well. We ware lucky; we found d shop near lhe unwersuy S0
near!y all our customers are studens.

 know have had difficuities because they opened uutleis in Iuca mns where ihere were g ready
2 lot of fast focd restaurants and cafes; - -

- The fast focd markel is very ccmpe mve 50 if you dun t f|nd the right Iocam}n you wunt
survwe for Iong .
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Lavraand | Iove what Vi are domg We both care ahout the envi ronment Elﬂd feel that

“what we dre doing.is helpmg the planet. Lots of paople buy clothes withaut thinking about
where the products come frem and we aim to provide pure cot tan clothes Ihal arg made in a
‘completely natural and ervironmen ally friendly way. e ;
- The husiness has grown quickly since we started and we now have nver 200 cusiomers
wha regularly order clothes from us. Most of them are in thair late twenties or thirties.

Most franchises open in small towns, away from the big shopping centres, but we also- -
deliver products to people’s homes. The clothing market can be difficult o break into
because lots of big chains are alrsady well- estahl;shed soil you don't flnd agapin the
markel, you won't survive for long.

o B g
o o,
S—

U o e Yo, e . - : B S S
’<‘ P g B A W e M.va ¢ i

Finding the.right locaticn is key in this buémess Several uf the Toastles franchlsees e : '
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i) Further interactive problem-solving on the DVD-ROM .6 Case study |

' Name of franchise - . - Finnley's Toasties” ' - Classic Cotton Clothes

Established . = 2000

Business area o " Convenience food

Franchise fee : oo - £18,000
Cost of fittings and equipment, etc, 7 -

No. of franchises 530 _

Typical customers. . . Disabled and/or older people - -0 -7

Growth potential T _ High

Listening for detail

i & 2:38-2:40 Listen to three presentations about the different franchises and add any

. ‘Search foF thé 'keywor ds information you hear to the table above.

: presentarron tips to fmd"i.

outhowyou canmake : - Discussion
youf presentatlons e

- ‘hetter in future. Choose

thred tips whlch are:

-useful for you. Tell your -

With a partner, decide which franchise above you would like to run and why.

.ol Imagine that you are running the franchise you chose in 5. Look at the questions below and
fill in the table about the opportunities and threats that you face.

Opportunities:

1 What are your strengths and why do you think they would help you to run this business?

2 What are the trends that will help your business grow (changes in politics, technology,
lifestyles, population, etc.}?

Threats:

1 Isthere a lot of competition in this market?

2 What changes (in politics, technology, lifestyles, population, etc.) could have a negative effect
on your business?

3 Could you have problems financing the business?

4  What weaknesses do you have that could have negative effects on your business?

Opportunities .. .. Threats

Presenting

With a partner, prepare a short presentation about the franchise you have chosen and what
the opportunities and threats are. Use the prompts below to help you.

Student A

Thank the audience for coming.

Say who you and your partner are.

Tell the audience what the topic of your presentation is.

Tell the audience how long the presentation will take and how it is structured.
Present the opportunities you think your franchise offers.

Hand over to your partner.

tudent B
Thank your partner.
Present the threats you think this franchise has.
Sum up the key points.
Thank your audience for listening.
Aslk if there are any questions.
Answer any guestions you are asked.

DU E U~ OO0 R W
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Review 7/

Complete each sentence with a pair of items from the

1 The part of a business that you own is your in
the company. The word is also used more generally
to mean ‘the degree to which you are involved in
something’. One part of the ownership of a business,
which can be bought and sold, is a
2 A small company can obtain funding from two sources:
a , which it has to pay back, or . which
means giving a large part of the shares to outside
investors in exchange for their money.
3 One type of company report is a Balance Sheet. Here,
the __  are everything that a company owns, and the
are all its debts.
4 Another type of company report is an Income
Statement (= Profit and Loss Account),
Here, the (= income) appears at the top, and the
(= costs) are taken away to give the profit.
5 The phrases and have the same meaning.
Another synonym, in the right context, is ‘list’ used as a
verb.

Write these numbers as words, exactly as you would
say them:

1 2/3

2 199,184

3 200,000m*
4 052%

Complete each sentence with a pair of items from the
box. The items may not be in the same order.

. decline/be stagnant - shoot
;ﬁ‘fl(.1c}:yéte”/remaih_:_stal;}txe.‘.

1 The words and
as ‘increase’ and ‘decrease’,

2 If profits , they increase quickly. If profits
they decrease guickly.

3 To means ‘to ga down’, To
grow or develop”.

4 If sales , they don’t go up and down very much.
If sales . they go up and down a lot.

have the same meaning

]

means ‘to not

Match the adverbs in sentences a-f with their best
definitions below.

a) Sales rose considerably.
b) Sales rose dramatically.
¢) Sales rose fractionally.
d) Sales rose gradually.

e) Sales rose slightly.

f) Sales rose steadily.

by a very, very small amount {_]

a little []

alot[ ]

suddenly and surprisingly [_]

slowly and in small stages []

slowly and at the same constant speed [_]

1
2
3
4
5
6

Match the questions to the answers.

1 Have you seen this article? []

2 Do you know what day it is next Friday? [
3 The printer cartridge needs changing.]_]

4 What do they intend to do? [_]

a) - Yes, [ do. It’ll be the 10" anniversary of the stock
marlket crash,

b} < Okay l'll doit.

¢) = They’re going to sell all their shares.

d) - Yes, it says that the stock market is probably going to
rise this year.

Look hack at the use of will and going fo in the
answers in exercise 5. Write the correct letter a-d below.

1 will used for a spontaneous decision made at the
moment of speaking

2 poing to used for a decision made before the moment of
speaking (i.e. it is a plan)

3 will used for a fact in the future

4 going to used for a prediction in the future with
evidence in the present situation

Complete the sentences with the correct form of the
verb in brackets, All the sentences are first conditionals.

1 1If the share price
the senior managers {get) a bonus.

2 Their protits {not/go up) unless they
{cut) costs dramatically.

(go up) by more than 10%, all

Complete the sentences used in negotiating with the
best words and phrases in the box.

Can we agree on ?

We'd like you to by 5%.

So, what are we talliing about?

If you pay late, we will ______ for every 30 days.
I'm afraid

Perhaps delivery times next.

These issues are covered

Olkay, I think we .

1
2
3
4
5
6
7
8

Malke three linking phrases with the same meaning
using each of these words: because, result, due, a, as, of,
of, to.

The price of cil went up by 5% yesterday /
/ the threat of a serious hurricane in the Gulf of
Mexico.
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Complete this text about franchising with the items in
the box.

name

1f you want to be a global player with your!

in hundreds of countries, perhaps you should think about
setting up a franchise business. Franchising is now very
common, from small retail * like Subway, to large
businesses like Hilton Hotels.

How does franchising work? First, the company has

to show that its 3 works. Then it can offer its
trademark or name to another company or individual

{the ‘franchisee’}. They pay an initial 4 to use the
name, and also agree to pay the parent company a certain
percentage of the 3 . The franchisee also has to fulfill
certain corporate identity 8 , such as those relating
to the” inside the store, or to staff uniforms. But the
advantages to the franchisee are many: they are buying a
well-known brand and the 8 is minimized.

For the franchisor, there are also many benefits. They don’t
have to worry about the ¢ of the foreign countries
they operate in, and they can leave all the ¥ running
of the business to the franchisee.

So, franchising works for both sides. It's a genuinely win-
win situation!

¢ Fill in the missing letters in these sentences.

1 If you complete some forms, then youf___inthep____
wark.

2 If you prepare an empty store before opening it to the
public, then you equ__ and £__ it.

3 If you decide how much money something will cost,
thenyoubu___tforanex____e.

4 If you think of ways to get customers to enter your
store, then you att . them.

5 All the day-to-day activities of keeping a business going
are called __nning the business.

6 If you go on a course, then youa____d it

7 Ifyou try to get money for a project or business, then
you r___e the money.

8 Before yous___ anag_____nt you should show it to
your lawyer.

| Complete each sentence with one of these words: do,
make, take.

1 Thope we a profit, not a loss.

2 Pl be there in five minutes, I just have to a
phone call first.

3 T've meet them and they seem honest. I think we can

business with them.

We have o a lot of market research before we

launch the product.

We're about halfway through the agenda. I think we

should a short break now.

I hate the end of the tax year. There is always so much

paperwork to

7 We don't have all the information we need, but we
have to move quickly. I think we should a risk
and go ahead with the project.

8 We've been discussing this for half an hour. I'd like to

a recommendation.

9 We don’t have the goods from our suppliers yet. |
could phone them to complain but they always
some excuse or other.

10 I'm on an MBA course. I
June.

my final exams next

Put the verb in brackets into either the past simple or
the present perfect. Use contractions where possible ({'ve
instead of I have).

1 So far this year (they/sell) more than 500
franchise licenses worldwide, That's a big increase on
last year, when (they/only/sell) 300.

2 Last week (I/see) the new Bond film. I think it's

one of the best action movies (I/ever/see).

3 “How long {yous/be) in this job?” = “About
two years. Before deing this (I/be) a burger-
flipper at McDonalds.”

4 1 know what happened last week and I understand why

{vou/do) it. In fact {I/do) it myself many

times before.

Fill in the gaps with either for or since.

I've been in this job the beginning of the year.
P've been in this job about nine months.

Pve been in this job a long time.

I've been in this job leaving university.

1
2
3
4

The phrases below are used for handling questions
after a presentation. Match the beginnings to the ends.

1 That'’s a very asked me that.

2 I'mglad you go into the details here.
3  As I mentioned on the contrary.

4 No, good question.

5 DI'mafraid I can’t in my talk, ...

Complete the sentences taken from a business report
with the words in the box.

the need to build a

1 The first part of this report
new factory.

2 The selection criteria we used to make our
location, cost and timescale,

3 Interms of location, the we examined were cost
of labour and distance from our main suppliers.

4 Labour costs are ditficult to quantify. They are
rise and this may a loss of competitive advantage
in the long term.

5 In relation to timescale, we that the whole
project will take around 15 months from beginning to
end.

6 The biggest of this propesal is its complexity

in terms of planning. The maost significant is its

greater flexibility for our future needs.

WEre
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Lesson 21: CORPORATE CULTURE.
9.1. About business: Work culture and placement.
9.2. Vocabulary: Work organaziation and responsibility.
9.3. Grammar: Past tenses and advice structures.
Objectives: to intoduse and practise the culture of the workplace and the unwritten rules of
behaviour that can be found in every organization.
- To practice the vocabulary of organizational structure, roles and responsibilities,
and employment.
- To use of the past simple, past continuous and past perfect. It also introduces a set
of advice structures. Students use this language to tell stories and give advice.
Level: Intermediate +
Discussion: Check that students know the meaning of work placement (a period of work, usually
unpaid, that someone does in order to get experience in the world of work; also known as work
experience, and in American English as an internship).
Students will to discuss the questions in small groups. Useful words and expressions that may
arise from this discussion are: to conform (to follow generally accepted rules) to fit in (to be in
harmony with something or someone) to step out of line (to behave in a different way from what
is expected) to rock the boat (to do something that causes problems or difficulties).
Listening for detail: Ask students why organograms are useful. In this context, it helps an intern
to get a clear picture of the structure of the organization and where responsibilities lie.
In other contexts, if the organograms is from a customer’s company, it can help you identify
contacts; if it is from a competitor, it can help you understand how they run their business.
Give students a few minutes to look at the organogram. Get them to try to predict the words that
are needed to complete it.
Discussion: Students get a few minutes to brainstorm with a partner. Then, collect ideas and
make a list on the board. Keep this list of ideas - it will be useful for exercise 7.
Telling a story: Before students do this activity, you could work through exercises 8-12 in the
Grammar and practice section (pagell8 in the Student’s Book, answers on page 116 in this
book). This will provide students with some useful phrases to use when they are telling their
stories.
Giving advice: Ask students to match the sentences halves individually. Then get them to read
aloud the correct, complete sentences.
Counselling language: This handout gives a comprehensive list of important counselling skills.
Read it through with students so that they get the overall idea of what is involved.

Homework: to learn vocabulary, do exercises and make a presentation.



> company culture

> unwritten rules in the
workplace

Internet

research

Search for the keywords
work fun. Find out how

companies are trying to

create a fun atmosphere
at work.

Glossary PAGE 152

assignment
autonomy
beating
dress code
etiquette
initiative
intern

pick up
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1.1 About business Work culture and placements

Discussion
ER With a partner, discuss what you would do in each situation and explain why.

You've just started working for a new company. Do you:

a) try to look as smart and professional as possible?

b) wear jeans and a T- sert like all the other ‘employees?

Why?

a) stop work at five o’clock like everyone else?

b) stay longer to finish your work?

Why?

a) share your ideas and opinions at staff meetings immediately?
b) say nothing like most of your colleagues?

Why?

Scan reading
ER Scan the article opposite to find:

a) what the monkey experiment demonstrated.
b) seven examples of unwritten rules.
¢) what new staff learn about work culture and how they learn it.

Discussion
EJ In small groups, discuss the questions.

1 What do you think organizations and companies can do to avoid negative unwritten rules?
2 What unwritten rules do you imagine you might encounter in your country as an intern in:
- agovernment department?
+ asmall public relations firm?
Think about:
« office etiquette, e.g. dress code, punctuality, personal calls, coffee and lunch breaks
+ relationships with colleagues, management and clients/business partners
+ autonomy and initiative
3 Which work culture above would you prefer to work in? Which would be the most difficult
to adapt to? Why?

Listening for gist

EX 2 1.06-1:07 Listen to Sandra, an American business student, and David, a British civil
service manager, talking about problems they experienced with work placements. Answer
the questions.

1 What problems did Sandra and David have?
2 What were the misunderstandings that caused these problems?

Listening for detail

B2 J 1:.06-1:07 Listen again. What mistakes did the students and the supervisors make in
each case?

Brainstorming and presentation

I3 in small groups, compare organizations where you yourself, your friends or members
of your family have worked or studied. In what ways are their cultures different? Have
these differences ever caused problems or misunderstandings?
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Scientists put a group of five monkeys in a cage. At the top of

a ladder, they hung a banana. As soon as a monkey climbed the
3 ladder, he was showered with cold water; the group soon gave
{ up trying to reach the banana.

Next, the scientists disconnected the cold water

and replaced one of the five monkeys. When the

new monkey tried to climb the ladder, the others

immediately pulled him down and gave him a good
s beating. The new monkey learned quickly, and 4
enthusiastically joined in beating the next new recruit.
One by one, the five original monkeys were replaced.
Although none of the new group knew why, no monkey
was ever allowed to climb the ladder.

Like the monkeys in the experiment, every culture
and organization has its unwritten rules. These rules are
probably the single
most influential
factor on the
work environment
and employee
happiness. Though
many work cultures
embrace positive
20 values, such as loyalty, solidarity, efficiency, quality, 5

personal development and customer service, all too

often they reinforce negative attitudes.

In many businesses, an unwritten rule states that

working long hours is more important than achieving
25 results. In one medium-sized company, the boss never
leaves the office until it is dark. Outside in the car park,
he checks to see who is still working and whose
office windows are dark. Staff who risk leaving
earlier now leave their office lights on all night.

Other common unwritten rules state
that the boss is always right, even when he’s
wrong; if you're not at your desk, you're not
working; nobody complains, because nothing ever
changes; women, ethnic minorities and the over 50s
=5 are not promoted; the customer is king, but don't tell

=}

10 45

| ‘Like the monkeys
in the experiment,

50

every culture
has its own
unwritten rules.’

el

30

anyone, because management are more interested in
profitability.

Otten nobody really knows where these unwritten
rules came from, but like the new monkeys, new
recruits pick them up very quickly, despite the best
intentions of induction and orientation programmes.
The way staff speak to management, to customers and
to each other gives subtle but strategic clues to an
organization’s culture, as do the differences between
what is said, decided or promised, and what actually
gets done. New staff quickly learn when their ideas
and opinions are listened to and valued, and when it’s
better to keep them to themselves. They learn which
assignments and aspects of their performance
will be checked and evaluated, and
whose objectives and instructions they
can safely ignore. Monkeys may be
more direct, but work culture
is every bit as effective at
enforcing unwritten
rules as a good
beating.

11



1 Corporate culture

» company departments 1.2 Vocabulary

job titles

Discussion

» describing responsibilities

[£7 Decide which word in each group is different from the others. Then compare your ideas
with a partner.

1 job task work project
2 manager boss deputy supervisor
3 colleague co-worker associate collaborator

Listening for detail

EX 2 102 Sam Shenton is a new intern at Warndar Techonologies, a software
engineering company in Texas. Listen to Bertram Newman, her supervisor, explaining the
company structure. Complete the organigram.

;» TECHNOLOGIES

Merilyn Warner
CEO

David Darren

() —

Administration Marketing (6) (8) IT & Technical
Monica Ouverstreet Bertram Newman Douglas Pearson Herb Monroe Support
(2) (4) R&D Manager Program Manager Roxane Pawle
Manager Development Manager (10)
two one Art Director seven two software one
(3) one (5) (7) engineers ay
officer one (9) two
two salesmen (12)

E] & 108 Listen again and answer the questions.

Why is the organization simple now?

Why does Bertram say it’s going to change?

What is the difference between the roles of the CEO and the COO at Warndar?
Who are Irysis and where are they based?

What happened about two years ago?

When did Roxane Pawle join Warndar? What happened to her predecessor?

U= N

£} Match the parts of these sentences from the listening to complete ways of describing
responsibilities.

1 Youre going to report —————___ a) on a day-to-day basis.

Tt 2 She also looks \\\ b) with strategy.
research 3 She has two accountants working T ¢) directly to me.

4 David runs the business d) under her.
CEO, COO, CFQ ... 5 Merilyn deals e) after finance.
Search for the keywords
Cait Clarcte it 6 Our Office Manager f) to manage Marketing & Sales.
more C ...0s. Make a ; ; ; : ;
list, dividing them into 7 He’s rcspolnsnble g) with rr'le .m Marketing.
two categories, serious 8 Roxane is in charge h) for building our product package.
and humaorous. 9 My roleis i) takes care of personnel.

0 He liaises i) of IT & Technical Support.

e —— |
2




Prepositions

3} complete the electronic newsletter by using each preposition once.

alongside as at in  on under

< | 8 INBOX REPLY « | FORWARD = =

|
This month Warndar News is delighted to welcome Sam Shenton, our new intern. Sam, who comes from Boston, joins the i

Marketing team and will be working (1) 2~ - Jake Smith and Saidah Hussain. |
Andy Highlands has moved from R&D. He is now working (2) ——IT Manager Roxane Pawle in [T & Technical i
Support. He replaces Fred Staples, who retired last month, Good mave, Andy! L
News of Jackson Tyler, our former IT Manager: after transferring to Washington and working (3) —_ Head of IT
(4)____ Sterns & Lowe, Jackson is now back in San Antonio. He was hired immediately, but only to work .}
(5)___ anlInternet café. Jackson tells us it’s just a temporary demotion; he is also working (6) a business i

i

plan for a new sacial networking site. We wish him the best of luck!

Discussion and presentation

I work in groups of three. You want to open a private music school that offers music lessons
to people of all ages. Decide:

who is responsible for the areas in the box below.
how many extra statf members you will need.
+  who everyone reports to.

Draw an organigram of the company structure using the words from the box.

accounts advertising CD and music library  cleaning and maintenance  discipline
educational policy  instrument repairs  insurance legal questions organizing concerts
planning timetables  public relations  purchasing  quality and complaints

reception and office  recruiting teachers registrations salaries sound systems
transport and logistics

"/l Work with a partner from a different group. Present your music school’s organization using
relevant phrases and vocabulary from the previous exercises.

LA T B

on a day-to-day basis Defining words

D 3 £1 with a partner, practise defining words relating to work organization.
predecessor
take over Student A: turn to page 114.

Student B: turn to page 118.




past simple and
continuous

past perfect

should, ought to, its a
good idea to

1.3 Grammar Past tenses and advice structures

Past tenses

Past continuous

Refresh your
memory

Past simple
He worked
completed actions

Past continuous
He was working
background situations

Past perfect

He had already worked
one past event before
another

P Grammar and practice page 122

Advice structures

P Grammar and practice page 123

14

KB with a partner, take turns asking about and explaining these situations:

1 A: Isaw you at the meeting yesterday. Why were you sleeping?
B: T'wasn't sleeping actually. I was thinking. Deeply.
A: So why were you snoring?
B: I wasn’t snoring! I was just laughing at the presenter’s jokes.

I heard you on the phone yesterday in the office. Why were you talking to your mother?
I heard you in a teleconference vesterday. Why were you shouting at vour boss?

I saw you at the coffee machine yesterday. Why were you laughing at the new intern?

I saw you at your computer yesterday. Why were you playing a video game?

I saw you in the car park yesterday. Why were you kicking the CEO’s car?

o N

Past perfect and past simple

3 Write endings for any six of the sentences below. Use the past simple or the past
perfect as appropriate. Your partner has to guess which sentence the ending goes with.
A: Right.

B: Why was that?

A: Because ...

A: I had my first interview at university.

B: You had just passed your exams?

A: No, try again.

B: You had never been so nervous as when?

I had just passed my exams when ...

When I got my first car ...

I had already done several holiday jobs when ...
The first time I came here ...

I had never been so nervous as when ...

I was completely lost on the first day because ...
I hadn't felt so good for a long time when ...
When I first met you I was surprised because ...
I had just been on holiday at the seaside when ...
10 When I heard the news ...

11 I had just found a job when ...

12 I'd never been so happy in my life as when ...

O oo~ U U=

Adyvice structures

EX In small groups, take turns to ask for and give advice on the points 1-6 below.
Use expressions from boxes A and C to give, accept and reject advice.

You should(n't) ... It's (not) a good idea to ... It's (un)wise to ... It's important (not) to ...

i

Have you tried ...? How about ...? What about...? Why don’t you ...7
Have you thought of ...? You could always ... You oughtto.. You mightwantto...

Good idea. I'll try that. Yes, you're quite right. OK, point taken.
You've got a point, (but ...) |see what you mean, (but...) You may be right, (but ...)
I'm not sure about that. | don’t think that will work. You're joking!

1 how to get a well-paid job
2 how to be popular in the office
3 how to manage your time effectively

4 how to keep customers happy
5 how to get a promotion quickly
6 how to manage stress

3 Take turns to explain the problems 1-6 below and give each other advice on how to
solve them. Use expressions from boxes B and C to give, accept and reject advice.

1 a problem with your car
2 a problem with your computer
3 a problem with your teacher

4 a problem of money
5 a problem with a colleague or friend
6 a problem of time




Listening for detail

Internet
reseal‘Ch E2 £ 109 Listen to an after-dinner story. Number the events below in the order they
Search for the keywords happened.
business jokes. Which [] The largest crocodile’s mouth shut -snap- behind the CFO.
other tenses do business [] There was a loud splash.
jokes use? Tell a joke The CEO gave a party.
in your own words, [] The CEO showed the executives the pool.

without using notes.
i =3

[| Everyone ran back to the pool.

[J The CFO asked the CEO who was responsible.
[] The CFO climbed out of the pool.

[] The CEO challenged his team.

A £ 1:09 Listen again and complete the sentences from the story.

1 The boss very well for himself, so he the executives around his luxurious
country house.

2 At the back of the house, he the largest swimming pool any of them had ever seen.

3 They to follow the CEO towards the barbecue when suddenly there a
loud splash.

4 Everyone and to the pool where the Chief Financial Officer
for his life.

5 The crocodiles him when the he the edge of the pool.

6 He climb out of the pool when he the mouth of the biggest crocodile

close shut -snap- behind him.

Telling a story

With a partner, tell a story in your own words using appropriate past tenses.

Giving advice

3 Match the beginnings of the sentences 1-10 with the endings a-f to make pieces of advice
for new employees.

1 You should —— — a) expect to finish on time every day.
2 It's unwise ") learn to set goals.
3 1It's a good idea ¢) dress appropriately.
4 You should d) to make too many personal phone calls.
5 You shouldn't e) to learn proper meeting behaviour.
6 It'sagood idea to ——___ f) accept responsibility for mistakes.
7 It’s important "~ ¢g) learn who does what and how things get done.
8 You shouldn’t h) not to neglect forming effective relationships at work.
9 You should i) toreduce stress by balancing your life.
10 You ought i) expect that you will like every task.

[EB With a partner, take turns asking for and giving advice.

Student A: turn to page 114.
Student B: turn to page 118.
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Lesson 22: CORPORATE CULTURE.

9.4. Speaking: Meetings one-to-one.
9.5. Writing: A placement report.
9.6. Case study: Counselley.
Objectives: This module focuses on the ways of using diplomatic language to deal with
difficult meetings.
To practice writing reports and the language and style used in them.
This module focuses on living and working abroad and the use of counselling skills
and counselling language to discuss problems.
Level: Intermediate +

Discussion: The questionnaire focuses on personal relationships and behavior at work. Read
through the statements with students before they answer them.

Listening for detail: Check that students understand the adjectives. Remind them to use the
Wordlist on page 148 in their books or explain any unfamiliar vocabulary, e.g.:

diplomatic (being skilful or tactful) frank (honest, direct). Also get students to pick out the
adjectives with negative connotations, e.g.: impatient, dogmatic, threatening, insincere, and
weak.

This exercise focuses on specific examples of Simon’s language in the two versions of the
conversation. Students try to complete the sentences before they listen.

Diplomatic advice: Students could work with a partner to make these comments more
diplomatic. Point out that more than one answer is possible and encourage them to try two or
three options in each case. When they have finished, students should read their revised
comments aloud, paying attention to intonation.

Skim reading: Ask students to cover the report extracts and just read the section headings.
Ask them what kind of things they would expect to find in each section. Suggested answers in
brackets.

Recording script: Be aware that some students may not wish to discuss personal problems so
point out that they could talk about less personal issues. Circulate while students are talking
and assist where necessary.

Students work: with a partner to add more phrases to the counselling skills. Then take whole-
class feedback, making a list of all the phrases students suggest.

Role play: These role plays review the language practised in this module and allow students
the opportunity to develop their own counselling skills.

Homework: Writing Remind students about the discussion they had in exercise 1. If it’s appropriate,

get them to refer to the results of their Internet research. Read through the phrases in the box and check

that students understand them.
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1.4 Speaking Meetings one-to-one

Discussion

EB Do the questionnaire from a business magazine. Mark the statements T (true), F (false)
or D (it depends). Then compare and justify your answers. Talk about how different cultural
and business contexts affect your answers.

OFFICE ETIQUETTE

«z/Questionnaire

It is perfectly acceptable to call the boss by their first name.

You should never socialize with managers after work.

If a superior asks you to bring coffee for a visitor, you can tell them politely it's not your job.
Personal calls are acceptable only at certain times of the day.

Staying late at the office to finish your work is a sign of inefficiency.

In meetings it is advisable for junior staff to speak only when invited to do so.

It is OK to offer suggestions to superiors about how to improve the business.

It is not advisable to have a romantic relationship with a co-worker.

16

Listening for detail

EX 2 1:10-1:11 Listen to two versions of a conversation between Tiffany, an intern, and
Simon, her supervisor. Underline the words that describe Simon’s behaviour. Then compare
your answers with a partner.

Version 1 - Simon is: Version 2 - Simon is:

objective  impatient a good listener objective  impatient a good listener
dogmatic  diplomatic friendly firm dogmatic diplomatic friendly firm
understanding insincere  authoritarian understanding  insincere  authoritarian
threatening weak frank threatening weak frank

[EX with a partner, discuss the questions.

1 Why is Simon’s communication style more effective in Version 2?

2 Are there situations when the style in Version 1 is more appropriate?

3  Would the two communication styles be a) acceptable and b) effective in your own
language?




X 2 1:11 InVersion 2, Simon uses modal verbs, introductory phrases and negative questions |
to make his advice more diplomatic. With a partner, find suitable words to complete the useful |
expressions for being diplomatic in the checklist. Then listen again and check your answers.

Useful expressions: Being diplomatic

Modal verbs

You want to ... You could maybe ... You'd do better (not) to ...

Introductory phrases

I think It to me that ... Actually, | think ...

Negative questions o

you think ...? Wouldn't you agree that ...? E

&
<

Wouldn't it be better (not) to ...? Why you ...?

Diplomatic advice
2 Make these comments more diplomatic.

You shouldn’t disturb your co-workers.

You won't meet deadlines if you don't prioritize.
Delegate, or you'll never finish the job. |
You shouldn’t eat at your desk. i
Don’t make personal calls at work.

If you ignore your colleagues, don’t expect them to help. \
You'll make yourself ill if you don’t take care of your life-work balance.

~I 3 Ul Gl N e

I3 with a partner, read the dialogue aloud. Then read it again, making it more diplomatic.

You disagreed with the boss this morning. Not a good idea!

So what? I was right, he was wrong.

But you're always so aggressive!

And you should mind your own business!

You'll never progress in this company if you can’t accept criticism.

So that’s why you never got promotion, right?

Well, unless you change your attitude, don't expect any support from me.
Look, just forget it, OK? It’s coffee time anyway.

(2 S ek e 2

Internet

research

Search for the keywords ~ Roleplay
learn English. What
are the best e-learning
resources for English
available on the Web? Student A: turn to page 114.

essssssssssss———n  Student B: turn to page 120.

EA with a partner, hold informal problem-solving meetings. Use diplomatic language to help
you agree, unless you feel a more direct approach is necessary.

7he Business 2.0 17
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» formal phrases |

» writing a report

e Business 2.0

1.5 Writing A placement report

Discussion

KB Henry, a marketing student, has just finished his placement at Cambro Corp. an
engineering company in Littlehampton, New Jersey. He has to write a repor.t on_hls
experiences. Discuss what you think this report will contain and what style it will be
written in.

Moadel

E3 Read the extracts from different sections of Henry’s report below. Choose the correct
heading a-e for each section 1-5.

a) Observations about the company

b) Appendix

¢) Introduction

d) Professional achievements and conclusions
€) Experience during work placement

1

a six-month placement with Cambro Corp. under the supervision of Mr Geoffrey
Thomson, Marketing Manager. The objective of the internship was to design, conduct
and analyze the results of a market study for a new electronic gearbox.

e T, o . S i MM‘W’” s

2

response rate to the first mailshot was very poor. When customers were contacted by
telephone, it became clear that many of them had not understood the first question. The
order of the items was therefore modified and the response rate increased by 200% ...

R s Y -
e, o i e e, e ‘W

3

a long history of sponsoring local sports and cultural events. Cambro’s reputation is one
of its greatest strengths. To obtain a similar result through media campaigns would cost
millions. This aspect of the company’s marketing and PR policy was most impressive ...

e e e N o
S—" MWW WM’ -

4

communication skills in particular. Developing and performing a market study in less
than six months was a major challenge. Fortunately, I was able to apply the knowledge
I had acquired in marketing in year two of my degree, and the results of my study were
extremely well received. In future, I think it would be very helpful if ...

o m—
— e e o I e e st e

5 ... including the following documents:

A Daily journal B Thank you letter to Mr Thomson C Evaluation letter from Mr
Thomson D Résumé E Cambro brochure and sales literature

Analysis
[EX Decide which section 1-5 of the report these topics should be in.

[] Analysis of successes and failures

] Objectives of the internship

[[] Details of your responsibilities

[ ] Analysis of what you learned

[] Evaluation of the company as a potential employer

[] Suggestions for the future

[[] Description of the company and how it is organized
[] Observations on the company’s culture and policies

00~ O Ul W=




Internet Language focus

research 3 Match Henry's informal diary entries 1-9 with the formal phrases used to talk about the
same things in the report extracts in Exercise 2. Underline the formal phrases in the report.

How and where can
you find an internship?

Search for the keywords 1 MU boss is a 5‘“5 called Geoff. 6 ... was eoof!
find internships to learn
more.
—— 2 To0xy T called lots of customers. 7 Tt was really difficult and exhausting.

3 T finally understood want the problem was! g Thank goodmess T'd Learnt how to
4o n market surv.an!

4 Rex changed the guestions around. 9 Bigenlitues ””“M'ﬂ happy Wi nBar T A

5 This is worth a fortune! Much better Hhan P‘”Ji‘“ﬁ for adverﬁsma.

Output

B 2 1:12 Listen to a conversation between Jason, who has recently completed a placement
at Diftco, an exporter of construction equipment in Birmingham, UK and his friend Alex. Take
notes about Jason’s placement in preparation for writing his placement report.

3 with a partner, organize your notes from Exercise 5 and Jason’s notes below into the five
placement report sections listed in Exercise 2. Then write Jason’s placement report. Remember
to use more formal language.

9

- good rapport withh export staf+f, warehouse staff more difficult
- eguipment assembled and packed in warehouse

- double-check information - very important lesson!

- waste prabf&m in warelhouse - don't mc’Uofle enoaln

- remember to attach dnil Jowrnal - Journal doc

- one of wost pro?if’abﬂa Firms in r&gio'n

- learwt bar code sustem - interestin

- too much routine paperwork - very boring!

- copies of letters to and from Ms Witten, supervisor

- most of time in Export Office, also chac;(i‘ug containers in warelhouse
- vamﬁ %irma - need n h.olidmg now!

1.5 Writing

appendix
gearbox
mailshot
rapport
take the mickey
waste
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> counselhng skllls

» exploring problems

~ | Discussion

P written advice

abroad? With a partner, brainstorm a list.

Listening for detail

il 1.6 Case study Counselling

EH¥ wWhat kind of personal problems can interns or employees experience when working

E3 £ 1:13 Listen to an extract from a lecture on counselling skills and complete the

handout.
COUNSELLING
Counselling = helping someone a personal problem using their own
COUNSELLING SKILLS A i st T T
[iistening [ helping [] assisting [l solvmg (for them)
|:| manipulating |:| persuading |:| exploring problems
[ talking [ teliing [ reassuring
THE THREE PHASES OF COUNSELLING il
Phase one = Phase two = Phase three =
e e - . e - o e 88 Mm

EZ with a partner, describe a situation when you helped someone with a problem, or
when someone helped you. Did your experience correspond to what you heard in the

lecture?

Counselling language

¥ Match each phrase in the box with a counselling skill on the second handout below.

S RS

How did you feel? Why not start by —-ing ...?  What's your first priority?

You were surprised? What would happen if (+ past tense)?  Right.
So, tosumup, ... Soyou’re saying that...? What are the options?
COUNSELLING SKILLS CHECKLIST
Counselling skill  Description of skill  Useful phrases or body language
1 Asking open Ask who, why, what, where. how, etc to get them
questions talking about the i issues.
2 Paraphrasmg Clarify your undefstandmg by rephrasmg what they

sand and feed it back to them.

3 Paying attention Use positive body language to show that you are look person in the ey;e, smile, nod head

really listening.

4 Encouragmg | Show you're interested by nodding and saying |
| Uh-huh, Mmm, Yeah, | see, etc. i

5 Echoing Encoutage them to tell you more about a topic by
repeatmg a key phrase or word.

6 Summarizing Show you have understood all they said by pulhng
|t all together in two sentences

7 Establishing Get ideas from them on possuble alternatives to
options resolve the problem.

8 Asking hypomancai | Encourage the probiem holder 1o think thmugh the "
questrons 1mpl1cat|ons of their suggestlons

9 Prioritizing Estabhsh which of the possible optlons the

problem holder chooses to tackle first.

10 Action-planning Suggest a clear first step they can take to help
 them manage their problem

EJ Add one more phrase of your own to each counselling skill in the handout in Exercise 4.

he Business 2.0




Intermet
research

Find out more about
living and working in
either Japan, the UK or
the USA.
———

h eWorkbook

Now watch the video
for this unit.

Glossary PAGE 152

body language
bounce back
echo
headache
open guestion
outlook
paraphrase
perspective

Roleplay

K& Work in groups of three. Take turns being the problem holder, the counsellor and the
observer.

Problem holder

Problem holder A: turn to page 114.

Problem holder B: turn to page 118.

Problem holder C: turn to page 120.

Use the information given to respond to the counsellor.

Counsellor

Guide the problem holder through the three phases of counselling in Exercise 2. Use the
counselling skills in the checklist in Exercise 4 to help the problem holder find solutions to their
problems.

Observer

Observe the counselling session and take notes. Use the checklist in Exercise 4 to note which
counselling skills the counsellor uses and how well they use them. At the end of the session, give
the counsellor feedback to help them improve their skills.

Writing

EZ2 work with a partner. You are on a placement in a foreign country.

a) Write an email to your partner explaining the problems you are having.

b) Exchange emails with your partner. Write a reply, giving your advice. Use some of the

expressions in the box to show that you understand your partner’s problems and to encourage
them to think positively.

I can see exactly what you mean about ... It can’t be easy to ... when /if you ...
You must be feeling very ... | know just how you feel.  It's perfectly normal to feel that way.
You have to keep things in perspective.  I'm confident you'll be able to find a solution.

'm sure you'll bounce back.

21




Lesson 23: CUSTOMER AND SUPPORT.
10.1. About business: Call centres.
10.2. Vocabulary: Customer service and telephoning.
Objectives: to examines the use of call centres in India by a wide range of companies and the

global impact on employment practices.

- To explores a range of vocabulary and expressions for describing problems and

dealing with customer service.
Level: Intermediate +
Discussion: Students should discuss the reasons why someone would or would not want to work in a
call centre. Take whole-class feedback and make two lists on the board. Refer back to the
lists once students have done exercises 1-7 to see how their views match those presented in the article
and the interview.
Discussion: Get students to scan the article for references to the trade union viewpoint (paragraphs C,
D, and H) and discuss the pros and cons of the trade union argument (i.e. betrayal
of workers in the UK; strike action; exploitation of workers, wherever they are located).
Summarizing: Read the introduction and the first paragraph aloud with the whole class. Elicit from
students: a) the reason Sir Keith Whitson gives for using call centers in India (workers in India are
smart, enthusiastic, efficient and well educated)
b) and the reason given by the writer of the article (wages in India are much lower).
Listening for detail: With lower-level classes pause the recording after the host’s introduction and then
after each speaker’s turn to allow students more time to write their notes.
Describing problems: Students work with a partner to match these ten sentences to the appropriate
devices. Check answers.
Collocations, Antonyms and Phrasal verbs: bring together a number of useful words and phrases for
talking about customer service problems. Students could complete these exercises individually or with
a partner. Circulate while they are working and assist where necessary..
Listening for detail : Read the words and expressions in the box. Remind students that they have
already have met some of them in previous exercises in this module.
Extension activity: Students work in groups. They are a team of consultants with the task of improving
customer relations in the following businesses:
» a beauty salon ¢ a dry-cleaning service * a coffee shop ¢ a car repair shop.
They should think of ideas for each business that will attract and keep new customers. Give students a
time limit and circulate and assist where necessary. When students have finished, get each group to
present their ideas, explaining why they think they will work.

Homework: to learn vocabulary, do exercises and make a presentation belong to the topic.



» call centres

2.1 About business Call centres
P customer service

technology Discussion

EB From the customer's point of view, does it matter where a call centre is? With a partner,
think of reasons why it is, or is not important.

Scan reading

EX Read the article opposite about call centres in the Philippines. Decide if statements a—f
are T (true) or F (false).

The Philippines have overtaken India as a business process outsourcing provider because ...

[ ] a) millions of Filipinos emigrate every year.

[ 1 b) changes to financial regulations have made setting up call centres more attractive.
[ ] c) call centre operators don’t want to put all their eggs in one basket.

[ ] d) American customers understand Filipinos better than Indians.

[ ] e) most Filipinos' mother tongue is Tagalog.

(] f) Indian call centres only provide high-level consultancy services.

Summarizing
EX Match the headings below with the correct paragraph in the text.
1 Margin for improvement [_] 3 India's reality check [ ] 5 Learning from India[ ]

2 Culture change 4 Language of success [ ]
In]t:g:éeé arch Reading for detail
3 Wwith a partner, discuss the significance of these words and phrases from the article.
Search for the keywords Decide whether they represent strengths or weaknesses, threats or opportunities for the
call centre racist abuse Philippines and complete the SWOT chart.
to learn about racism A ; .
experienced by call *  bars, restaurants and shopping malls » consultancy projects + cultural links
centre operators. What + to bus employees to and from work + national language »  tax breaks
can be done to combat + replace up to half their staff - unreliable infrastructure -+ night shifts
this type of abuse? + four million college graduates « experienced managers
B |
helpful harmful
internal  Strengths Weaknesses
factors  cyltural links
external  Opportunities Threats
factors
Listening

I £ 114 Cloud computing now offers a third alternative to domestic or outsourced call
centres. Listen to an interview with the head of customer relations at Groupon®, a ‘deal of
the day' website company, talking about new technology they use. Answer the questions.

How does Natterbox deal with calls from important clients?

How does Natterbox match callers to the best customer service agent?
What is special about Groupon’s call centre staff?

How does Natterbox avoid customer frustration?

How could cloud-based computing change call centre staff’s lives?

(& R

Glossary  PAGE 152 Roleplay
K3 Work in groups of three. Your company provides an online music-streaming service

buziearh) to customers all over the world. Hold a meeting to decide where to set up your new call
copycat :
b i centre. Choose one of the three roles and prepare your arguments before you begin.
tax holiday Role A: low-cost country - turn to page 114.
twentysomething Role B: your own country - turn to page 118.
Role C: cloud-based approach - turn to page 117
22
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LN Times have changed in the Philippines. In a traditionally
poor, deeply religious and conservative country, suddenly
twentysomethings are spending freely in bars, restaurants
and shopping malls as they start or leave their night

shifts. After decades of exporting its labour force to richer
countries, Manila is turning the tables in the business
process outsourcing market.

=X In the Philippines, emigration is a long-established
tradition. Every year, a million Filipinos leave their islands,
hoping for a better life in Asia and the Middle East. As
welcome as the $10b (5% of GDP) they send home to
their families may be, a decade ago there were worries
that emigration was slowing the country's development.
In its search for ways to encourage foreign investment
and growth, the government turned to India's call centre
industry. Copying the Indian model, Manila introduced tax
breaks and incentives for telecoms companies as well as
sponsored training schemes to help students fine-tune their
language and communication skills.

K= At the same time, Indian call centres were becoming
a less attractive investment for American and European
businesses. Nat anly were their generous tax halidays
coming to an end, but irritations like unreliable
infrastructure and having to bus employees to and from
work were increasing. In addition, the opportunity to
spread risk by diversifying into the Philippines came at a
time when Indian outsourcing operators were having to
replace up to half their staff every year.

N The Philippines' copycat strategy has been so successful
that American customers are now far more likely to be
talking to a Filipino helpline adviser than an Indian. With
revenues of nearly $11 billion, Philippine outsourcing now
employs 650,000 people, almost twice as many as India.
What's more, operators believe their customers are likely
to be more satisfied with the service they receive from
well-educated young Filipinos who grew up listening to
American pop music and reading American comics. A US
colony until independence in 1946, the Philippines has
maintained strong cultural links with its former masters:
in a country where the national language, Tagalog, is not
most people's mother tongue, English is a second, rather
than a foreign language.

I Not satisfied with outselling the market leader, the
Philippine government hopes to double the market to

ING

: : ===
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Manila is turning the
tables in the business
process outsourcing
market

45 $26 billion in the next five years. However, staying on

top of the pile may prove harder than getting there: as

it grows, the new outsourcing industry is discovering

how much more difficult it can be to find experienced

managers and competent engineers than to hire young

English-speaking helpline advisers. India, on the other

hand, with four million college graduates a year, is moving

upmarket. Margins for more complex financial and

engineering consultancy projects are much higher than for

simply handling customer calls. In the longer term, Indian

s5 operators may be happy to leave Filipinos to pick up the
phone while they pick up the pace on more profitable
assignments.
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2 Customer support

b personal qualities

» describing problems

» phrasal verbs for phoning

24

2.2 Vocabulary Customer service an

Adjectives

EN with a partner, decide whether these adjectives are most likely to be used to describe
customers, helpline operators or both. Write C (customers), H (helpline operators) or B
(both) next to each word.

annoyed cheerful difficult frustrated grateful helpful knowledgeable
patient persuasive pleasant reassuring satisfied sympathetic upset

Listening for attitude

FN 2 1:15-1:22 Listen to eight extracts from helpline conversations and choose
appropriate adjectives from Exercise 1 to describe the speakers.

Describing problems

[EJ Decide which device each of the sentences can refer to and tick (v) the appropriate
columns.

car
PC

| photocopier

| < | mobile phone

When | switch it on, nothing happens.

i
i

It broke down on the way to work.

It keeps crashing.

There’s something stuck inside.

| can't switch it off.

It's not working properly.

It won't start.

It's out of order.

low |oi~wlaa|luvn|blw|n]

I think it's a complete write-off.

10 The battery's dead.

Collocations

¥ Choose the best verb from the box to complete each collocation. Use each verb
once only.

arrange diagnose escalate exchange give identify sortout talk

the symptoms

the fault

a problem

the customer through the process

the problem to a supervisor
— avisit from our technician

the product
. afull refund

00 ~1 O U= k=
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clip

earth (verb)
retain
side-panel
slot

upset

Internet

research

Search for the key
words golden rules

of customer service.
Compare your findings
with your own "golden
rules’ from Exercise 9.

Antonyms
= Match each verb with its opposite.

1 connect a) disconnect
2 insert b) fasten

3 lift out ¢) pushin (to)
4 release d) remove

5 replace e) remove

6 screw in f) switch off
7 turn on ‘ g) unscrew

I Complete the instructions for upgrading a PC memory module using 12 of the verbs from
Exercise 5.

First, (1) the PC. Do not (2) the power cable, so that the PC remains earthed.
Then (3) and (4) the side-panel. Next, (5) the retaining clips at
each end of the old memory module. (6) the old memory module. Carefully

(7) the new memory module and (8) it firmly the slot.

(9) the clips at each end. (10) and (11) the side panel. Finally,
(12) ___ the PC and check that the new memory is recognized.

Phrasal verbs
[EA Match each verb with the correct definition.

1 hangup a) renew a call 5 hold on e) make a note
2 speak up b) connect 6 get through f) stay on line
3 call back ¢) talk louder 7 get back to g) make contact
4 put through d) terminate a call 8§ take down h) return a call

] Complete the crossword with the phrasal verbs from Exercise 7.

1 I can’t hear you very well. Could you , please?
2 I'm going to to my supervisor.
3 TI'lljust your name and address.
4 We tried to contact you yesterday, but we couldn’t .
5 We'll you as soon as we solve the problem.
6 All our lines are currently engaged. Please later.
7 Could you a moment, please?
8 [It’s a terrible line. Could you , and try again?
2 3 | ] 4
o 6

Discussion

E3 in small groups, brainstorm ten ‘golden rules® of customer service. Then present your
‘golden rules’ to another group.

2.2 Vocabulary




Lesson 24: CUSTOMER AND SUPPORT.

10.3. Grammar: Questions and intsructions.

10.4. Speaking: Dealing with problems by telephone.

Objectives: to talk about different ways of asking questions, making requests and giving
instructions.

- To deals with appropriate language and intonation for a telephone helpline
conversation, and focuses on explaining problems, diagnosing causes, giving
instructions, and promising help.

Level: Intermediate +

Internet research: An Internet search for FAQ learning English reveals that the most frequently
asked questions are usually about how to improve the four skills (reading, writing, listening,
speaking), grammar and vocabulary. Other questions refer to studying abroad, examinations,
learning English for work purposes, and how to study online.

Test yourself: Asking questions and giving instructions. Write a few examples on the board
and get students to match them to the rules given in the box: Are you listening? (auxiliary verb +
subject + main verb) When will he arrive? (question word + auxiliary word +subject + main
verb) Who telephoned? (who is the subject so no auxiliary verb is needed

Listening: Play the recording, pause at the beep, and ask students to summarize the features of
the product (it’s found in every office; it’s small enough to put in your pocket; it uses electricity;
it is connected with computers, but you don’t use it to speak to people. It isn’t expensive; it has
replaced the floppy disk).

Listening: Read the questions and get students to predict the kind of things that might be said,
given that this is a telephone conversation on a software helpline. Play the recording and check
answers with the whole class. Ask students: Did the helpline operator handle the call well?

Was the customer satisfied?

Improving a conversation: Student should to read the part of the customer, while you read the
part of the helpline operator so that you can exaggerate the negative tone of the operator. Ask the
rest of the class: How does the helpline operator sound? (e.g. rude and aggressive)

How would you feel if a helpline operator spoke to you in this way? (e.g. annoyed).

Role play: With lower-level classes you may like to construct a conversation using one of the
problems as a whole-class activity. To consolidate the language work, get students to write down
one or two of the conversations for homework.

Homework: The BBC World Service radio programs typically include news, business, science
and nature, health, technology, entertainment, sports, etc. so students should be able to find
something to interest them. Lower-level students might prefer to choose a short program.



2 Customer support

» Yes/No questions

»  Wh- questions

» have to, might have to,
need to

Refresh your
memory

‘ Yes/No questions
auxiliary verb + subject
+ main verb

i Wh- questions

{ question word +
auxiliary verb + subject
+ main verb
except if who, what or
which is the subject: no
auxiliary is needed

26 /e Business 2.0

2.3 Grammar Questions and instructions

Listening

EJ 2 123 Listen to some people playing Guess the Product. Try to guess what the
mystery product is along with the contestants. Then continue listening to check your

answer,

WILLIAMS

E3 2 1:23 Listen again and complete the questions.

1 on TV? No, it isn't.

2 for work? Yes, you do.

3 in every office? Yes, you would.

4 in your pocket? Yes, you can.

5 twenty years ago? No, it didn't.

6 electricity? Yes, it does.

7 speak to people? No, you don't.

8 with computers? Yes, there is.

9 more than $307? No, it doesn’t.
10 to store data? Yes, you can.

EJ In small groups, take turns choosing a mystery product and play Guess the Product.

Asking questions

IE3 Work in small groups of As or Bs. Write a question for each answer in your list below.

A B
- 365 .
- about €25,000 a year
- about 10km .
+ about two years ago .
- at home .
= Barack Obama
+ by offering a discount .
+  Coca-Cola® .
coffee .
* once a quarter L
+ since the 1990s .
+  Steve Jobs .
- the Olympic Games® .
- to buy food and drink .
« 20 minutes or so .

about 300m

at least an hour

between €30 and €50 a month
Bill Gates

by advertising the product
52

for about five years
Formula One™

in a restaurant

last year

mobile phones

Nelson Mandela

once a vear

to meet friends

Toyota

B3 Work in pairs, A and B. Close your books and ask each other the questions you
prepared in Exercise 4, in any order. Score one point for each correct answer.

JOHNSON




Internet

research

What's the best way

to learn English? How
long will it take? Do |
have to learn grammar?
How can | learn more
vocabulary? Search

for the keywords FAQ
learning English to find
the most frequently
asked questions and
some of the answers.

Making requests

I3 Complete these requests with fax or faxing. Then put them in order 1-6 from the most
direct (1) to the most polite (6).

[] Do you think you could possibly me the details, please?

[] Would you mind me the details?

] Can you me the details?

(] I was wondering if you would have any objection to me the details?
(1 me the details, will you?

[ ] Could you _ me the details, please?

[E2 Which one of these responses is not appropriate for all the requests in Exercise 6. Why?

a) I'm afraid my fax is out of order.

b) I'll do it straight away:

I'm sorry, but I'm not in the office.
I'm a bit short of time, actually.
No, no problem.

8. e8.8

Roleplay

B3 with a partner, take turns beginning these telephone roleplays and responding. Choose
suitable forms for your requests, according to the answer expected, and give appropriate
answers. Ask your:

colleague to send you an email to test your new address.
boss to give you an advance on next month’s salary.
+ supplier to postpone a delivery by one week.
+ supervisor to write a reference for your job application.
+ friend to lend you their laptop for the weekend.
customer to call back later when the sales manager comes back from lunch.
+  bank manager to lend you a million dolars.
+ supplier to upgrade the office coffee machine, at no charge.

Giving instructions

[El Complete Steve’s side of the telephone conversation using don‘t, might have to, ‘Il have to,
‘Il need to, don‘t have to or needn't.

Steve: OK, Pete. First of all, you open the printer. No, wait a minute, (1) __ just open it.
Select ‘change cartridge’ from the menu.

Pete:

Steve: Er, ves, of course you (2) switch it on, otherwise you can’t use the menu!

Pete:

Steve: No, that’s all right, you (3) switch the PC on, just the printer.

Pete:

Steve: So now you gently remove the old cartridge. (4) force it. If it's difficult, you
(5) pull it back first, then upwards.

Pete:

Steve: OK. So now you can install the new cartridge. You (6) remove the adhesive tape
first, but be careful you (7) touch the printed circuits - they're very fragile.

Pete:

Steve: Right. It'll ask you if you want to align the new cartridge, but you (8) bother.
Usually it’s fine as it is.

Pete:

Steve: Ohno, (9) _ throw the old cartridge away. You can recycle them.

Pete:

Steve: No, that’s all right, Pete. You (10) worry. Just buy me a coffee some time!

0 2 1:24 write Pete’s side of the conversation. Then listen and compare your version with
the recording.
EE]l Choose something you don't know how to do from the list below.

change the oil in your car + upgrade the processor in your PC
organize a press conference - publish your website - (vour own idea)

Find someone who knows how to do it and ask them to explain what to do. Ask questions
and/or reformulate their answers to check that you understand.
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instructions

» handling a technical Giving instructions

prOblem EBR With a partner, practise giving instructions by describing a symbol so that your partner

can draw it. Do not look at each other’s pages during the exercise.

Student A: turn to page 114.
Student B: turn to page 119.

Listening
E3 £ 1:25 Listen to a software helpline conversation and answer the questions.
1  What is the customer’s problem? 2  What help does the operator give?

EJ with a partner, decide which expressions in the telephone language checklist below
were in the conversation, a or b. Then listen again and check your answers,

Telephone language

1 a) I'mjust putting you on hold for a moment. b) Please hold the line.
2 a) Dean speaking. b) This is Dean.
3 a) Whatcan | do for you? b) How can | help you?
4 a) What exactly seems to be the problem? b) Could you explain the problem you're having?
5 a) The line’s bad. b) It's not a very good line.
6 a) Could you speak up a little? b) Can you talk a bit louder?
7 a) I'llconnectyouto ... b) I'll put you through to ...
8 a) The number is engaged. b) The number’s busy.
9 a) Canlget her to call you back? b) Could | ask her to get back to you?
10 a) Soyou'reon... b) So, your number is ...
11 a) Could | have your name, please? b) What's your name, please?
12 a) You're welcome. b) Not at all.

Improving a conversation
8 With a partner, read this conversation aloud.

Helpline: Superword helpline, wait a minute ... Yeah?
What'’s your problem?

Customer: I'm having trouble with PDF files. I can’t
print them.

Helpline: What? I can’t hear you.

Customer: I said I can’t print PDF files.

Helpline: Oh. I don’t do PDFs.

Customer: Well, could you connect me to someone
who does?

Helpline: Can’t. The PDF expert’s gone out for lunch.
Give me your name and we’ll call you later.

Customer: Oh, all right. It’s Gearhirt. Jamila Gearhirt.

Helpline: Er, come again?

Customer: That’s G-E-A-R-H-I-R-T.

Helpline: OK.

-
Customer: All right. Well, I'd appreciate it if you could \

call me as soon as possible. Goodbye. R
Helpline: Yeah, right.

1 Decide how the conversation could be improved.
2 Practise your improved version.
3 Now change roles, turn to page 115 and do the same with a similar conversation.

Handling problems

E3 £ 1.6 Listen to another helpline conversation, which is based on a true story, and
answer the questions,

1 What is the customer’s problem? 2  What is the operator’s solution?
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Internet
research

Go to the BBC World
Service Radio Player
(http:/Aoww.bbe.co.uk/
worldservice/index.
shtml) and find a radio
programme about one
of your interests. Listen
extensively, then tell a
partner about the three
most interesting points
in the programme.

#y eWorkbook

Now watch the video
for this unit.
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Come again?
crash
freeze

K3 2 1:26 With a partner, find suitable words to complete the expressions in the customer
support checklist below. Then listen again and check your answers.

Useful expressions: Customer support

Explaining the problem

I'm having with Word.

It doesn’t :

It accept anything when | type.
Nothing

| type anything.
I'm having difficulty connecting to the Internet.
It keeps crashing.

Giving instructions

Could you on the back of the monitor?
Now you just to follow the cord to the
plug.

| you to look back there again.

I'd like to go and get them.

Then | you to take it back to the store.

You'll have to adjust the settings in the control
panel.

Roleplay

Diagnosing the causes

Was it properly before that?

What does your screen like now?
Have you hitting ‘Escape’?

Did you Word?

Can you the cursor around?

Does your have a power indicator?

Have you installed any new software?
What happens if you press ‘Control — Alt -
Delete'?

Promising help

I'll someone call the electricity
company.

Ill get our technical expert to help you.
We'll get back to you in a couple of hours.
I'll have a technician call as soon as possible.

EA with a partner, use the chart to roleplay helping a colleague with the technical problems
below. Take turns being Student A and Student B.

«  You can’t print your report.

= Your mobile phone doesn’t work.

+ The video projector doesn’t work. .
» There are no lights in your office.

Student A

Explain the problem.

Answer Student B’s questions.

A/

Problem solved?

Yes. No.

v

Thank Student B.

Your car won't start.
Your laptop is frozen.
(your own problem)

Student B

Diagnose possible causes.

Give instructions.

Promise help.

DOGBERT’'S TECH

SUPPORT

YOU HAVE A BAD
CASE OF COMPUTER
ROT.

\

YOUR COMPUTER IS
DESIGNED TO BECOME
SLOWER AND MORE
UNRELIABLE OVER
TIME SO YOU HAVE
TO UPGRADE.

\

BUT IF YOUD LIKE
SOME FALSE HOPE,

1 CAN TELL YOU HOW
TO DEFRAGMENT
YOUR DISK DRIVE.

\

Cartoon from Dilbert.com 28/5/05
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Lesson 25: CUSTOMER AND SUPPORT.
10.5. Writing: Formal and informal correspondence.
10.6. Case study: Cybertartan Software.
Review 1-2.
Objectives: - to explores aspects of formal and informal style in different kinds of business
correspondence.
- This case study examines the problems faced by a contact center - customer
dissatisfaction, staff recruitment and retention, rising costs - and how they might be
tackled.
Level: Intermediate +
Discussion: Students should think about grammar, vocabulary, style, opening, closing, etc. when
they are discussing the differences between formal and informal correspondence.
Give pairs a few minutes to discuss and note down their answers, then take feedback from the
whole class. Make a list on the board of all the points they raise. Keep this list, and add to it
throughout the lesson as other points come up.
Skim reading: Question 1: Students should to skim read the emails quickly to identify who the
emails are from. Question 2: Students can work with a partner to decide which two emails are
formal and which two are neutral / informal. Students should give reasons for their answers.
Reading for detail: Students should re-read the emails in exercise 2 more closely to complete
the grid. With lower-level classes, do the first email as a whole-class activity. When the grid has
been completed, elicit from students the differences between the two columns, i.e. in the formal
column, the expressions are usually longer and more complex; in the informal column, they are
shorter; unimportant words are omitted; vocabulary is less formal/ more colloquial, etc.
Discussion: Read the list of customer problems with the whole class and ask them to give you
some real-world examples of each one. This could be things they’ve experienced themselves or
things they’ve heard about.
Listening for detail: Play the first two lines of the interview — the interviewer’s question and
Laurie McAllister’s response — and elicit the answer to the question. Ask: What other problem
does she mention? Flow does the problem with salaries affect the contact center? (The salaries
haven’t kept pace with the cost of living and the company can’t attract workers to the area.)
Homework: Writing presentation slides: Before students prepare their slides, brainstorm what
makes an effective slide (use only short phrases or sentences; use headings and bullet points to
make the text easier to read and remember, etc.). Students should pay attention that the slides are
just about their recommendations, and each recommendation should have three parts - what it is,

why it’s a good idea, and what the expected results will be.



2 Customer support

» levels of formality 2.5 Writing Formal and informal correspondence

-~ P email expressions

. o ~  Discussion
» writing emails )
o - [l With a partner, discuss what differences you would find in your own language

between formal correspondence, e.g. a letter to your bank or your legal advisor and
informal messages, e.g. an email to a friend.

Model
§ A Read the four emails below and answer the questions.
1 Which email is from:
[] a customer service department? [] a junior colleague?
’i (] a senior colleague? [] a customer?

2  Which two emails are formal? Which two are neutral/informal?

| = it INBOX | REPLY ® | FORWARD »

Dear Ms Reckett,

I am writing with regard to a computer problem. You may remember we met at the office Christmas party,
and | believe you mentioned having a similar problem with your laptop. Unfortunately, | have dropped mine
and the screen is cracked. | was wondering if you could give me any advice on getting it repaired? | would

: very much appreciate any help you might be able to give me.

| Yours sincerely,

James Blair

|

it

. 2 | & inBOX | REPLY ® | FORWARD »

Dear Sir or Madam,

| am writing to enquire about having a television repaired. The set is a Goodson 42" LED TV which we

bought 18 months ago and therefore is unfortunately no longer under guarantee. Currently we have a
picture but no sound.

I would be very grateful if you could give me the address of an authorized repair centre in the Greater

Manchester area. Thank you for your help.

Yours faithfully,

J. Roebotham (Miss)

| B | # iNBOX | REPLY ® | FORWARD

o Hi James,

Thanks for your mail. Bad luck about the laptop. Mine was a write-off — had to get a new one! Why don't
you try Harrowson's in Oldham? They're usually good. Hope this helps.

Cheers,

Margaret

PS. Of course | remember you. Give me a ring next time you're in town and we'll go for a drink!

<] | # iNBOX | REPLY ® | FORWARD =

Dear Miss Roebotham,

Re your email of 10 September: your TV is in fact covered by a two-year manufacturer’s guarantee. Can you
just send the set back in its original packing and we will repair or exchange it ASAP. Don't hesitate to get
back to me if you need any more information.

Regards,

Max Hurst

PS. Are you by any chance the Jenny Roebotham | knew at Manchester Business School in 06/077

30 / e Business 2.0




Language focus
EJ Find expressions in the four emails in Exercise 2 to complete the table.

Internet

research

The advantages of email
are obvious - but what
risks must companies
consider? Search for Greeting

the keywords email risk e
policy to find out.

Formal Neutral/Informal

Opening

Requests

R T T [
Closin
Glossary PAGE 153 g i NN . al

accounts payable

ASAP Salutation
crack o
duplicate
inconsistency
patch (4 [ i . . .

! ead the next four emails the people in Exercise 2 sent and answer the questions.
Trojan (horse)
write-off 1 Which two writers have changed style? Why?

S 2 Find and correct the two inconsistencies of style in each email.

5 | ® INBOX | REPLY ® | FORWARD ) . < | # INBOX | REPLY ® | FORWARD #» @ |

3 o Dear Mr Hurst, ; o Dear Miss Roebotham,

Thanks for your email of 12 September. | am afraid
you have mistaken me for my cousin, who attended
Manchester Business School.

| am very pleased to learn that the TV set is still
under guarantee. Unfortunately, | no longer have
the original packaging, so | think it would be
preferable if | deliver the TV directly to your repair
centre after work. Could you possibly let me know
the opening hours?

Cheers,

Jane Roebotham

L < j # INBOX | REPLY « | FORWARD »

o Hi Margaret,

Thanks for your email. | wasn't sure if you'd
remember me — it was quite a party, wasn't it?
Funnily enough, | will be in town next Thursday so
perhaps we could have that drink? | would be very

g

I am writing with reference to the repair of your
Goodson TV750. Our Manchester repair centre is
open from 9am to 6pm from Monday to Saturday.
I've attached a leaflet with the details and a map.
Hope this helps.

Yours sincerely,

Max Hurst

PS. Please accept my apologies for confusing you
with your cousin,

< | % INBOX | REPLY « | FORWARD »

o James,

Re next Thursday. It will be lovely to see you.
Actually, my husband will be in Indonesia that week,
so | need to be at home to look after the cats. | was
wondering if you would mind coming over to our

| grateful if you could let me know if you are free place? I've attached a map - get back to me if it's

i around 6.307? Looking forward to seeing you. not clear. '
: James Yours sincerely,

PS. | would like to express my gratitude for your Margaret

help with the computer. I'm getting it fixed
tomorrow.

e r———

Qutput

IE Work in groups of three to write and reply to business emails using appropriate styles.

Student A: page 115.
Student B: page 116.
Student C: page 119.




» customer feedback 2.6 Case study .

» job satisfaction
- Discussion

> presenting
ER What annoys you most as a customer?

recommendations

waiting for service  products that don’t do what they claim  high prices  hidden costs
planned obsolescence  deadlines not respected  incompetent service
poorly translated’instructions  being put on hold  other?

With a partner, discuss what you as a customer can do about these problems.

Scan reading

EX Read the email from Hamish Hamilton, CEO of Cybertartan Software and answer the
questions.

1  What are his four problems?
2 How are the problems linked?

< | # INBOX | REPLY ® | FORWARD » 9

really pleased with the solutions you recommended.

For your next project, | need you to take a look at our Kirkcaldy contact centre. Qur Q4
customer satisfaction survey is disastrous (see charts and report extract attached) and this
represents a major risk to our corporate image and future sales. We have serious recruitment
problems and a high staff turnover. These two problems are obviously linked. | suggest you
talk to Laurie McAllister, our HR Manager there. I'd like you to come up with some proposals '
but without significantly increasing costs, which are another problem. Currently we estimate
that on average a customer call costs us £4.50. We cover this fram the call charge (currently
£0.50 per minute), which is why we keep customers on hold for around six minutes. They
spend about the same time with an adviser, although if possible we need to reduce this
because at the moment we can't take enough calls. Obviously, we can't afford to increase
salaries. I'm counting on you to come up with some creative ideas; get back to me as soon as
you can.

Best regards, Hamish

Customer satisfaction Q1

TOP FIVE REASONS FOR CUSTOMER DISSATISFACTION

1 Difficult to get through to customer adviser 76%

2 Time spent on hold 65%

3 Several calls needed to solve problem 53%

4 Cost of calls - : 49%
very satisfied 26% 5 Can’t get help by email : 32%
satisfied 44% g

dissatisfied 21% nE = T e - 7 ) 4 _ o
very dissatisfied 9% - ~ R

GENEAING Ibidein

EZX Mark these statements T (true), F (false) or D (it depends).

Hamish Hamilton is probably writing to an external consulting group. [_]

The Kirkcaldy contact centre has satisfied employees and dissatisfied customers. [_]
The contact centre is losing money at the moment. []

If the centre employs more advisers, its income will increase. [_]

More than two thirds of customers were satisfied or very satisfied in Q1.[ ]

The number of both dissatisfied and very dissatistied customers tripled in Q4. [ ]
About half of their customers would be prepared to pay for support if their problems
were solved quickly. []

S SO S I o

~1 oy

very satisfied 8%
satisfied 24%
dissatisfied 41%

very dissatisfied 27

32




Internet

research

What is the FLSA? What
are employees’ rights
on meal and rest breaks
in the USA? Are they
similar to those in your
country? Search for

the keywords meal rest
breaks to find out.
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come up with

from the horse's mouth
obsolescence

shift

staff turnover

swap

triple

Listening for detail

E¥ £ 1:27 Listen to part of an interview with Laurie McAllister, HR Manager at the Kirkcaldy
contact centre. In her opinion, what is the biggest problem for advisers?

EE 2 127 Listen again. What are the effects on the contact centre of the following?

Employees have poor working conditions and low job satisfaction.
The workload is heavier than before.

The bus service is inadequate.

Desks are shared with colleagues on other shifts.

Software products have become very complex.

Advisers don’t get enough training.

The shift system is inflexible.

N O U N

Solving problems

EZ work in small groups. You are the consultants that Hamish Hamilton wrote to in Exercise 2.
Hold a meeting to discuss the agenda below.

Kirkcaldy Contact Centre
AGENDA FOR CONSULTANTS’ MEETING ‘

The situation |
Isolate the problems and prioritize them as: i
a) important and urgent

b) important but not urgent
¢} notimportant.

Solutions

Brainstorm solutions to the problems prioritized as a) and b) above.
* Review company policy on customer services?

* Review company policy on working conditions for advisers?

Recommendations
Define recommendations for short- and long-term policy.

S I

I e o

Writing presentation slides

EZA Prepare slides to present to Cybertartan Software summarizing your recommendations.
For each problem, make recommendations, give reasons for these and outline the expected
results.

2.6 Case study

Presentations
E32 In your groups, present your recommendations and take questions from the class.

33
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Review 1

Corporate culture

EJ Make expressions about internships by matching
each verb with a phrase a-f below.

1 Incorporate ... []

2 Enhance ... ]

3 Relate ... O

4 Beassessed ... []

5 Besupervised ... []

6 Offer ... ]

a) ... your academic study to the workplace.

b) ... work experience into a university degree.

¢) ... by your institution through reports, appraisals, etc.

d) ... closely by someone from the workplace and a
university staff member.

€) ... your career prospects by doing an internship.

f) ... permanent employment to a student after graduation.

E3 Match each word in the box with its definition below.
Then translate the words into your language.

appraisal commitment deadline etiquette
insight outcome overview predecessor
threaten  workload

1 a date by which you have to do something

2 an ability to understand something clearly

3 an opinion about how successful someone is

4 the amount of work that a person has to do

5 enthusiasm, determination and loyalty

6 a set of rules for behaving correctly

7 adescription of the main features of something

8 the person who had a job before someone else

9 the final result of a process, meeting, etc.

to tell someone you might cause them harm

Underline the correct preposition in each expression.

be in charge to / of / from a department or project
be involved on / in / for doing something

be responsible fo / for / with an area of work

deal with / on / for an area of work

have somebody working of / under / on you

liaise for / to / with someone about an area of the
business

look through / with / after an area of work

report directly to / for / under somebody

run the business from / with / on a day-today basis
take care with / of / for an area of work

[o 2B, I =S O B 06 R u

o WO oo

E3 Complete the sentences with expressions from
Exercise 3 so that they have the same meaning.

Maria (1) is /(2) is
the marketing side of the business.
She (3) / (4) / (5)

the marketing side of the business.

IEJ Mark these statements about work organization
T (true) or F (false).

1 A task is bigger than an assignment.

2 A line manager has a higher position than

a project leader.

A branch is bigger than a division.

COO stands for Chief Organization Officer.

5 The Public Relations officer will often work
in the Marketing Department.

6 Personnel is a function of Human Resources.

7 R&D stands for Resources and Deployment.

8 A parent company owns several smaller
companies called subsidies.

9 Purchasing is a more formal way of saying buying.

10 Company structure can be shown visually using
an ‘organichart’.

EE ]

O OO ood dod O

K3 In each sentence, put one verb in the past simple
(did), one in the past continuous (was/were doing) and
one in the past perfect (had done).

1 Whilel (work) in my father’s business I

(start) to understand the importance of
marketing - 1 (never/think) about it before.

2 1 (already/be) in the job for two months
when I first (speak) to the big boss, the CEO;

I nearly hit his car as | (park) mine!

E2 complete the expressions for giving diplomatic
advice (in bold) by filling in the missing letters.

LA e , I think there’s a better way to do
this.

2 Its____ _ _ tome that there has been a misunderstanding.

3 Youm____ __ _ want to ask Sue for her opinion.

4 Youc__ _ _ _ maybe try a different approach.

5 D___°_ you think that making personal calls at work

creates an unprofessional atmosphere?

L]

______ you agree that it’s important to meet
all our deadlines?

o)
=

3 Match these words related to report writing with
their definitions below.

observation
evaluation

description
suggestion

analysis

examining something in order to understand it

a statement about what something is like

3 considering something in order to discover how good or
baditis

4 a comment about something vou have seen, heard or felt

P =

5 an idea or plan that you offer for someone to consider




Review 2

Customer support

EB In each set of four below, match an adjective on the
left with a noun on the right to make collocations about
working conditions.

1 clean customer

2 satisfied environment
3 high meals

4 subsidized staff turnover
5 heavy rate

6 hourly staff

7 competent job

8 dead-end workload

E3 Make adjectives from these nouns.

1 annoyance 6 knowledge
2 competence 7 persuasion
3 frustration 8 reassurance
4 gratitude 9 satisfaction
5 help 10 rudeness

EJ The collocations below are useful in customer
support. Cross out the one verb that does not collocate
with the noun.

deal with / look into / push in / sort out a problem
describe / identify / replace / treat the symptoms
diagnose / locate / offer / repair the fault

escalate / exchange / launch / replace the product
ask for / call / give / offer a full refund

escalate / fax / refer / replace the problem to a
supervisor

DU W

3 in this customer support dialogue the verbs in bold
are all in the wrong places. Put them in the correct places.

Helpline operator: Before I can locate the problem, I first
need to escalate exactly where the fault is.

Customer: OK, no problem, we can do that. But if it’s still
not working properly, can you sort out the product, or at
least replace me a refund?

Helpline operator: Yes, that’s possible, but I'm not
authorized to do it. I would first have to give the problem
to my supervisor.

B3 Complete this useful phrase for after sales service
using the letters in brackets.

TI___ intoit, ____ itout,and ___ back to you
tomorrow.” (gklrstteooo)

I3 Complete the sentences typical of customer support
telephone calls 1-10 using the prepositions in the box.

down down in into on on
through through up wup

1 We tried to contact you, but we couldn’t get

2 The machine broke after only a few days.
3 Replace and screw the side panel.

4 When [ switch it , nothing happens.

5 I'm going to put you to my supervisor.

6 I'lljusttake ____ your details.

7 Push the new module the slot.

& Please hold a moment while I find your
records on our database.
The line is bad. Please hang and I'll call you
back.
10 The line is bad. Could you speak , please?

EA Read the definitions and complete the words by
filling in the missing letters.

1 computer screen m E

2 arow of icons on a computer screen too__ 5

3 something you hope your computer doesn’t do
c h

make a computer more powerful u ___de

something that goes in a printer ca:_ dge

4

5

6 connect to the electricity supply p_ _g in
7 send a document with an email a__ __ _ ch
8
9
0

someone who a business sells to ¢ r

someone who a business buys from s__ __
a written promise that a company will repair
something you buy from them g

E3 Ccomplete the email using the words in the box.

appreciate  attached could further
getback to  grateful hesitate regard
urgently  would

= ; & INBOX | REPLY # | FORWARD »
Dear Mr White
| am writing with (1) to my order placed online
last week. It still hasn't arrived. | (2) be
(3) if you (4) ship the order immediately.
For your reference, | have (5) a copy of the
confirmation you sent me. Do not (6) to
(7) me if you need any (8) information.
[ would (9) a quick response as these items are
needed (10)
Best regards
] Garcia

EX The extracts below come from an email between

colleagues at a customer contact centre. Use one word to

fill each gap. The clues in brackets will help you.

I 1 you to take a look at our Metz contact

centre. (clue: not want, but a similar single word more

often used in a business context)
2 Our customer satisfaction survey is

disastrous. (clue: how business people often write fourth

quarter)

3 This represents a major to our corporate
image. (clue: it means the possibility that something
bad may happen!)

4 These two problems are obviously . (clue: not

connected, although the meaning is the same)

51 vou talk to Marie Pinon. (clue: the meaning

is close to recommend, although less definite)
6 I'm on you to come up with some ideas.
(clue: not relying, although the meaning is the same)

[ e Business 2.0
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Lesson 26: PRODUCTS AND PACKAGING.
11.1. About business: Packaging.
11.2. Vocabulary: Specifications and features.
11.3. Grammar: Relative clauses, articles, and noun combination.
Objectives: - to examines the packaging of products from the point of view of manufacturer and
consumer.
- To practices describing products and outlining their main features in a product
presentation.
- To practices articles, relative clauses and noun combinations in the context of
expanding notes and defining words.
Level: Intermediate +
Discussion: Bring in examples of pre-packaged goods, e.g. items of food and drink, stationery,
batteries, a bottle, a carton, etc. Teach any new vocabulary, e.g. cellophane, blister pack, child-
proof top, cardboard, container, etc. Students can also look at photographs and identify the types
of packaging they see in them.
Listening for gist: Read the questions with students and play the whole interview through. Get
them to compare their answers with a partner. Then take whole-class feedback.
Listening for detail: Read the statements aloud or get students to read them aloud and see if
they can respond to any before they listen again. Then play 2 1:28 again. Check answers with the
whole class. Get students to correct the false statements.
Scan reading: Get students to look at the photo. Ask: What is the man doing? Is he trying to eat
this product? Look at his face - how do you think he feels? Read the caption 60,000 people
a year are injured in Britain’ and ask: How do you think these people are injured?
Read the questions with your students.
Discussion: Give students a few minutes to put the stages of product development in the right
order. Check answers with the whole class by calling on students to read the sentences aloud.
Describing products: Students could put a range of items from their pockets and bags on the
desk in front of them to do this activity. Without naming it or pointing to it, each student in turn
describes an object while the other students guess which one it is. Circulate and check that
students are using the target language correctly.
Collocations: Read through the words in the box and the compound adjectives with the class.
Draw students’ attention to the meanings of some of the adjectives, e.g. eye-catching and
attention-grabbing have similar meanings; waterproof (does not let water through) is different
from water-resistant (offers only some protection from water damage).

Homework: to learn vocabulary and prepare presentation



3 Products and packaging

> P wrap rage

» » package design

Internet
research

Search for the keywords
universal design
packaging to find out
about Unijversal Design
and its impact on
packaging.

S

Discussion

EB with a partner, think of three examples of products which are packaged well
or badly, and say why. Think about protection, identification, transport, storage, display
and security.

Listening for gist

EX 2 1:28 Listen to an interview with Charlie Wang, President of New China Packaging,
a design consultancy based in Taipei, and answer the questions.

1 Why does he think packaging is so important?
2 What is special about New China Packaging’s approach?

Listening for detail
EX J 128 Listen again and mark these statements T (true) or F (false).

Branding is not enough to differentiate almost identical products. [

Business guru Jack Trout thinks that companies overcommunicate their difference. []
Most customers decide which product to buy before going to the store. [ ]

In the past, design teams were not told about financial and manufacturing problems so as
not to limit their creativity. [_]

Creative ideas are often simplified and adapted because focus groups don't like them. []
The task force can’t leave their hotel until every member of the team is enthusiastic about
the new concept. [

7 Consumers are not always conscious of what they need. []

8 New China Packaging’s task forces need months or years to deliver a consumer-validated
package. [ ]

BN~

oy

Discussion

EZ what do you think the advantages and disadvantages of using a cross-functional task
force might be for the following situations?

1 Interviewing new job candidates

2 Briefing software consultants who are designing new systems for the company
3 Setting up special deals with important customers

4 Creating new in-company training programmes
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Glossary PAGE 153

focus groups
frustration
interface with
provocation
rage

resistant
trigger

wrap

Scan reading
3 Read the article and answer the questions.

1  What is wrap rage? 3 What triggers it?
2 Who suffers from it? 4 What are the underlying causes?
Paraphrasing

K3 Reformulate these phrases from the article in your own words.

to reduce theft from shops (line 10)

the most common triggers of wrap rage (line 22)

even fighting to remove price tags ... can raise blood pressure (line 26)
pure provocation to the ecologically-minded (line 28)

there’s light at the end of the tunnel (line 29)

The bottom line is that if they don’t react, they risk losing sales ... (line 32)

G Ul B -

Discussion

You have invented a new children’s toy — MP-Bunny, an
electronic rabbit which dances, talks and plays children’s
favourite songs. In small groups, discuss how you will package it.
Think about the questions below.

1 What different materials could you use? What are their
advantages and disadvantages?

2 What design elements will you incorporate? Think about shape,
colour, photos, logos and text.

3 How will your packaging make vour product look different
from other electronic toys?

Present your packaging solution to another group.

SURVEYS show that intense frustration and even injury caused
by modern packaging is on the increase, especially amongst
seniors. Seventy per cent of over 50s admit to injuring fingers,
hands and shoulders as a result of ‘wrap rage’, a new term used
s to describe the irritation and loss of self-control experienced
when struggling to open wrapping.

In recent years manufacturers have been under increasing
pressure to keep food items sterile, to provide child-proof
packaging for dangerous or toxic household cleaning products,
0 to protect products during transport and to reduce theft from
shops. At the same time, they are forced to keep costs to a
minimum. As a result, packaging has become ever more resistant
to fingers, nails and
‘... consumers use all kinds EECURCEEERURIT
= frustration with
Of too[s and kl‘llves — p[astic packs, which
defeat all attempts to
open them, even with scissors, consumers use all kinds of tools
and knives. At best, the product inside the packaging is at risk;
at worst, it is hardly surprising that 60,000 people a year are
injured in Great Britain alone.

Some of the most common triggers of wrap rage are
processed cheese packages, tightly wrapped CDs, child-proof
tops on medicine bottles, and milk and juice cartons. Ring-pull
cans are particularly problematic for older fingers and delicate
skin. Even fighting to remove price tags from items bought as
gifts can raise blood pressure, and unnecessary overpackaging is
pure provocation to the ecologically-minded.

However it seems there’s light at the end of the tunnel.
Manufacturers are listening to customers’ complaints, and some
have begun to research and invest in mare consumer-friendly
packaging. The bottom line is that if they don’t react, they
risk losing sales if customers simply stop buying products with
packaging that offers too much resistance.
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3 Products and packaging

measurements

product description

expressions for product
presentations

3.2 Vocabulary Specifications and features

Discussion
EJ put these stages of product development into the most likely chronological order.

[] Beta test the product by users in typical situations.

[] Conduct market studies to test the concept.

[] Launch the product.

[] Draw sketches and build mockups.

[] Go into production.

[ ] Draw up specifications for the product.

Generate new ideas in focus groups and brainstorming meetings.
L] Screen out unfeasible or unprofitable ideas.

Reading for detail

EJ Read the information on the FedEx® Box and FedEx® Tube and complete the product
specification summaries below.

' arge FedEx Box |,

1 The large FedEx Box is 31.4 cm and 45.4 cm .Itis 7.6 cm
When empty, the box 400 g; it can be used to ship small parts or computer
printouts up to 9 kg in ;
2 The FedEx Tube is 96.5 cm in and 15.2 cm in and . With
a of 450 g when empty, it can be used to ship plans, posters, blueprints, etc.
up to 9 kg.

Describing products

[EJ Describe the dimensions of objects in your pockets or your bag. Your partner should
try to guess what they are.

Collocations

3 Match the nouns in the box with the compound adjectives they most often
collocate with.

| design devices materials packaging personal stereos technology

energy-saving child-resistant
devices

labour-saving tamper-resistant

fire-retardant future-proof

water-resistant fool-proof

waterproof eye-catching

shockproof attention-grabbing
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Internet
research

What are the best
ways of recording and
learning vocabulary?
Search for the keywords
recording vocabulary
and make a list of
possible technigues.
Rank the techniques on
your list from the most
to the least useful for
you personally.

Glossary PAGE 153

attention-grabbing
bird's-eye view
blueprint

chart

fool-proof

mockup

overlay

retardant

tamper with

Listening for gist

Il 2 1:29-1:34 Listen to six conversations. Use collocations from Exercise 4 to describe what
is being discussed.

I3 £ 135 Listen to a presentation of the ChartTech i3. What are its three main features?

GPSrmap 5015

Listening for detail

E2 2 1:35 Listen again and complete these expressions for structuring a product presentation
using the correct preposition from the box.

about back by on to wup with

1 I'm here today to tell you (the ChartTech i3 ...).

2 Let’s start (Touch Screen Command).

3 Moving to (what’s below the water ...).

4 Can I just turn (communications)?

5 Tl just sum (the ChartTech i3’s three main features ...).
6 Letsjustgo__ to (our midnight fishing trip).

7 Id like to finish (inviting you to ...).

E3 match the expressions in Exercise 7 with their function in the presentation a-d.

a) Beginning the presentation []

b) Moving to a new point[]

¢) Returning to a point made earlier [_]
d) Ending the presentation [_]

Presentation

EX Work in small groups. Use the vocabulary and expressions in the previous exercises to
present the specifications and features of an electronic device of your choice.
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> relative clauses m slative datises. articles an

""" » alan, the and no article

Defining relative clauses

» noun combinations ] o .
EB 1n small groups, answer these business trivia questions.

— 1  What was the communications device that was invented by John Logie Baird?
Refresh your 2  Who was the woman who is famous for her research on radioactivity?
meﬂlorv 3 What was the business process that was introduced by Henry Ford?
B et 4  Who was the.man who invented radio? _ .
who: people 5 What was the business model first dcvclo‘pcd by Martha Matilda Harper in 18917
which: things 6 What was the revolutionary pointing device which was invented by Douglas Engelbart in
that: people or things, 19637

but not after a comma . . . )
E3 in your groups, write your own business and technology trivia quiz using the formulae

‘Who was the man/woman ..." or ‘What was the product/device/process/model ...". Use the
Articles Internet if you have a connection. Then challenge another group.

alan: non-specific or not
e

P> Grammar and practice page 126

previously mentioned
the: specific, unique or
previously mentioned
no article:
generalizations

# Grammar and practice page 126

Noun combinations
The main noun comes
at the end. Any others
describe it.

- Grammar and practice page 127

Non-defining relative clauses

EJ With a partner, take turns making sentences and adding relative clauses about famous
people, products and organizations. How much information can you add?

o

A: Steve Jobs was the co-founder of Apple®.

Steve Jobs, who was from California, was the co-founder of Apple.

- Steve Jobs, who was from California, was the co-founder of Apple, which is famous for
high-end electronic products like the iPhone.

B: Steve Jobs, who was from California, and whose parents adopted him at birth, was the co-

founder of Apple, which is famous for high-end electronic products like the iPhone.

B

1 Steve Jobs, Apple (iPhone)

2 Oprah Winfrey, The Oprah Winfrey Show (Harpo Studios®)
3 Walt Disney, Walt Disney Co. (Mickey Mouse)

4 Mark Zuckerberg, Facebook (Facebook)

5 Ben Cohen and Jerry Greenfield, Ben & Jerry’s (Yes Pecan)
6 Jetf Bezos, Amazon (Kindle)
7
8
9
0

Sergey Brin and Larry Page, Google (Google Earth)

Richard Branson, Virgin (Virgin Galactic)

Muhammed Yunus, Grameen Bank (micro-credit)

Victoria Beckham, Beckham Brand (‘Intimately Beckham’ perfumes)

Discussion

3 Which of the people in Exercise 3 have had the biggest influence on the business
world? Choose your top three.
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Articles
EJ complete texts about important products and inventions with a/an, the or — (no article).

Some popular products take a long time to get to the marketplace.

* |n 1485, Leonardo da Vinci ma'd-e detailed drawings of ___ parachutes. He; also made sketches of

helicopter and ___ tank. ___ first helicopter that could carry ___ person was flown by Paul Cornu at ___
beginning of ___ twentieth century. During ___ First World War, ___ tanks were first used in ___ France in 1917.
e _ Bar codes were invented by Silver and Woodland in 1948. They used ___ light to read ___ set of
concentric circles, but it was two decades before ___ arrival of ___ computers and ___ lasers made ___ system
practical.
e _ first computer was built in 1943, more than 100 years after Charles Babbage had designed ___ first

programmable device. In 1998, Science Museum in London built ___ working copy of ___ Babbage
machine using his original plans and ___ materials that would have been available at the time. It worked just
as Babbage had intended.

Expanding notes

I3 2 1:36 When writing notes in English, pronouns, articles and common verbs like be and
have are often omitted. Listen to a product review and write the words you hear which the
customer omitted in the notes below.

al all all ak al all ot af af o aFf af af o ok o aFk oF abl af af o & af ak al &

Easify best plone <o far. Perfect phone for basic user. AireadU b'Mw.ped and dropped
few times but stild 30”18 s:f'rcma- BM’*!’&YU Life ineredible. Overall veal workivorse. No

Internet

e e b
T 5 o A s i T

research frills, but does what cellphone needs to do. Ra’ri»ng S/S.

SRR S — e

e T

Open an online

dictionary by searching EA 2 1:37-1:38 With a partner, expand these notes written by customers into full product

L‘_’r the keywords online reviews. Then listen and compare your versions with the recordings.
ictionary.

Search for the noun
information. s
information countable
or uncountable? What seg caller identity. Reception — horrible. Drops calls probably 30% of time. Very long key
is its informal form? ; ; ) : o g ;
. An, in, r. rid of sity.
Which: propositisns it delay, incredibly annoying. Anxiously awaiting day can upgrade and get: rid of monstrosity.

used with? What Rating O/5. | ‘

o Hate the phone. Too small - can’t open flip cover with one hand. No screen on outside to

typical collocations
and constructions is it
used in?

et .
o . I gt S

T

Browse several online o Hod phone about three weeks like size and design. Features 3ood too. Eas/v
dictionaries and find

out what other features
they offer. Vote to

enough to use, and survived couple of dreps. However, alarm clock won't
Werk anymore. Not teo Sure about mternal antenna. Hate having full signal

Sihd out Which anfine whey makmng call, cmly to have dromatic drop when PLA+ placne to head. .
dictionary the class Everybody says telecom compan s fault, net phone, or ma)rbe, Jus’r 3o+ bad :
prefers. one. We ,(I’ ;

See. Goinﬁ to +(7 9200 e xt. Rahnﬁ 3/5.
s st o} o A S Nl et g o s s RSt s BT

Defining words

EJ Complete the definitions by matching the noun combinations 1-4 with the appropriate
relative clauses a-d.

Glossary PAGE 154 1 Decision-making tools are tools a) that have many different functions.

2 Feature-packed spreadsheets are b) that companies conduct to identify customer
bump spreadsheets needs.
drop calls 3 An industry-standard battery package c¢) that you evaluate choices and options with.
empowerment is a pack of batteries d) whose specifications comply with industry
flip cover 4 Market studies are investigations norms.
get rid of
no frills Definitions game
ratin
work?mrse EX in small groups, divide into As and Bs.

As: turn to page 115. Bs: turn to page 121.
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Lesson 27: PRODUCTS AND PACKAGING.

11.4. Speaking: Presentations — structure.

11.5. Writing: A product description.

11.6. Case study: Big Jack’s Pizza.

Objectives: - to focuses on how to organize and deliver an effective product presentation.

- To provide students focuses on the features and benefits of consumer products and

requires students to write their own production description.

- To draws together the work on product packaging and making an effective
presentation by asking students to consider ways that a pizza company could
strengthen its brand and improve its packaging.

Level: Intermediate +

Brainstorming: give students a list of topics to think about, e.g. structure of the lesson, lecture
or presentation, content, delivery, teacher / speaker, visuals, pace, timing / length. At this point,
students should simply note down key words and phrases. Take whole-class feedback and make
a list on the board. Students should to expand on their basic points by giving examples to clarify
what they mean or anecdotes about real situations they have experienced.

Listening for gist: Play the first part of the recording, up to ... enormous potential for this
product’* and ask students: What is wrong with the opening of this presentation?

How does it compare with the points in the checklist in exercise 1 ?

Pronunciation: Students could do this exercise on pausing and intonation with a partner.
Encourage them to say the words aloud so that they can hear what they sound like. When they
have finished, ask a couple of students to read their paragraphs aloud and get the rest of the class
to comment. Then play the recording and have students check their answers.

Discussion: Check that students understand the difference between a feature (a factual statement
about a product) and a benefit (the value or advantage customers get from the product; a positive
outcome or result that will make them want to buy it).

Scan reading: Get individual students to read each section aloud and then call on other students
to select the best section heading from the box.

Reformulating: When students have completed the task, focus on the language used to describe
benefits and features as this will be useful for the writing task in exercise 5.

Scan reading : You could do this as a whole-class activity by reading the first question aloud
and giving students a few minutes to find the answer in the texts. They should then raise their
hands when they have found the answer. Wait until most of the class have raised their hands and
then call on a student to give you the answer.

Homework: Get students to write a short report on their recommendations to Big Jack’s Pizza.



3 Products and packaging

P structuring a presentation

» hooks and objectives

» presenting a product

Hook

What would you do if ...?

3.4 Speaking Presentations - structure

Brainstorming

EB What are the qualities of a good lesson, lecture or presentation? With a partner, draw
up a checklist.

Listening for gist

E3 2 1:39 Listen'to Version 1 of a presentation of the Pingman, a new personal GPS
tracking device which can be used to locate children, elderly people, animals or mobile
staff. Compare the presentation with your checklist.

EX Wwith a partner, discuss how the presentation could be improved.

Listening for detail
EX 2 1:40 Listen to Version 2 of the presentation and answer the questions.

1 How does the presenter get the audience’s attention and interest?
2 What is the objective of the presentation?
3 How long will the presentation last, and what is the next step?
4  What does the presenter say about questions?
5 What subjects will be covered in the three sections of the presentation?
6 Which part of the presentation do we not hear?
7 What does the presenter do at the beginning of the conclusion?
8 What does the presenter ask the audience to do?
9 How do the audience know when to applaud?
10 What aspects of presentation technique have improved in Version 27?

B 2 1:40 With a partner, find suitable words to complete the useful expressions in the
checklist. Then listen again to Version 2 and check your answers.

Useful expressions: Structuring a presentation

Objective

you like to know ...7 I'm here this morning to

My objective today is ...

the Pingman, ...

would it be worth to ...?

Agenda

Feel

The goal of this meeting is ...

Somebody once said ...

Summary

to interrupt me. I'd like to

up the presentation and move on to ...

—

I've divided my presentation into three

. | explained why ...

of all, I'm going to ...

that, I'll be talking about ...
I'd like to present ...

Ill take any questions at the end.

Call for action

These are the

why | am asking you to ...

| presented the different specifications ...
Last, but not . | have given you ...

Close

Thank you very much for your
Thank you for listening.

If you have any questions, I'll do my best to answer them.
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Internet

research

Search for the keywords

presentation tips to find

answers to the questions
below.

1 How long should a
good presentation
be?

2 What should you

research before a

presentation?

What are the most

important parts of a

presentation?

4 What are the best
ways to practise a
presentation?

5 Which colours and
fonts should you use
in your slides?

& How should you
deal with hostile
questions?

7 What's the latest
presentation
technology available?

w

‘lp eWorkbook

Now watch the video
for this unit.

Glossary PAGE 154

hook

lecture
overwhelmingly
ping

tracking

wrap up

Pronunciation

I3 2 1:41 Decide where the speaker should pause in this extract from the presentation.
Before each pause, mark whether the speaker's voice should go up 2 or down ¥, as in the
examples. Then listen and compare your answers.

I've divided my presentation into three sections. N First of all, A I'm going to remind you of the
background to this project and the current offer on the market. After that, I'll be talking about -
the prototype, and the data we’ve collected from tests, focus groups and market studies. Finally, I'd |
like to present a business plan; this will demonstrate why we expect a return on investment that is ‘
without precedent for our company. Is everybody happy with that agenda?

EA underline the key syllables and key words which should be stressed, and draw a line
between words which should be linked ( _), as in the example below.

l've divided my presentation_into three sections. First of all, ...

EX 2 1:41 Listen again and compare your answers. Then practise reading the extract with
correct intonation, stress and linking.

Presentation

EX in small groups, prepare the introduction and conclusion of a presentation of one of these
new products to a group of department store buyers.

+ aflexible tablet PC that can be rolled up to fit in a pocket

+ furniture which changes colour and temperature depending on the light and room temperature
a T-shirt which displays a text message that can be modified from a mobile phone

+ your own product idea

Think about the following questions.

Hook: What is the most surprising, exciting or unusual aspect of your product?
Objective: Why are you making the presentation and what do you hope to obtain?
Agenda: How will you organize your presentation and what will happen after the talk?
Summary: What are the highlights of your talk?

Call for action: What do you want your audience to do now?
Close: How can you avoid an embarrassing silence
at the end of your presentation?

ELJ in your group, present your introduction and
conclusion and answer any questions. (Assume the
body of the talk has been presented.) The rest of the
class are the buyers. As a class, vote for the best
product presentation.

o
=
&

]

o

Q.
n
=
m
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3 Products and packaging

» features and benefits

= . Discussion
» writing a product

description [EJ Read the items in the box and identify the four features of this car and the four
corresponding benefits to consumers. Then discuss the questions below.

ABS air-conditioned comfort  alloy wheels automatic climate control

head-turning good looks power on demand safe braking and cornering |
3.0l V6 engine

1 What do you look for in a car - features or benefits? Why?
2 When you buy a computer, a mobile phone, or software, are you more interested in its
features or benefits? What about other products?

Model
B3 Read the product description and list the main benefits of using OpenOffice.

®0®® OpenOffice.org.3 |

Great software ... Easy to use ... and it’s free! | A;

o OpenOffice.org 3 is the leading open-source office software suite. It is available in many languages and
works on all common computers. It stores all your data in an international open standard format and '

can also read and write files from other common office software packages. It can be downloaded and |
used completely free of charge for any purpose,

A new approach to office productivity software ‘

Q OpenOffice.org 3 gives you everything you'd expect in office software. You can create dynamic
documents, analyze data, design eye-catching presentations, produce dramatic illustrations and open
up your databases. You can publish your work in Portable Document Format (PDF) and release your
graphics in Flash (SWF) format — without needing any additional software.

G If you're used to using other office suites — such as Microsoft Office® - you'll be completely at home
with OpenOffice.org 3. However, as you become used to OpenOffice.org 3, you'll start to appreciate
the extras that make your life easier. You can of course continue to use your old Microsoft Office files
without any problems - and if you need to exchange files with people still using Microsoft Office, that's
no problem either.

What's in the suite?

o WRITER - a powerful tool for creating professional documents. You can easily integrate images and
charts in documents, create everything from business letters to complete books and web content.
CALC - a feature-packed spreadsheet. Use advanced spreadsheet functions and decision-making
tools to perform sophisticated data analysis. Use built-in charting tools to generate impressive 2D and
3D charts.

IMPRESS - the fastest way to create effective multimedia presentations. Your presentations will truly
stand out with special effects, animation and high-impact drawing tools.

DRAW - produce everything from simple diagrams to dynamic 3D illustrations and special effects.
Find out more — try it today!

Get OpenOffice.org 3 now!
Go to www.openoffice.org for an introduction in Flash format.

Analysis

[EX Number the five sections in the box in the order they appear in the OpenOffice.org
text above.

background compatibility details of features and benefits
invitation overview of benefits
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Internet Language focus

[T Y{-T:0qd 1 W ¥ R&D departments often focus on describing features, while marketing departments prefer
to describe benefits to consumers. Read the eight features described by R&D and underline
their corresponding benefits in the text in Exercise 2.

Search for the keywords
open source software
to learn about free 1 Open source code application available to download (Paragraph A)
software, including It can be downloaded and used completely free of charge for any purpose.
games. Choose one Fully integrated suite of office applications (Paragraph B)
product, and pHoe 8 Supports PDF and SWF publishing without plug-ins (Paragraph B)
Zhe?lft ie:‘s:;f:;:’r;};r:roto Intuitive user interface (Paragraph C)
yourilassmates. Fully compatible with other document formats (Paragraph C)
i e Image integration capability (Paragraph D)
Built-in 2D and 3D charting tools (Paragraph D)
Diagram and special effects functions (Paragraph D)

(e s B NN e T O) N SN0 BY \8)

3 Reformulate the product features of the Creole Audio
Managet, pictured on the right, in terms of benefits. El‘e;e AUDIO MANAGER

1 Fully integrated multi-format audio and video player
Creole gives you everything you'd expect from an audio
player; watch and play video and music in all popular
formats.

Downloadable shareware

Full PC and Mac compatibility

Music search, download and organizer features
Online radio and TV capability

Built-in CD burning tool

Glossary PAGE 154

o1 OB~ N

alloy Intuitive user interface and foolproof operation )

: . sene 1.
benefit Karaoke function @ . -
feature
'p“lzlgti':e Writing
quibble KA Write a product description of the Torrent tablet PC using the notes below. (Alternatively,
stand out use a product of your choice.) Focus on the benefits to consumers, adding any details you feel

are appropriate.

ga{‘.](a‘fﬂ’lﬁﬂd New Torrent uow avaifable - all features
of Apple® ifad at a Ffraction of the price.
Smaller, Eighf’er, s’rro'uger.

Overview of  Only 1ewm thick, witra-ligiht, unlimited

bemefits free eloud siomge; access to movies, TV,
albums, books, MAGAZINES; HEWSPAPEY S,
50,000+ apps.

Detnils of  Atfention-arnbbing desian

features Shoek praa'F, water-resistant aluminium
and ease and Gorilla Glass screemn
benefits Tutuitive touch-sereen interface

18ewm X 12em X 1em, 311‘55,
rars 3i5ab'5’ras s’romge.

1S howr mm‘wmw(j

WiFi and 36

GPS

Sereemn resolution 1024x768
Front and rear camern, headphone jack,
USE port.

Amdroid 08 and browser
OfFice software

Battery Life (2hrs

Z—er aaarm«’rea

Iwvitation 2-week mo quibble m.u'm&'g—baci(
gmmwfea
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> product differentiation 3.6 Case study Big Jack’s Pizza

» formulating a I
development strategy Discussion

» presenting ER In one minute, list as many fast-food businesses as you can. How does each of them try
reCoTRERdEtiGE | to differentiate itseif from its competitors?

Scan reading
3 Read the documents and answer the questions.

What sort of company is Big Jack’s Pizza? \
Who is Jack Jr?

What is Big Jack’s USP (unique selling point)?

What proportion of Big Jack’s customers eat in the restaurants?

What is the company’s development strategy?
What is the biggest threat to the company?
What do customers like and dislike about Big Jack’s?
What four changes is Jack Jr suggesting?

co~1o N

Big pizzas, big value!

23 stores in Hong Kong, Kowloon and New Territories
dine-in, parties, takeout or 24/7 home delivery ;
Call us now on 2893 6161 -
Become a Big Jack’s franchisee - call 2893 5468

LS

A T A et o foe IO e B T

] B4 } # INBOX | REPLY + | FORWARD »

' Re: Marketing meeting tomorrow

| Billie, Mick,

| I've attached the latest figures and customer-feedback summary, which seem to confirm

| what we discussed last time. Restaurant sales are holding up but, as expected, our

. takeout and delivery revenues are down again this month.

| If we want to defend our market share against Pizza Hut and the other international

majors, and attract new franchisees, we desperately need to relaunch our product. '
So, here’s the agenda for the meeting:

1 anew, more exciting range of pizzas 3 a new or updated logo and color scheme

| 2 new promotional ideas 4 anew box for takeout and delivery
. Looking forward to hearing your ideas on all these points tomorrow.
| Jack Jr

President & CE

Why did you buy a Big Jack’s pizza? i, Big Jack’s Pizza Revenues

Taste —_— Store is near 36%
4 ™ home or office
. 34%

9% 32%

28%
Extra-large ——

j y _
pizzas ) 7 .
15% ] ] ¥
/ 4 | 4
¥ , 4
| Low cost——< ; : == : e
| 18% '
24/7 delivery Fl y | ¥
service ! I 5
245, 5 Takeout Home delivery Dine-in Parties
I AT,
e S A i I et e s atn i i """«MM’ S
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Internet

research

Search for the keywords
pizza box advertising to

Listening for gist
EX 2 1:42 Listen to an extract from the marketing meeting at Big Jack’s. What two decisions

are made?

find out how companies Listening for inference

are using a new way to
get their messages into
the home.

PAGE 154

Glossary

BOGOF
chequered
dine-in
franchisee
fusion cuisine
gourmet
slide
strengthen
threat

usP

Recurrent negative
customer comments:

1 Of course, but we can come back —_

to that later?

Can we move on to point two?

3 Well, Billie, it’s been done before, but I
guess we could do that. Why not?

I'm sorry?

I'm not sure that’s a direction we really
want to go in.

That’s more the kind of thing I had in mind.
I think you feel strongly about this?
Things have changed since Big Jack’s time.
This is all very interesting, but ...

I trust you'll agree.

3%

Ul

QO WO oo~

Brainstorming and presentation

a)

b)
¢)

E3 2 142 Listen again and list the ten suggestions made by Billie and Mick. Which ones does
Jack like?

E2 match the diplomatic phrases on the left with their real, more direct, meanings on the right.

It’s not a wonderful idea, but it's a
possibility.

It’s not a priority right now.

It’s a bad idea.

1 don’t want to waste more time on this.
I know we disagree about this.

Big Jack’s is old-fashioned.

What are you talking about?

It’s not exactly what [ wanted, but better
than your previous ideas.

I've decided, whether you like it or not.
This isn't relevant.

E3 work in small groups as consultants to Big Jack’s Pizza and do the following tasks.

Read the brief below from Big Jack’s Pizza.
Brainstorm and select the best ideas.

N R S R

Prepare a presentation to the company’s management.
Present your recommendations and take questions from the class.

Big Jack’s Pizza wishes to strengthen its brand and

improve its packaging. Please provide advice on the g

following points:

‘The pizzas all taste the
same.’

— it’s time for a change.’

‘Big Jack’s is oldfashlonea

‘The pizzas are too big;

I can never finish them.

‘The slices slide around

together.

in the box and get stuck

same colors, same box,
same price.’

‘No different from other
pizza houses - same pizzas,

T S

* non-standard box shape +2% ;
¢ non-standard box materials + 2%.

{ ' -8 ' R
/* anew range of fusion cuisine pizzas: exciting names
‘ needed for at least five pizzas
{ e new promotional ideas
i * anew or updated logo, color scheme and slogan
{ * anew box or box design for takeout and delivery.
! Estimated impact of implementing changes on packaging
= ; and advertising costs:
- { e change logo +2%
§
] ¢ three-color printing + 1%
| « four-color printing + 2%
i
i
i
: f NB Big Jack’s will not accept an increase of more than 5%.
%
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Lesson 28: CAREERS.

12.1. About business: Career choices.

12.2. Vocabulary: Careers, personal skills and qualities.

Objectives: - to explore the ways in which working life has changed in recent years. It considers
what motivates individuals in their choice of career and how to make more
successful career decisions.

- To practise vocabulary and expressions which enable students to discuss activities
and performance in the workplace and the effect it has on career development

Level: Intermediate +

Discussion: Get students to read each pair of statements aloud. Explain any new vocabulary,

e.g.: status (position of somebody or something in relation to others) priorities (things that are

regarded as more important than others).

Predicting and listening: Discuss the two statements with the whole class, making a list of their

predictions on the board. Students should to explain the tree / surfboard metaphors used by

James Waldron in their own words. Then play the second part of Part 1 and get students to note

down the differences between vocation, career and job. Get them to compare their answers with

a partner. Then take whole-class feedback.

Listening for detail: Read the questions with the students and play the whole of 2:01 again

Discussion: First students discuss what they think these statements mean. Then they should

decide if they agree or disagree with them. Students might also want to consider other, related

questions, e.g. Does everyone make a conscious career choice or does it happen by accident?

How easy is it to combine your interests with your choice of career? Take whole-class feedback.

Scan reading: Before students start reading the text, explain any of the colloquial expressions

which may be new to them, e.g.: light someone’s fire (make someone enthusiastic) passion (a

thing for which someone has great enthusiasm) pick someone’s brains (question someone who

knows a lot about something in order to get information) up in the air (uncertain, not yet
decided) earth-shattering (having a powerful effect).

Discussion: Students could do this activity with a partner or in small groups. Take whole-class

feedback. You could also ask students to rank the benefits from the viewpoint of different kinds

of people, e.g. a 25-year-old recent employee; an employee in their 40s with three children; a 55-

year-old.

Collocations: | Do this matching task as a whole-class activity. Explain any new vocabulary

e.g.. initiative (willingness and ability to realize what needs to be done without being told)

negotiating skills (ability to reach an agreement through discussion).

Homework: to learn vocabulary and prepare presentation



P careers, jobs and
vocations

P managing your career

Internet

research

Search for the keywords
personality profile test
and do at least one
online test. Compare
your results with a
classmate and discuss
how well they describe
your personality.

e ———————————1

4.1 About business Career choices

Discussion

EB Mark your position on the scales below. With a partner, explain and justify your choices.

| have no idea how my career
will develop.

I have a clear idea of my

-+t
career path.

| expect to work for one company
all my life.

| expect to work for several
different companies in my life.

Money, status and a comfortable
lifestyle are my priorities.

Job satisfaction, variety and being

useful to society are my priorities.

Predicting and listening

EX 2 1:43 You are going to hear a talk for university students about how to choose a
career. In part one, Charlie Schumann, a popular careers coach, talks about two things you
shouldn't do, and two things you have to do. Before you listen, try to predict what those
things might be. Then listen and check your predictions.

Listening for detail
EX £ 1:43 Listen to Part 1 again and mark these statements T (true) or F (false).

Schumann says you should choose something you love doing and that feels right for you. []
She recommends going to the Himalayas to learn martial arts. [_]

Myers Briggs (MBT®) and Keirsey are Kung Fu experts. [_]

You don't need to research a lot of careers, only those that suit your personality profile. [ ]
Facebook and Google+ are a great place to read about potential career choices. [

U=

E3 2 1:44 Listen to Part 2 of the talk and answer the questions.

1 According to Schumann, which of these factors are more likely to make you happy?
Money, variety, fame, autonomy, beauty, recognition, team spirit, job security,
helping people.

2 What are 'flow’ activities?

Discussion
ER 1n small groups, discuss your reactions to these statements from the talk.

1 “This is maybe the one time in your life when you need to be totally selfish’.
2 ‘Tests like Myers Briggs or Keirsey are not a hundred per cent reliable’.

3 ‘Having more money doesn't actually make you any happier’.

4 ‘Jobs that let you experience that 'flow’ (are) the key to ... your ideal career’.

Scan reading
K3 Read the article opposite and find which two tips can be summarized as:

1 Move towards your long-term goal in small, easy stages.
2 Make sure that preconceived ideas about success and failure

are not preventing you from reaching your goals.

Glossary PAGE 154

Summarizing

EA summarize each of the eight remaining tips in one
sentence. In small groups, compare your sentences with other
people and choose the best summary for each tip.

earth-shattering

inertia

jump in at the deep end
pick someone's brains
posse

start the ball rolling
stay put

treadmill

——— |



Have you ever found
yourself so excited
about something that
the energy it generates
just seems to pull

you along? Imagine
feeling that every day
in the work you do. It’s
possible! Begin exploring
your passions and
discovering ways, big
or small, to incorporate
them into your life.

20

25

30

35

40

GET TO KNOW YOURSELF - Before you start off in pursuit of a career that
really lights your fire, take some time to do some serious self-exploration. Make
a list of all the things in your life that you have really enjoyed. It could be work
or play, an event, a period of time in your life, etc. Pick one and start digging
into the reasons why. Get beyond what you love doing, and break it down into
the underlying characteristics. Think of it as identifying your passion’s building
blocks.

E3 BRAINSTORM - Once you have a picture of the things that light your fire,
brainstorm ways you could incorporate them into your life. Write them down
alone or with friends, in one session or on a small pad of paper you carry with
you. Above all, be creative. You never know what crazy idea is going to spark the
Big One.

EJ EXPLORE - Ask, ask, ask! Once you have identified some things you think
you might be interested in, identify people who are knowledgeable in those
areas and contact them. Explain that you are exploring your options and ask if
you can pick their brains. You’'ll get some fantastic insights if you make this a
habit, not to mention making some great contacts along the way.

K3 BABY STEPS - The fear of jumping in the deep end of the passion pool
keeps many people from swimming at all. Remember there’s a shallow end too,
s0 you can still enjoy splashing in the water. Look for baby steps you can take
that will bring your passion into your life and keep you moving towards your
long-term goal.

X IDENTIFY YOUR OBSTACLES - What things are getting in your way?
Make a list. Maybe they're real financial obstacles, or perhaps the need for
more training. Maybe they are internal. What’s stopping you? Fear? Self-doubt?
Simple inertia? We all have voices in our heads that are always telling us ‘You
can’t do that’, “You’re not good enough’, ‘What will they think?’, etc. Identifying
and acknowledging those voices is the first step in taking their power away.

IEE CREATE A PASSION POSSE - In my interviews with people who have
followed their dream, the most commonly mentioned success factor has been
the support of the people around them. Friends, family and colleagues can all be
a great source of support and inspiration. It can be an informal support network,
or a regularly scheduled meeting to exchange ideas and brainstorm solutions to
challenges.

RE-EXAMINE YOUR DEFINITIONS OF SUCCESS AND FAILURE — What
is your definition of success? Is it getting in the way? Our culture places a lot of
emphasis on material accomplishments, status, etc.

Unfortunately, that gets in the way of real happiness for a lot of people, who
choose to stay on the treadmill in pursuit of that version of success. Perhaps
you're not at a point where you can or want to change that definition of success.
That’s OK; don't. Instead, try identifying one or two less common ways of
identifying ‘success’ - ones that come from the heart - and try to move towards
them as well.

Our definition of failure, which tends to be all or nothing, also gets in the way.
If you try something and it doesn’t pan out, how do you see that? Is it a failure?
Or is it an opportunity to learn? If you ‘fail’ in an effort to move toward your
passion, it's not really failure. Think of it as a step in the right direction. Taking a
longer term view can help with this.

IE3 MAKE A PLAN - Whether it's a high level overview or a step-by-step action
plan, it is up to you — you know how you work best. Creating a plan will force
you to think things through and add some comfortable structure to something
that can seem very up in the air and undefined.

El ACT! TODAY! - The fact is, the time will never be right. Something is always
going to be less than optimum. Don't wait! Do something right now that will
move you toward your passion. What two things can you do right away that will
start the ball rolling? They don’t need to be earth-shattering, they just need to
happen.

Ell COMMIT TO MAKING IT HAPPEN - Let it out of your brain and into the
open. Say, ‘| am going to do this.’ Say it out loud to yourself. Say it to a friend.
Put it in writing and put it where you can see it. Once it's out in the open it will
have room to grow. And that’s exactly what you want!
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4 Careers

job benefits 4.2 Vocabulary Cal

recruitment and
employment verbs Discussion

— — — i = s — S

skills and qualities ER Rank these benefits from the most (9) to the least desirable (1), in your opinion.

Christmas bonus  company car  free accommodation free medical insurance
luncheon vouchers  pension plan  profit-sharing  sports and social facilities
stock options

Careers and employment
2 put the events in Josef Gutkind's career in logical order.

Part 1

Before graduating, Josef applied for jobs in 20 companies.

[] Wilson Brothers offered Josef a position as a management trainee.

[ His first interview was successful and he was short-listed for a second interview.
[] When Wilson’s got into difficulties, Josef was made redundant.

[] Two years later he was appointed Logistics Manager.

[ ] He was invited for an interview at Wilson Brothers.

Part 2

[] In his early fifties he took a sabbatical to write a book.

[] Josef quickly found a new job, but was dismissed after arguing with his boss.
[] The book was a best-seller, and Josef resigned from the firm.

[ ] While he was unemployed Josef studied for a master’s degree.

[ ] He retired from business and now lives in the south of France.

[ ] Thanks to the masters on his CV, Josel was hired by a firm of consultants,

[} use appropriate expressions in bold from Exercise 2 above to complete these job
interview questions. Change the form as necessary.

1 Could you tell me exactly why you from OQP?

2 Were the departments merged before or after you Quality Manager?

3 After the factory closed, was it difficult to ?

4 Have you jobs in other companies in the area?

5 Ifyou for a second interview, would you be able to come to our head
office in London?

6 How would you feel if we you as a product manager?

3 Now correct these sentences from a biography. The words in bold have been mixed up.
Put them back in the right places.

1 Aisha’s résumé was impressive; she was dismissed without even attending a first interview.

2 At the second interview, Aisha did so well that she was made redundant on the spot.

3 A few years later, she wrote her first novel while she was unemployed,; it sold only 400
copies.

4 Aisha was an unconventional journalist who preferred to work at night; after arriving four
hours late for a meeting she was hired.

5 When the editor in her next job refused to publish a controversial article she had written,
Aisha immediately offered to retire but the editor refused to let her.

6 However, when the newspaper was taken over by a larger competitor, Aisha was short-
listed.

7 After difficult times while she was on sabbatical, she was finally able to live in comfort
when her sixth novel became a best-seller.

8 She was 74 when she finally decided to resign from writing novels.
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Internet Collocations

resear(:h EJ 1n each set of five below, match a verb 1-10 with a noun a-j to make collocations for
describing skills and qualities.

Search for the keyword
mentoring to find out 1 take —__ a) a commitment to
make T———b) initiative

how a mentor can help 2
employees with their 3 be ¢) good working relationships
personal development. 4 work d) a good listener
R T 5 build e) to strict deadlines
6 work - f) abusy workload
7 make g) ownership o
8 manage h) closely with i
9 possess i) avaluable contribution to g
10 take on j) strong negotiating skills >
~
I Use eight of the collocations from Exercise 5 to complete the sentences below. Change the ¥
verb form if necessary.
1 I enjoy taking initiative, and I keep my promises; when 1 to a project, I always
deliver.
2 T have a lot of experience in both product development and sales teams, and can

adapt to their different working styles.

3 I have excellent organizational skills, and I hate being late - so I have no problem with
4 1 liaise with government officials: fortunately, I :

5 I'm used to ; I'm good at multitasking, and coping with pressure is no problem.
6 1 often of projects with multi-million dollar budgets.

7 Ibelieve I can any work group.

8 1 , s0 I build good working relationships with colleagues.

EA Which two answers in Exercise 6 could you give to each of these questions?

a) Are you able to take responsibility? ][]

b) Are you a good communicator? ][]

¢) Are you a good time manager? [_][_]

d) Are you a good team worker? [_][]

Listening for gist

] & 1:45 Listen to an extract from a human resources review meeting. Mark these
employees as high-fliers (+) or as concerns (-).

Rachel Ratcliff Paul Stevens Michael Diegel Shane Garney

Taking notes

E] & 1:45 Listen again. Take notes on the problem, causes and possible solutions for Rachel,
Michael and Shane.

Rachel Michael Shane

problem

causes

possible solutions

Glossary PAGE 155

Discussion
controversial
flag (verb)
headhunter
liaise with
multitasking
on the spot
unconventional
wannabe

KL 1n small groups, decide what you would do about Rachel, Michael and Shane.
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Lesson 29: CAREERS.
12.3. Grammar: Present tenses.
12.4. Speaking: Job interviews.

Objectives: - to practise use of the present simple and continuous and on the present perfect

simple and continuous. It also practises the past simple.

-To explore language and expressions useful for answering questions at a job

interview.
Level: Intermediate +
Internet research: Students will find numerous websites offering grammar explanations if they
search under English grammar practice. Before students do this task, agree with them a list of
questions to use when assessing each website, e.g.: Are the grammar explanations clear and easy
to understand? Are the exercises useful? Is the site easy to navigate?
Test yourself: Present tenses: Start by reading the notes on the present simple and continuous
in the Refresh your memory box with students. If they seem unsure of the two tenses, work
through exercises 1-5 in Grammar and practice on page 124 in the Student’s Book.
Present perfect and past simple: Read the instructions with the whole class and give
students a few minutes to skim read the table.
Listening: present perfect simple and continuous: Play the recording, pausing after each
situation to allow students time to write. Students compare their answers with a partner. Students
are using the tenses appropriately and forming their sentences correctly.
Asking questions: Write sports club and community arts center on the board and ask students to
tell you what kinds of jobs might be available in each place (e.g. sports club: receptionist, tennis
coach, swimming instructor, yoga teacher, etc; community arts center: receptionist, marketing
manager, exhibitions organizer, etc.).
Discussion: Students work individually to answer these gquestions. Are you ambitious? Are you
making plans for your future career? How do you deal with conflict / difficult situations?
Will you make a good leader / manager? Are you self-aware? Can you identify your own
shortcomings? How do you handle stress? Will you be effective under pressure?
Role play: Read the instructions and the job ads with the whole class and explain any new
vocabulary or allow students to look them up in a dictionary.
Candidates should refer to the Internet research they did on interview tips and advice. If they
have not done this, elicit from the whole class a list of topics that they could ask questions about
(e.g. details about the job itself; information about the company and department; opportunities
for training and developments; benefits, etc.).

Homework: to learn vocabulary and prepare presentation



> present simple, present
continuous

Refresh your
memory

P Grammar and practice page 128

» present perfect, present
perfect continuous

Present simple

| work best late at night.
permanent or recurrent
present actions or
situations

Present cantinuous
I’‘m not working on
anything special at the
moment.

temporary present
actions or situations

Present perfect simple
I've never worked in
sales, but | have worked
in a cafe.

life experience up to
now, or present result of
a past action

Present perfect
continuous

|‘ve been working too
hard - I'm exhausted!
action in progress up
to now

The bluffing game

9] Complete the sentences below with information about yourself that other students
don’t know. Use the present simple, present continuous, present perfect simple and
present perfect continuous. Four of your sentences should be true, the other four should
be untrue.

1 Ioften ..

2 I don't usually ...

3 At the moment, I'm ...
4 Right now, I'm not ...

I've never ...

I've already ...

Recently, I've been ...

For some time now, I haven’t been ...

o~ W

E3 In groups, take turns reading your sentences out and answering other students’
questions. The group has to decide whether you are telling the truth or bluffing. Who is
the best bluffer?

Present perfect and past simple

EJ You and your partner work for an international recruitment agency. Your clients are
looking for:

a Spanish-speaking science graduate

an undergraduate with marketing experience

a graduate accountant, to be a future finance director

a French-speaking graduate in business

an arts undergraduate with experience in the Far East

a Portuguese-speaking graduate with experience in sales.

S BE W N

You have each interviewed and tested five candidates. Exchange information with your partner
and decide together which candidates are most suitable for each request.

Student A: use the information below.
Student B: turn to page 117.

Candidate Graduation Work experience Management
potential test
Mr Salmon next summer, Chemistry  pullover sales in Mexico
Ms Bianc = - -A+ ------
MrsGrey  nextlune, Marketing  nurseinNewYork
_I\_m;SRgse i T e b 5 A e
‘MrDasilva last December, MBA  own business in Brazil
- S Ermrenpioy © B 4
Mr Schwartz ' ast Octol:;e_r-',_;c_c_;;r‘wta;cy banks in Geneva, M;;aco, Porf;jgal
M.55 == o .
MsVioleta  nextspring, History  holiday club in Thailand
”Mr Braun | o . C- i




Internet
research

Search for the keywords
English grammar
practice to explore the
many websites offering
grammar explanations
and exercises. In class,
hold a vote to find your
favourite grammar site.

Glossary PAGE 155

assault course
hand

knock over
relevant
undergraduate
You're kidding

Listening: present perfect simple and continuous
3 2 1.46-1:55 Listen to situations 1-10 and match them with the pictures A-J.

EKAM RESUL.TS

El £ 1:46-1:55 Listen again and write down what has happened or has been happening in
each situation. Then compare your ideas with a partner.

Asking questions
A witha partner, take turns interviewing each other for a job.

Student A: turn to page 115.
Student B: turn to page 118.
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T LA .

preparing for interviews

answering interview

guestions

roleplaying a job

interview

b4

Discussion

EJ How would you answer the following interview questions?

1
2
3
4

What are your weaknesses?

the stress?

Listening

Where do you see yourself in five years’ time?
How do you motivate people to do their best?

Can you give an example of a situation you found stressful, and how you coped with

B3 £ 1.56-1.59 Listen to extracts from four job interviews A-D. Which candidate(s):

FESE I S

quality?

give(s) concrete examples from their experience?

ask(s) questions to make sure they answer the interviewer’s question?

structure(s) the answer in two parts?

turn(s) a question about a negative point into an opportunity to emphasize a positive

EJl & 156-1.59 Listen again and complete the checklist of useful expressions for

answering job interview questions.

Useful expressions: Answering interview questions

Asking for clarification or reformulating

I'm sorry, could you expand on what you mean by ...?
Do you o

Structuring your answer

I'd like to answer that in two ways: firstly, ... secondly, ...
| think there are two important

Talking about yourself

| what | learned.

| see as a top performing employee in a leading
company.
| plan to experience and learn new skills.

I would be ready to
responsibility.

| realized that knowing how well you're
to staying motivated.

I'm that there are areas that | can improve on.
| don't feel that | have any weaknesses.

| would say that organization is one of my

| to finish the project on time.

up to a position with more

to this question ...

is essential

Playing for time

That’s a very interesting question. | would say ...
That's a difficult question to ; let's
that ...

Giving concrete examples

Let me give you an example of what | mean.
Take ..., for

Validating your answer

Is that what you wanted to know?
Does that your question?




Internet 3 The candidates in Exercise 2 used these expressions. Put the words in bold in the correct

research BRI

1 I applied what learned 1.

I'm able being unpopular with to cope.

I see myself performing as top a a employee company in leading.

I plan experience to gain new and skills learn.

I would be ready more a move to position up with to responsibility.

I realized that knowing well you’re how motivated essential doing is to staying.
I'm aware there that on that areas are can I improve.

I don't feel weaknesses I any have that significant.

I would say my organization is that one of strengths.

10 I managed on finish to the time project.

Search for the keywords
interview advice tips to
find out how to succeed
in job interviews.

O 00 ~1 O Ut &~ WU N

3 Read the quotation and mark the interview questions a-h as type 1 or type 2 questions.

The good news is that there are only two interview questions. That is, regardless of what you're
asked, the employer really only wants to know:

1 What value can you add to my enterprise as an employee (and can you prove it)?
2  Why do you want this job?’

What are your strengths and weaknesses?

Why do you want to work for us?

What is your greatest achievement?

How do you make sure things get done?

Why do you want to leave your present job?

Tell me about a time when you successfully handled a difficult situation.
) What sort of environment would you prefer not to work in?

h) What are the most difficult kinds of decisions for you to make?

moeLoTE

Glossary  PAGE 155 With a partner, ask and answer the questions using expressions from Exercises 3 and 4, inventing

ERNTE any details as necessary.

cope with

rapport Roleplay

regardless of K3 with a partner, roleplay an interview for one of the jobs below.
strengths ; )

weaknesses nterviewer

Interview the candidate for the job they have chosen. Invent further information about the job as
necessary. For each of your questions, note whether the answer is satisfactory or not. At the end of
the interview, give the candidate feedback on how well they performed.

Candidate
Let the interviewer lead the conversation initially, but try to develop an exchange by asking
questions about the job and the organization.

#s eWorkbook

Now watch the video
for this unit.

{

Leading consultancy requires business graduates to

' M u Iti n at i ona l | } train as auditors and consultants

Oi I C om a n ‘ Vacancies in London, Paris, New York, Tokyo
p y ‘ Candidates should be analytical, independent and able to
develop a rapport with clients in all sectors

Soeus futiah managers (0 isqd Competitive salary and benefits

develc.)pm.ent i alte;?natlve { Send CV to Jane O’Hara - johara@acc.jobs.org
energies in Norway, Indonesia and { — — e
South America. { e e ot S e s

Strong leadership and communication
skills essential.

| Music major seeks dynamic tour managers to organize and manage
Motivating compensation package. i promotional tours for top pop, rock, and R&B acts

80% of time on tour

For detsils vist | Successful candidates will have strong intercultural, negotiation,
or details visit www.nuenergeez.com f people- and crisis-management skills

| Salary and performance-related bonus

e SRR YT L Contact Sue - sue.rhodes@mjmc.biz -f

o R mnimben,

T I T - e
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Lesson 30: CAREERS.

12.5. Writing: A CV.

12.6. Case study: Gap years and career breaks.

Review 3-4.
Objectives: - to explore on the content, organization and style of CVs.

- To practice reasons for and experience of taking time off from your career to do
something different.

Level: Intermediate +
Discussion: Start by reminding students that CV stands for ‘curriculum vitae’, a Latin term
meaning ‘course of life’. Resume has a similar meaning; it is more commonly used in American
English. Students discuss the questions in small groups. As the answer to most of these questions
is likely to be ‘it depends’, encourage students to give reasons for their answers.
Skim reading: Give students a few minutes to put these categories in order individually or with
a partner.
Reading for detail: This exercise highlights the degree of formality usually found in CVs. Get
individual students to read each of the sentences aloud, while the rest of the class finds the
matching sentence in the CV. Focus on the useful verbs and verb phrases, e.g. liaise, coordinate,
run, represent, play an integral part in, students can use in exercises 4 and 5.
Ordering and reformulating: Students could do this task with a partner. Circulate while they
are working and assist where necessary. Then get students to exchange their CV with another
pair, who check the organization and choice of language.
Brainstorming: Explain that gap year usually refers to the time taken off at the beginning of a
career, while career break refers to the time taken off at a later stage of life. If students have
difficulty getting started, give them the brief outline of a story to comment on, e.g.: A friend of
mine had been working for 7 years in a big company. He enjoyed the work, but the job was
stressful and he wanted a break from the pressure and the routine. So he left his job and decided
to take some time off and do something different...
Scan reading: Read the title of the article with the whole class and get them to explain what
they understand by the two expressions change the world (make a difference to other people’s
lives) and want a change (do something different, for yourself).
Listening: 2:19-2:24 Play the recording. Pause after each speaker to allow students time to
answer the questions. Then get students to comment - which of these gap year options would
they have chosen to do themselves and why?
Homework: Writing and role play: This activity could take place over two lessons -completing

the application form in one lesson, and conducting the interviews in another lesson.
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" p P QVstructure 4.5 Writing A CV

= ; » appropriate language

S — | Discussion
» writing a CV

— | [EM Discuss why you agree or disagree with the following statements about writing CVs
or résumes.

-------- 1 You should never use more than one page.
2 You should describe your experience first, then your qualifications.
3 You should list five or six people who can be contacted for a reference.
4 You should always include a photograph.

Model

E3 Decide in what order you expect the following categories to occur in a CV. Then read
the CV below to check.

general additional skills  personal details  positions of responsibility
qualifications references voluntary roles work experience

Robert Khan

Date of birth 29 April 1991

Nationality British

Current address 27 Keats Road, London SE4 3KL (until 30 June)

Tel: 020 8088 8965

Permanent address 247 Newmarket Road, Norwich NR4 1ET

Tel: 01603 443143

EDUCATION : 7 w

2010-2013 BA in Business Studies at Chelsea School of Business
(Exam results to date 2:2; Expected final grade 2:1)

2007-2010 Norwich School: 3 ‘A’ levels: Economics (A), Maths (B), History (C)

2003-2007 Norwich School: 10 GCSEs, including Maths and English

WORK HISTORY

Jan—June 2012 Work placement, Atherton Consultants
| played an integral part in a team of consultants working on IS projects. This position
required familiarity with networking solutions and Web design and involved liaising with a
client’s parent company in Germany.

July-Sept 2011 Vacation Trainee, Jardine, White & Partners
| coordinated an office reorganization project.

2010-2011 Sales Assistant, Kaufhaus des Westens, Berlin
| was responsible for managing the outdoor exhibition of camping equipment. | ran a
language training programme for members of the department.

POSITIONS OF RESPONSIBILITY

2011-2012 President of CSB Students’ Union
| represented over 400 members in faculty meetings and organized and chaired
conferences with visiting speakers.

2011 to present Captain of CSB Squash Team
| run training sessions and am responsible for organizing matches and motivating the team.

OTHER
Fluent German
Advanced computer literacy: Office software, networking and Web design
3rd trombone in the London Students’ Jazz Orchestra
Clean driving licence
REFERENCES

See next page




Internet

research

Search for the keywords
résumé style to find out
about different résumé
styles to consider,
including functional,
skills and chronological
styles.

Analysis
[EJ underline all the verbs in Robert’s CV in Exercise 2. What do you notice?

Language focus

3 Read the CV again. How has Robert formulated the following information in more
appropriate language?

O Woo~1TO U U=

[

Output

I sometimes phoned people in Germany.

I'm good with computers.

I was the contact for the removal company for the transfer to new offices.
I gave some colleagues some English lessons.

I spoke on behalf of 400 students in meetings with teachers.

I was the general assistant to the computer consultants.

I sold tents.

I had to learn how to set up a LAN.

'm the only member of the team who believes we can win.

My job was to introduce the speakers and thank them at the end.

E Read the facts about Justine Collier and organize the information under the five headings
used in Robert Khan's CV. Then write Justine’s CV using relevant language and expressions from

Exercise 4.

Voiu'ni’arﬂg work since 2008 - OUTLOOK, ahﬂrif’ﬂg for disabled children
- parties, visits, etfe.

meg violin in stri ney ﬁuar’re’r

ﬂ%j\f&r‘sj'f"b’ basketball team - Wg‘ﬁb to bri»ua drinks

2005-2007 Northern High School ‘A’ fevel Matins (A), Economics (B),
Fremnch (B)

Secremrﬂa, Newcastle Tumnior Chamber of Commerce in 2009 - mimutes
of maei’iﬂgs, moﬂfhﬂ‘b— newsletter, ete. Sometimes phoned VIP to
invite to receptions, ete.

June-Sept 2004 Hoiidah Job, Neweastle Socind SeaMri’rUi entered
personmel dato into new HR m«aaamem1’ software. Confidentinl,
var'U bormg. Visitor from Spanisic 3W&r»ume14f ; tharee da‘(ujs.
References - tutor, Mr. Bowers, Neweastle ’Mﬂivarsif}j, Mrs Brondbent,
Principad, Northern High Selrool

g - Upirna speed 90 wpm.

Justine Damiﬂga Collier

[+ Green Street, Newenstle NEIZ B8EH Tel: 01879 122 7789
Oct-Mar 2005 Internship Arbol 0il: finance department, smald jobs,
learned accounts software, email from S America

Bifiﬂa’uﬂﬂ Spanisi

L /11/89, Auckland N2

2007-2010 BA Ecomomics, Neweastie ’Mﬂive.rsi’rﬂ(j (mane 21 if Tl
F.*M(LK’U)

K3 Write (or update) your own CV.
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» applying for a placement

Brainstorming

| [EB Brainstorm the advantages and disadvantages of taking a year off before or after
university or in mid-career. How many different ways of spending a gap year can you

Intemet thlnk Of-’
research

Search for the keywords LISten'ng

gap year to read about B3 2 2.01-2.06 Listen to six interviews with people who took a gap year and answer
some of the ways the questions.

students (and other age . .

groups) are using their 1 When and where did they take their year out?

gap years. 2 Were their experiences positive, negative or mixed? Why?

58

Scan reading
EJ Read the advertisement and answer the questions.

Who can apply for a gap-year placement, and when?

What are the four benefits of a gap-year placement mentioned in the advertisement?
What kind of work is available?

Do you get paid/have to pay?

How do you apply?

Want to
change
the world,
or just
want a
change?

Whether you are still a student or already
in work, a gap-year placement is a unique
opportunity to broaden your horizons, enhance
your CV and step back from your studies or
career to decide what you want to do with
your life. Perhaps more importantly, a gap-year
placement is the chance to do something "“5
concrete and tangible to help people in need :
in underprivileged areas of the world.
Placements are designed for people
over 17 years of age, and run for six or nine
months throughout the world. All placements

[@; I S I I

begin with an intensive orientation course to To apply, choose your destination and complete and send in
help you find your feet; for some countries, the application form (downloadable from our website www.
an optional ten-day intensive language gapyearplacement.org) together with your CV.

course is recommended. Participants work

as volunteers in sectors such as education, Please note that, due to an increasing number of
conservation, medical support and care work. applications, places cannot be guaranteed. Shortlisted
Food and accommodation are provided, but candidates will be invited to attend a selection interview in

participants pay their own travel costs. their country of residence.

p—




Reading and discussion

3 Read the four descriptions of gap-year
placements. With a partner, explain which one(s)
you'd prefer to go on, and why. Why wouldn’t you
like to go on the others?

Writing and roleplay

E=2 vou are going to take turns interviewing and
being interviewed for www.gapyearplacement.org.
First complete the application form, then follow the
steps below.

application form

www.gapyearplacement.org

Name:

Current occupation:

A Describe your previous participation in any
organization, your experiences in other countries
and your contact with persons of other
nationalities, races and cultures.

B What are your main reasons for spending a year
abroad and why have you applied for a gap-year
placement?

C What is your preferred destination and type of
voluntary work?

1 Divide into A Groups and B Groups of four
students each.

2 Three students from Group A interview one
student from Group B. At the same time, three
students from Group B interview one student from
Group A. Use the completed application forms
above (and CVs, if available) for the interviews.

3 When the first interview is finished, a different
person from each group goes to the other group to
be interviewed. The interview panel will, therefore,
be slightly different each time.

4 When all the interviews are finished, decide
in your groups which candidates have been
successful.

5 Group A and Group B join together and give the
candidates feedback on
why their applications
have or have not been
successtul. eco-

find your feet
step back
tangible
underprivileged

Care Workin ™

Glossary PAGE 155

South Africa

Population: 45 million
Official Language: 11 official
languages, including English
and Afrikaans

Placement: Schools for

4 to 18 year olds with

special needs

Job: Classroom assistant in a special needs school,
providing classroom support and working on an individual
basis with children with mental and physical disabilities.
Working week: 45 hours, some evening duties.

Conservation
in Malaysia

Population: 24 million
Official Language: Bahasa
Melayu

Main Religion: Islam :
Placement: Conservation work & e e
Job: Various conservation

projects: construction and maintenance of trails,
identification of species, eco-tourism projects, organic
farms, animal sanctuaries, turtle-conservation projects.
Work is physically demanding.

Care Work in
Costa Rica

Population: 4 million

Official Language: Spanish
(Indian languages and Patois
also spoken)

Main Religion: Roman Catholic
Placement: Care work

Job: Care-work placements in homes for children with
disabilities or orphanages: assisting individual children,
organizing activities, helping with lessons or assisting at meal
times. Intensive Spanish language course recommended.

Teaching in
Tanzania

Population: 37 million — over
129 tribes

Official Language: Swahili
and English

Main Religion: Christianity
and islam

Placement: Teaching in primary or secondary schools

Job: Teaching five days a week: all subjects, including sport
and drama. Participants must have excellent English. Four
weeks’ school holidays per year.
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Review 3

Products and packaging

KR Fill in the missing vowels in these adjectives.

1 Today’s marketplace is highly c_ mp_t_t_v_.
Packaging has tobe _ttr_ct_v_, _ff ct_v__
d_st_nct_v__.

3 Packagingiscr_t_ c_ | to make sure there is
_ff ¢ _ntuseofl m__t_d shelf space.

4 An_r_g n_lidea can turn out to be
_mpr_ct_c_lforreasonsoft_chn_c¢_1
limitations.

and

EJ Complete the sentences using words from the box.

chance communication field issues
needs process sale solution view
1 Packaging is the manufacturer’s last to

seduce the customer.

2 Many products are identical from the consumer’s point
of :

3 Most purchasing decisions are made at the point of

4 The principal problem is a lack of between
the people involved in the design and development

5 There are different groups of experts, all working in
their own specialized .
6 Production people know nothing about consumer

7 The manufacturing people deal with the technical
as and when they arise.
& Our task forces can deliver an optimal
weel¢, sometimes less.

in one

EJX In each set of four below, match a verb on the left
with a phrase on the right to make collocations about
product development.

1 generate the product onto the market

2 screen out new ideas in focus groups

3 launch specifications for the product

4 draw up unfeasible or unprofitable ideas

5 conduct production on a large scale after tests

6 draw market studies

7 gointo sketches and build mockups

8 test the product by using it in typical situations

3 Fill in the missing letters to complete these nouns
about dimensions.

1 Its45cmlong. = Itsl_ _ _ is 45 cm
2 Its3lemwide. = Ttsw___ _ _ is31 cm.

3 1It's 8 cm high. = Itsh____ _ __ is 8 cm
4 Itweighs9kg = Itsw__ _ is 9 kg.

3 Match each word in the box with its definition 1-5.
Then translate the words into your language.

benefit feature function
USP (unigue selling point)

specification

1 the thing that makes a product special or different from
others

2 an important, interesting or typical part of something

3 a detailed instruction about how something should be
made —

4 an advantage that you get from something

5 the job that something is designed to do

K3 Join the sentences using who (for people), that (for
things) or whose.

1 Here's the email. I got it this morning.
Here’s the email that I got this morning.

2 Here's the email. It arrived this morning.

3 The team leader is an interesting man. He comes from
Spain.

4 The team leader is an interesting man. I met him yesterday.

5 The team leader is an interesting man. His background
isin IT.

Put brackets around any examples of who or that
that are not necessary in Exercise 6.

3 Make noun phrases from the following definitions.

1 A cycle for developing a product is a
roduct development cycle.
2 A document that shows you have insurance for travel is
a
3 A concept for the design of packaging is a

4 A product used for cleaning households is a

EJ Choose the correct word(s) to make phrases for a
product presentation.

1 After that, T'll go / go on to present ...

2 And now, if you have any questions, I'll do my best to
answer / respond them.

My reason / objective today is ...

Final / Finally, 'm going to ...

First of all, I / I'll talk about ...

Thank you for listening / your listening.

I've divided my presentation by / into three sections.
Please make / feel free to interrupt me.

So, in summary, these are the reasons / motives why 1
am asking you to ...

O oo~ U= W

K[ Put phrases 1-9 from Exercise 9 into the order that
you would probably hear them.

EEl Rearrange the words to make diplomatic phrases
used in a meeting.

1 can/to / that / later / come / back / we?

2 we/want/to/ go/in /that’s /a/ direction / I'm /
not / sure.

3 that’s / the / more / mind / of / thing / 1 / had / in / kind.




Review 4

ER Finish each phrase about careers with the best
collocation from a-h.

1 make a career a) application
2 reach your long-term b) bonus

3 prefer money rather than job ¢) choice

4 learn new d) experience
5 gain e) goal

6 get a performance-related f) placement
7 send off a job g) satisfaction
8 apply for a gap-year h) skills

E3 Fill in the missing letters in these words which all
have a meaning similar to goal.

1 clear / annual / production / sales t s

2 limited / clear / specific / business o s

3 the overall / main / sole / underlying = m

EX Match each word in the box with its definition below.

Then translate the words into your language.

aptitude
know-how

background experience
knowledge  skill

1 knowledge that you need to be able to do something

information that someone knows

3 an ability to do something well, especially because you
have practised it

4 knowledge or skill you get from being in different
situations

5 the type of education, experience and family that you
have

6 a natural ability to do something well or to learn it

quickly

§e]

¥ The expressions in the box refer to losing your job.

be fired be laid off
be sacked

be dismissed
be made redundant

1 Which three suggest it was your fault?

2  Which of these three is more formal?
3 Which two expressions suggest it was not your fault?

4 Which of these two is British English?

& Fill in the missing letters in these words about
careers.

1 besh_  _ -li_ __ _ dforasecond interview

2 re__ __ _ nfrom a job because you have a better offer in
another company

3 a_ _ _ _ daninterview on Friday morning

777777 d to a more senior position after

some time in the company

5 be h__ __ed by a company after a successful interview

a__ _ _yforajobinacompany

[#)}

KA Put each verb into the correct form: present simple
(do / does), present continuous (am / are / is doing),
present perfect (have / has done) or past simple (did).
Each form is used twice. |

‘I'm really busy this morning - I (1) (interview)
three candidates for that sales job - the second one is
outside now. Yesterday was even worse. I (2)

(interview) five candidates in two hours, and none of them
were any good. Let me see, over the last ten days I think I
(3) (interview) 16 candidates. Just imagine! And
every time [ (4) (interview) someone there’s a
CV to read, questions to prepare, records to keep. It just
never ends. Right now, 1 (3) (need) a break.

(6) (anyone/see) that travel brochure about
holidays in the Seychelles? I know 1 (7) (put) it
somewhere. Wait a minute. There’s no-one here. I

(8) (talk) to myselt.’

Put each verb into the correct form: present perfect
(have / has done) or present perfect continuous (have /
has been doing).

1 1 {write) my CV all morning, and finally 1
(finish) it.
2 1 (write) four job applications this week. One
day I must get lucky - I (try) to find a job for
ages.

E3 Make nouns from the adjectives and verbs below.

strong (adj)
weak (adj)
responsible (adj)
perform (v)
commit (v)
achieve (v)

(o NS ) I SN0 B \6 I

E} use each noun from Exercise 8 to complete these
questions from a job interview. Some have a plural form.

1 What are your main functions and duties in your
present job? What are your ?

2 How does the company know you are domg a good job?
How do they measure your

3  What are the positive thmgs you can brmg to the team?
What are your ___

4 And what would you say are your
be honest now.

5 What is the one thing you are most proud of in your
present job? What is your greatest __ ?

6 If we offer you this job, what kind of will you
have to the company? Will you be looking for another
job after a year or two?

? Come on,
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Lesson 31: MAKING DEALS.
13.1. About business: Relating.
13.2. Vocabulary: Negotiating and relating.
13.3. Grammar: Conditionals and recommendations.
Objectives: to practise ways in which companies are trying to increase online sales through
specific marketing techniques.
- To practise key expressions for negotiating and describing the process of an e-tail
transaction.
- To explore to uses of the first, second and zero conditionals and on verb patterns
with recommend, suggest and advise.
Level: Intermediate +
Discussion: Question 1: Give students a few minutes to discuss this question. Then take whole-
class feedback and make a list of the pros and cons of website and store shopping on the board.
Question 2: Ask students to think about why less than 5% of people visiting a website turn into
paying customers.
Scan reading: Students read the article and look for examples of what are doing to encourage
visitors to websites to buy products. Add these ideas to the list you made on the board in exercise
1. Get students to comment on how effective they think these ideas would be. If they have any
personal experience of live web chats with sales reps or animated characters, get them to
comment on their reaction to them. Reading for detail: Students do this sequencing exercise
alone, and then compare answers with a partner
Role play: Give students a few minutes to read the instructions for the role play and re-read the
article quickly, if necessary, remind of the main points that they will need for the role play.
Discussion: Do this as a whole-class activity. Get students to brainstorm ideas and write them on
the board. Encourage students to think of positive and negative aspects to shopping in an e-store
and shopping in a high-street store.
Collocations: Students could complete these exercises individually or with a partner. Allow
them to use dictionaries, if they wish. Circulate while they are working and assist where
necessary. Check answers with the whole class. Then ask students to pick out any collocations
that are new to them or that they are unsure of, and review their meaning and use.
Listening for detail: Give students time to read the minutes silently, or read them aloud with the
whole class. Higher-level classes could try to predict what similar words or phrases they might
hear in the recording.
Homework: write about a situation at work, agreement with a family member or friend, in a

holiday job, or during a work placement



9 Making deals

. . ] - L
» online and offline N 5.1 About business Retailing
retailers

P social networking in retail Discussion

ER In small groups, discuss these questions.
Internet 1 Do you prefer shopping in a bricks-and-mortar store or online? Why?
reseaICh 2 Do you do research online before buying in a store, or look at products in store before
ordering online? Does it depend on what you're buying?

Have you used services like Facebook Places and Foursquare?
How do you see the future of retailing? Is there room for both bricks-and-mortar and

Visit two or three of
these sites: Foursquare.
com, Booyah.com,

Shopkick.com, Stickybits. e-commerce?
com, Gowalla.com,
Loopt.com, Brightkite, Scan reading

com, Facebook Places. . . .
Which service appeals to E3 Read the article opposite quickly and choose the best summary.
you most? Why? Retailers are using Internet services
sssessessssssssss——s d) to attract social networking users to their websites.
b) to improve their conversion rates by having customers scan bar codes.
c) to acquire data about customers and their lifestyles.
d) to increase foot traffic and make personalized offers.

Reading for detail
EX Read the article again and decide whether these statements are T (true) or F (false).

1 The advantage oftline retailers have over online stores is that they can easily know who
their customers are and adapt to their needs. [

2 Visitors to an e-commerce site are more likely to make a purchase than people who walk
into a store. []

3 Smartphone apps allow users to tell their friends where they are in return for exchanging
information with retailers. [_]

4 Manufacturers could increase sales by persuading shoppers to handle their products. []

5 Big brands are unconvinced about the efficiency of using social media apps.[_]

6 Competing to collect virtual titles can become an obsession for some shoppers. [_]

Discussion
E3 Explain the significance of the following phrases:

e-commerce doesn't let go easily (line 4)

app-mania came flying to bricks-and-mortar's rescue (line 11)

all-important foot traffic (line 19)

if that seems somehow less than essential (line 27)

powerfully addictive experiences (line 58)

to hook users into a self-perpetuating race to ... their individual identity (line 60)

Listening

E £ 2:07 Listen to a shopper answering questions in a survey on social media and
shopping. Complete the questionnaire.

How interested are you in services like Facebook Places and Foursquare?
Please give each option a rating between 0 (no interest) and 5 (very interested).

checking in to shopping venues so your friends know where you are [_]
winning gift certificates or prizes after a certain number of check-ins []
receiving information on special deals from stores [ ]

checking in to a product by scanning a bar code [_]

becoming the mayor of your favourite coffee-shop or the queen of lipstick []
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bricks-and-mortar Discussion
claws

hit I3 interview a partner. Ask questions to complete the questionnaire in Exercise 5.
; Compare and discuss your answers.




s Make a cash purchase in a mall on the other hand, and you
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o foot traffic? Old friends like Facebook and new services like
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I I reviews and win prizes by scanning bar codes in stores.

s ‘When we get a pack or a can off the shelf and into the
e a | | n S consumer’s hands, there's a very strong chance they'll
actually purchase that product, enjoy it, and become a

regular customer’ says a brand manager for a household

! name in food products.
n \/\/ w0 After an initial period of scepticism, the majors have

been persuaded to get involved by serious user numbers

(Foursquare has over three million). High street retailers like
Walgreens, Starbucks™ and Gap® and service providers
like American Express® are running app-based campaigns,
15 while major brands like Pepsi, Lipton and Campbells® are
also investing in sacial media. With a potential one billion

Facebook users checking in to local businesses through

‘Facebook Places’, physical retailers can finally compete
| I | with e-commerce on egual terms. Savvy shoppers however
50 have already seen loyalty cards, coupons, stamps and air

miles come and go: will they be willing to keep checking

=

One of the strongest motivators in social media is status
=0 big brands to hook users into a self-perpetuating race to
in social media marketing, retail has found its new best
offers tailored to their profile and tastes. Once it's got its
kind of products you prefer or whether you'll ever set foot in your digital 1D,

! in to venues and scanning bar codes? The results of new
mh marketing concepts borrowed from digital gaming suggest
they will.
1 and identity: collecting points to obtain virtual tities like
Vi (\ ‘duchess of books’ or ‘queen of lipstick’ combines the
a r e l | | powerfully addictive experiences of social media, interactive
competition and shopping, allowing high street names and
connect to others and affirm their individual identity. Like it or
not, virtual browsing and real world shopping are converging;
EVERY ONLINE SHOPPER knows that a single internet friend.
purchase will be followed by an uninterrupted stream of
claws into your digital ID, e-commerce doesn't let go easily. ‘Once it's got
leave the retailer none the wiser about who you are, what its claws into
their store again.
Until very recently, offline stores were at a distinct e-commerce

s disadvantage when it came to knowing their customers. But doesn't let go

just when the retail battle seemed almost lost, app-mania
came flying to bricks-and-mortar's rescue. The consumer’s
love-affair with smartphone apps has not only saved physical
retail's bacon, it may even be turning the tables in its favour.
Because in-store conversion rates are far higher than the
very small percentage of e-commerce hits that actually make
a sale, if apps get shoppers through the door, high street
stores know they're winning.

So just how is app-mania boosting that all-important

Shopkick and Foursquare provide offline stores with online
data on their visitors by encouraging users to check in via
their apps as they move around town. Stores and service
outlets can track consumer behaviour, recognize returning
customers and send them personalized offers. In return,
app users can let their friends know exactly where they are
and what they're buying. If that seems somehow less than
essential, they can also collect points, and win vouchers and
prizes.

Other new services are taking advantage of smartphone
technology and real-world store visits to push individual
brands and products. Services like Barcode Hero® and
Stickyhits™ invite users to compare prices, post product
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5 Making deals

» collocations for ‘
negotiating

» e-tail transactions

Internet
research

Search for the key words
principled negotiation
to find out about a
popular approach to
negotiation.

Discussion

EZ¥ ‘You can do everything in an e-store that you can do in a high-street store, except
touch the product.’ Do you agree? What can you do in an e-store that you can'tdo in a
high-street store?

Collocations .

3 Complete the collocations for negotiating by choosing the correct noun from the boxes
for each group of three verbs.

adiscount anorder aprice aproposal the benefits the details
place bring down offer
take 1 quote 2 ask for 3
fill state grant
see sort out make
sell 4 discuss 5 firm up 6
explain go over reject
- acompromise adeadline adeposit costs fee negotiation
subject to pay a monthly
open to 7 require 8 an annual 9
under put down an entrance
hidden meet seek
extra 10 miss 11 offer 12
fixed extend find
Listening

EN & 2.08-2:15 Listen to eight extracts from negotiations. What's happening in each case?
Complete the descriptions with an appropriate verb or expression from Exercise 2.

Extract 1: A supplier is an order.
Extract 2: A buyer is trying to the price.
Extract 3: A buyer is a bigger discount.
Extract 4: A seller is a proposal.

Extract 5: A negotiator is saying that availability is open to/subject to
Extract 6: A seller is asking the buyer to deposit.
Extract 7: A customer is complaining that a supplier has
Extract 8: A negotiator is a compromise.

Write two similar extracts illustrating two more of the collocations. Read them to a partner,
who should try to identify the collocations you are referring to.

deadline.

64

7he Business 2.0




Pronunciation

I3 & 2:16-2:20 Listen to these phrases you heard in Exercise 3. Each contains examples of

fal(schwa), the neutral sound used for unimportant, unstressed sounds, for example the first
and last sounds in the word another. Underline the />/ sounds in each phrase.

1 five hundred at 12 euros a box

2 two and a half thousand
3 an extra 2%

4 five or six weeks a year
5 We usually ask for 20% now.

Now practise saying the phrases with the correct pronunciation.

Il Put these steps in an e-tail transaction into the correct chronological order.

[] The product is shipped to the customer’s address by mail or express carrier.

[ ] The seller exchanges the product or gives a refund.

[ ] The customer goes to the checleout and pays by credit card.

[] The website records the transaction and generates an invoice.

[] The customer selects the product and places it in a cart.

] The customer sends the faulty product back under guarantee.

[ ] The customer’s credit card account is debited.

[] The customer clicks on the link to the seller’s site.

[[] The customer browses the site and identifies the product which interests him.
[] The website sends an instruction to the warehouse to ship the product.

I8 In each email, correct the words in bold which a computer virus has mixed up.

< | # INBOX | REPLY # | FORWARD =

Dear Sir or Madam,

| am writing to complain about the service from
your lowlowprice.biz website. Last month | ordered
a DVD; you then took three weeks to ship the (a)
site. While | was waiting for delivery, | browsed
another (b) product, which advertised the same
DVD for only half the price. | have also priced the
(c) credit on several other sites, all cheaper than
yours. Finally, when | checked my bank statement, |
noticed that you have debited my (d) product card
twice! Please correct this error as soon as possible.
Mary Brotherton

Discussion

ZJl Tell a partner about a time when you had difficulty reaching an agreement in a negotiation

5<] | % INBOX | REPLY # | FORWARD =

Dear Ms Brotherton,

Please accept our apologies for the errors you have
experienced. Unfortunately, our computer recorded
your (a) link twice, and therefore generated two
(b) refunds. Usually our prices are the lowest

on the Web; when this is not the case, we are
happy to give full (c) product. Please send the (d)
transaction back and we will credit your account
for the full amount. (Click on the (e) invoices below
far the return address.)

Customer Service Department

www. lowlowprice.biz

with someone. Talk about the different stages in the discussion, and if and what you
eventually agreed. Use the words and the expressions in the box to help you.

be prepared to  dlarify  consider

discuss  pointout propose  reach an agreement
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If + present simple + will

If + past simple + would

recommend, advise,
suggest

Refresh your
memory

B Grammar and practice page 130

# Grammar and practice page 131

First conditional

if + present simple,
(then) + will + do
likely future events

Second conditional

if + past simple, (then) +
would + do

unlikely future events

recommend/suggest/
advise
recommend/suggest
something
recommend/suggest
something to someone
recommend/suggest
(not) doing something
recommend/suggest
(that) someone do
something

advise someone (not) to
do something

advise (not) doing
something

B Grammar and practice page 131
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5.3 Grammar Conditionals and recommendations

Discussion

EJ Read the questionnaire and think about your answer to each question; be careful to
use the correct grammar structures. Then, with a partner, compare your answers; tell your

partner if you think their answer is right or not.

Customer care
questionnaire

You've just started a new job selling
sportswear and equipment.

What do you advise when a customer can't decide between a cheap and an
expensive product?

¥3 What do you say if a customer asks for a discount?

What do you recommend doing if a customer is angry?

What would you do if a customer injured her foot by

dropping weight training equipment on it?

What will you do if a customer breaks a

valuable piece of equipment?

What would you say if a
customer said you knew
nothing about sport?

What do you suggest
doing if a customer asks
you for your personal
phone number?

¥ What would you do if a
customer complained
about your attitude?

EX what will you do if
you accidentally short-
change a customer?

[0 what would you do if a
customer made racist or
sexist remarks?

EEl wWhat do you recommend if
a customer brings back a set
of golf clubs and demands a
refund?

EF] What would you do if you saw
a customer steal some expensive
running shoes?

B

What do you do if the item the customer wants is
out of stock?

B

What will you say if a customer asks why your
prices are higher than online stores?

EE What would you do if a customer left their credit
card in the store?




‘ Internet Reformulating
| [ -T{-F:Y s 1 W [EX Reformulate these sentences using the words in bold.

Search for the keywords 1
negotiation quotes to
find quotations about 2
negotiating by experts
| and famous historical 3
| figures.
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We can only deliver by 1 July if we receive a 30% deposit within ten days. (unable, unless)
We are unable to deliver by 1 July unless we receive a 30% deposit within ten days.

Our production manager will agree to make the changes, as long as you supply a prototype.
(willing, providing)

We might consider a larger discount, on one condition: that you pay in advance. (reluctant,
unless)

We would not wish to sponsor the exhibition unless we had a large stand in the entrance hall.
(prepared, but only if)

Providing we can get the sub-components in time, we will be able to meet the deadline. (unless,
impossible)

If, and only if, several other top CEOs were present, our president would agree to attend.

(as long as, available)

Discussion
EX with a partner, ask and answer these questions, following the example.

Would you recommend working abroad for a few years and, if so, where?

I would certainly recommend it, providing it was a good career move and, personally, I would
suggest going to an English-speaking country. What do you think?

Would you advise working for non-profit organizations and, if so, which ones?

Would you recommend that people work part-time?

How would you advise a manager who wants to be popular?

What do you suggest young people do to become millionaires?

Listening

[ 4 | < 2:21 Two colleagues in a sales department, Jan and Petra, are negotiating a list of
| responsibilities they have to share. Listen and write J (Jan) or P (Petra) next to the points they

| agree on.
| [ tennis tournament with customer (] take holiday in January
e [] run exhibition stand in Kazakhstan (] open office at 6am
[] conference in Madagascar [1 close office at 10pm
[] team-building course in Siberia [] supervise intern for six months
[ ] relocate call centre manager to India ] share office with PR Manager

[] take holiday in August

Negotiating
‘ 3 with a partner, try to negotiate an agreement on the remaining points in the list above.




Lesson 32: MAKING DEALS.
13.4. Speaking: Negotiations — bargains.
13.5. Writing: A Proposal.
13.6. Case study: St.John’s Beach Club.
Objectives: to rise students awereness language and skills needed for successful negotiating.

- To explores the structure and content of a business proposal and requires students

to write their own proposal.
- To explore students negotiate a deal between a company and a buyer to get the best
price for a company incentive trip.

Level: Intermediate +
Discussion: Students should first decide what their ‘bottom line’ is, i.e. what they want to
achieve, what they want to get out of the sale, e.g. a minimum price they will accept or a
concession that they are prepared to make, such as having the bicycle serviced before selling it or
delivering the item to the buyer’s house.
Listening: 2 2:41 Read the questions with students and play the conversation through. Explain
any new vocabulary, e.g. logistics (the organization of supplies and services for an operation).
Play the recording. Pause the recording if necessary to allow students to note down their
answers. Get students to compare their answers with a partner and then take whole-class
feedback.
Negotiating: With lower-level classes, read the instructions with the whole class and elicit from
them the kinds of things they might say at each stage of the negotiation. Remind them of the
value of trying to reach a win-win conclusion. While students are speaking, circulate and assist
where necessary. Check that they are using the conditional tenses correctly and stressing the key
words appropriately.
Scan reading: Read each question aloud and get students to scan the letter for the answer. When
they have found the answer, they should raise their hands. When most of the class has raised
their hands, ask one student to give you the answer, and then ask two or three other students if
they agree or would like to add anything. Repeat this procedure with the rest of the questions.
Writing: Get students to read the sentences quickly and identify the tenses used to express the
options and contingencies (conditionals).
Discussion: Do this as a whole-class activity, getting students to brainstorm ideas. Write a list of
advantages and disadvantages on the board.
Listening for detail: Read the statements aloud before you play the recording. Pause at

appropriate places to allow students time to note down the reasons for their answers.
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negotiating technique 5.4 Speaking Negotiations - bargaining

expressions for bargaining
and offers Discussion

roleplaying a negotiation KB In one minute, negotiate the sale of your bicycle/computer/musical instrument/other
: item to a partner.

Did you win or lose the negotiation? Why? Is there always a winner and a loser?

Listening
E3 2 2:22 Listen to Part 1 of a negotiation and answer the questions.

What does Harry Petersen’s company do?

What services are included in the package Ingrid’s company offers?

How does Harry intend to deliver products?

How will Holman Multimedia charge for their services?

What are the advantages for Harry of working with Holman Multimedia?
What is the next step?

< 2:23 Listen to Part 2, Version 1. What important mistake does Harry make?

& 2:24 Listen to Part 2, Version 2 and answer the questions.

How has Harry improved on Version 17

What conditions does Ingrid ask for to:

+  bring down the monthly fee?

* guarantee a maximum down time of 24 hours per month?
+ have the site up and running by next month?

3 What terms do Harry and Ingrid agree?

I\Ji—'Em [o IR SN X B 56 I

EH 2 224 witha partner, find suitable words to complete the useful expressions for
bargaining in the checklist. Then listen again and check your answers.

Useful expressions: Bargaining
Tentative offers

| might be able to bring it down a little, but
if we had a three-year contract.
I might consider reducing the price if you increased your order.

Compromising

Would you agree to a compromise?
Is that an acceptable compromise?
... let's the difference.

Firm offers

I am ready to sign a contract today if you can guarantee the price

for two years.

... 5o we're happy to guarantee less than 24 hours per month, as
as you choose our platinum service level.

| can pay six months in advance, on that you have the

site online in two months.

Counter-offers

I'd be to agree to a three-year contract, you
could guarantee a maximum down time of 24 hours per month.
Isupposewe _ doit, providingyou __ ayear’s

fees in advance.
It would be difficult for me to increase my order unless you
guaranteed the price for two years.

Which tenses are used in the condition (if/unless) clauses of the tentative offers,
counter-offers and firm offers above, and why?
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Internet

research

Search for the

keywords cross cultural
negotiation to find out
how cultural differences
affect international
negotiations.

PAGE 155

Glossary

down time
lead time
package
reluctant
tentative

Bargaining

K3 Work with a partner to negotiate the following situations. Change roles for the second
negotiation.

1 Student A: You have to give a presentation to the sales team tomorrow morning, but you
booked an important client meeting at the same time. Ask B to give the presentation for you.

Student B: This is the second time this has happened in two months. You think A should be
more organized, so if you agree, negotiate something valuable in return.

2 Student A: You have to work with an auditor on Friday afternoon, but your boss has booked
you on an all-day training course. Ask B to look after the auditor for you.

Student B: You were planning to take Friday afternoon off as you are going away for the
weekend, so if you agree, negotiate something valuable in return.

Use the following format to structure your negotiations:

Student A Student B
Ask a favour. e  Make a tentative offer.
Make a counter-offer. _’_{, Make a firm offer.
‘//
Propose a compromise. ———  Agree, go back to the beginning

or break off negotiations.

Pronunciation

EA stressing keywords is important in making clear that your first offers are tentative and
hypothetical. Underline the two keywords that are stressed in each of these examples.

1 I might possibly be able to bring it down a little, but only if we had a three-year contract.

2 I might consider reducing the price, if you increased your order.

3 Id be reluctant to agree to a three-year contract, unless you could guarantee a maximum down
time of 24 hours per month.

EX £ 2:25-2:27 Listen and check your answers in Exercise 7. Then practise saying each sentence.

Negotiating
EJ Wwith a partner, practise negotiating an e-tailing package.

Student A: look at the instructions below.
Student B: turn to page 121.

Student A
Harry Petersen’s Application Service Provider, Holman Multimedia, has gone out of business,
taking with it Harry’s site which was turning over a thousand dollars per day.

Harry needs to hire a new provider. This time he is determined to negotiate a contract which will
protect his business if there are problems. Harry has asked you to negotiate with another supplier,
Easytail. He has given you a list of points to negotiate below. Try to obtain more ‘Ideals’ than
‘Unacceptables’.

ideal Acceptable Unacceptable
Set-up time < 3 weeks 3 weeks > 3 weeks
‘Cost = lessthanHolman semeasHolman  more thanHolman
Paymentterms  >30days  30days  <30days
‘Comtrat  6-12months  12-1Bmonths > 18months
Penalties ifsiteis  >50%ofaverage 50%ofaverage < 50% of average
offline turnover turnover turnover
Penaltiesif  S0%oftumoverfor  50%ofturnoverfor < 50% of turnover for

contract is broken 2 months 1 month 1 month
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5 Making deals

]
I 5.5 Writing A proposal
» options and contingencies

- . Discussion
» writing a proposal

» proposal structure

Kl Discuss your views on mailshots and spam. Mark your position on the scale.

They make good business sense. <+———4—————» They're a waste of money.

Model
3 Read the proposal below and answer the questions.

1 What service does the proposal offer?

2 Which four benefits does it offer?

3 How much does the service cost?

4  Why should the customer choose this provider?

Dear Mr Bellows,
Thank you for taking the time to talk to me by telephone today. As agreed, please find below a proposal for our PZpay
merchant account, which I believe will resolve all your online payment problems.

Your website currently generates five to ten orders per day. You expect this to increase steadily with the introduction
of a new range of products. You are looking for a flexible, inexpensive and transparent payment system which will allow
you to deal directly with your customers and control your cash flow.

We recommend the PZpay Pro small business merchant account, which can process up to 75 orders per day. If your
sales volume were to expand more quickly than anticipated, you would be able to upgrade to PZpay Corporate with no
additional set-up fee. -

PZpay Pro will gain prestige and respect for your e-business, since customers will make their credit card payments
directly on your website. PZpay is totally transparent, giving you total control of your sales, cash-flow and
administration fees. In the unlikely event of a dispute with a customer, you alone would decide whether to refund
your customer’s payment. Our charges are amongst the lowest on the marker, meaning that your business will be more
profitable from day one.

We provide everything you need to set up PZpay on your website within 48 hours. Should you however encounter
any difficulties, our helpline is available 24 hours a day, seven days a week to assist you.

With more than 1,800 satisfied members in 26 countries, PZpay is the fastest-growing merchant account provider on
the Web. I will be happy to put you in touch with other PZpay users in your region.

The monthly fee for PZpay Pro is just $12, with minimum transaction fees of only $10. You will find full details of
our terms and conditions in the attached quotation.

‘We look forward to having you as a member: to apply, simply fill out the application form at
http://pzpay.com. If you have further questions, please feel free to call or email me.

Sincerely yours,
Clemmie A Buckton




‘ RN h Analysis

researc

Search for the keywords
how to write direct mail
to find out more about
writing to sell.

[EJ Read the proposal again and number these sections in the order they appear in
the proposal.

Solution: State the options you recommend, and any contingency plans.

Benefits: Sell your solution by pointing out its advantages for the customer.

Introduction: Refer to previous contact with vour customer, state the purpose and contents of
R et the document and summarize the objective of the proposal.

Conclusion: Encourage the customer to take the next step.

Qualifications and references: Justify your ability to do the job.

Process and schedule: Explain procedures, lead time and after-sales service.
Needs/Background: Review the reasons for the proposal and the customer’s needs.

Costs: Give a breakdown of the investment, or refer to a separate quotation.

=00

([ |

Language focus

IE¥ Your small business designs and builds multimedia websites. In small groups, supply
suitable endings/beginnings for these options and contingencies.

If you would like to see similar projects we have managed,
In the unlikely event that you were less than 100% satisfied with the result,
Should you require on-site support,
,  would be delighted to organize a demonstration on your premises.
. we would provide a replacement while your server was repaired.

. our engineers can reform an upgrade on-site.

Glossary PAGE 156

R B )6, I SN O B O I

cash flow , we require a deposit of 25%.
contingency plan
mail order
merchant account Output
set-up fee 3 Read the notes from a sales meeting with a prospect, and write a proposal to supply a new
" website. Invent any details as necessary.
Pl FIND OUT WHAT'S POSSIBLE IF YOU NEVER GIVE UP.
Prospect

Ms Nash-Williams

COW.PDL’VL

‘Poster Passion’ - they seld posters of pop
stors, voek bands, sports, ete. by mail
order and vin the Tuternet. Customers are
mosfﬂﬁ o eenngers.

Needs

Current website was desigﬂed bw a friend
five Years ago - very static and }Eorm?.
No movement, no sotnd. Easicaﬂiﬂa JUst a
camﬂaau& and price list.

Sales are droppi'ua - competitors have more
interactive sites. Wants sometiving more
aXcifiﬂg with music, auided tour, ete.
Perhaps games to attract visitors?

Give details of how we work, referemces,
prices, efe.

Very concerqned about after-sales -
eXPELWL how we support them if a-mg’mmg
goes wrong.

reaLb))ap FEBRUARY 11
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P planning an incentive trip 5.6 Case study :

» negotiating a package
' Discussion
EE some companies reward their best sales staff with gifts, trips or additional pay, hoping

that such benefits will serve as an incentive to improve sales. What do you think are the
advantages of such sales incentive programs? Are there any disadvantages?

Reading
3 Read the memo and answer the questions.

1  Who can go on the incentive trip?

2 Is this the first time the company has organized such a trip?

3 When and why was the memo sent?

4  What sort of customers does the St John’s Beach Club aim to attract?

Ashton Pharmaceuti_cals - Mem_o

To: All sales reps
Re: Incentive trip

Just a quick reminder that our top ten performers will win an all-expenses paid holiday for two in the
sun. As usual, our destination is the Caribbean, and this year we have chosen the St John’s Beach Club
in Antigua (see attached brochure). So if you haven’t yet made it into the top ten, and you want to be
on the beach this December, there’s still time to record really excellent figures in Q4!

Good luck!
Malcolm Roberts
Sales Director




Internet
research

Search for the keywords
employee incentive
programmes to find out
more about motivating
employees. Hold a vote
to see which incentives
the class find most
motivating.
eSS —

#sy eWorkbook

Now watch the video
for this unit.

Listening for detail

EX £ 228 Listen to a conversation between Malcolm Roberts and Loretta Harding, CEO of
Ashton Pharmaceuticals. Mark these statements T (true) or F (false), and say why.

1 The conversation takes place in Malcolm’s office.

2 Malcolm and Loretta are going on the trip.

3 Charles is probably the CFO.

4 Last year’s budget was about $26,500.

5 Malcolm is going to negotiate with the St John’s Beach Club.
6 There will be between 22 and 26 participants.

7 Malcolm hopes to stay in Antigua for ten nights.

E3 2 228 Listen again and complete these sentences.

Loretta would get to know the sales team better if
If they only talked to one travel agent,
Loretta thinks the agents may give a free upgrade if
If they can negotiate a really good package, Malcolm
They'll stay longer than a week if

Ul R =

Negotiating

2 Divide into travel agents (A) and buyers (B). Each buyer negotiates with two different
travel agents to get the best possible deal for Ashton Pharmaceuticals’ incentive trip to the St
John's Beach Club. When you have finished negotiations, compare your scores to see who got
the best deal.

Student A: turn to page 115.
Student B: turn to page 119.

» Population: 67,000

» Language: English

» Climate: Tropical

» 14 miles long, 11 miles wide

» 365 beaches, pure white sand, turquoise water
» Several international casinos

St John’s Beach Club

» Four-star luxury accommodation on the beach

» Gourmet food in our three restaurants

» Three pools, beach bar, night club

» Sailing, scuba-diving, squash and tennis included
» Team-building events and competitions

» Group benefits for bookings of ten rooms or more
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Lesson 33: COMPANY AND COMMUNITY.
14.1. About business: Corporate social responsibility.
14.2. Vocabulary: Meetings, ethical behaviour and social performance
Objectives: to practise the issues around corporate social responsibility and examines the
approach taken by one multinational in particular.
- To presents and practices vocabulary in three areas and develops the themes of
corporate social responsibility.
Level: Intermediate +
Discussion: 1 Brainstorm a list of groups of people a company has a responsibility towards.
What conflicts of interest are there between the different groups? Scan reading 2 Read the credo
below and identify the four groups of people that Johnson & Johnson prioritize. The words in
grey are explained in the Wordlist.
Reading and discussion 3 Read Johnson & Johnson’s credo again and discuss who should
decide what is meant by: 1 maintaining reasonable prices (line 5) 4 just and ethical actions
2 making a fair profit (line 8) 5 our fair share of taxes (line 26)
3 fair and adequate compensation (line 14) 6 a fair return (line 40).
Discuss the questions relating to Johnson & Johnson’s credo opposite.
1 Which ‘good works and charities’ (line 25) should multinational companies support?
2 What kind of ‘civic improvements’ (line 27) should the company encourage?
3 How should the company protect ‘the environment and natural resources’ (line 30)?

4 Are there any points in the credo you disagree with or items you would like to add?
5 Does a credo really change the way a company operates or is it just good PR?

6 Do small businesses have the same responsibilities as multinationals?
Listening for gist: You are going to hear an interview on NPR , a US news provider, with
author Marc Gunther, who believes corporate America is changing for the better.

Meetings: 1 Match up the phrases you might use in a meeting.

1 I have received two a) a copy of the agenda?
2 Has everybody received b) the meeting.

3 If we can’t agree, I think we should take c) apologies for absence.
4 1t’s getting late, so I propose we close d) the agenda.

5 I think this would be a good time to break e) a vote.

6 We have lots to discuss, so let’s stick to f) for lunch.

7 It’s five past nine, so I’d better open g) side-tracked.

8 Can we start by approving h) any other business.

9 We seem to have reached i) handout.

Homework: Read the business pages of an online newspaper to find interesting comments and

quotes from people and companies in the news. Tell a partner what was said.



» ethical corporations

P CSR policies and
programmes

|

6.1 About business C

Discussion

EJ Brainstorm a list of groups of people a company has a responsibility towards. What
conflicts of interest are there between the different groups?

Scan reading

E3 Read the crédo below and identify the four groups of people that Johnson & Johnson
prioritize.

I _ e e E o, M > | i !
-~ - ~. % L e (. i i
AR AT Y yA A e | _

The Johnson & Johnson group manufactures health care products in over 200
companies in 57 countries. Their Credo, first written in 1943, has been a model for
corporate social responsibility (CSR) policies for over 60 years.

Our Credo

We believe our first responsibility is to the doctors, nurses and patients,
to mothers and fathers and all others who use our products and services.
In meeting their needs everything we do must be of high quality.

We must constantly strive to reduce our costs
in order to maintain reasonable prices.

Customers' orders must be serviced promptly and accurately.

Our suppliers and distributors must have an opportunity
to make a fair profit.

We are responsible to our employees,
10 the men and women who work with us throughout the world.
Everyone must be considered as an individual.
We must respect their dignity and recognize their merit.
They must have a sense of security in their jobs.
Compensation must be fair and adequate,
15 and working canditions clean, arderly and safe.
We must be mindful of ways to help our employees fulfil
their family responsibilities.
Employees must feel free to make suggestions and complaints.
There must be equal opportunity for employment, development
20 and advancement for those qualified.
We must provide competent management,
and their actions must be just and ethical.

We are responsible to the communities in which we live and work
and to the world community as well.
s We must be good citizens - support good works and charities
and bear our fair share of taxes. ;
We must encourage civic improvements and better health and education.
We must maintain in good order
the property we are privileged to use,
protecting the environment and natural resources.

Our final responsibility is to our stockholders.
Business must make a sound profit.
We must experiment with new ideas.

Research must be carried on, innovative programs developed
35 and mistakes paid for.
New equipment must be purchased, new facilities provided
and new products launched.
Reserves must be created to provide for adverse times.
When we operate according to these principles,
the stockholders should realize a fair return.




Internet

research

Search for the keywords
Starbucks™ bean stock
and Starbucks standards
business conduct or CSR
to find out more about
the social performance
of other companies.

Reading and discussion
[EX Read Johnson & Johnson’s credo again and discuss what is meant by:

1 maintaining reasonable prices (line 3) 4
2 making a fair profit (line 8) 5
3 fair and adequate compensation (line 14)

just and ethical actions (line 22)
our fair share of taxes (line 26)
6 a fair return (line 40)

K3 Discuss the questions relating to Johnson & Johnson’s credo opposite.

Which ‘good works and charities’ (line 25) should multinational companies support?
What kind of ‘civic improvements’ (line 27) should the company encourage?

How should the company protect ‘the environment and natural resources’ (line 30)?
Are there any points in the credo you disagree with or items you would like to add?
Does a credo really change the way a company operates or is it just good PR?

Do small businesses have the same responsibilities as multinationals?

o2 IO | I O S

Listening

Ed 2 2:29-2:30 Listen to an interview with Estela Maldonaldo, an Argentinian entrepreneur
who has built a successful chain of ethical beach cafés.

Part 1

Listen to Part 1 and decide if the following statements are T (true) or F (false).

1 Beach Hut's cafés are well-known for their fair trade coffee.

2 Estela believes socially responsible businesses cannot pay shareholders a lot of money.

3 Beach Hut's founders wanted to demonstrate that big corporations have their priorities wrong.

4 Estela believes that happy customers make happy employees.

Part 2

Listen to Part 2 and delete one incorrect item in italics from each statement.

1 Beach Hut reduces its carbon footprint by using solar panels / biodegradable packaging /
hybrid vehicles.

2 Working with local businesses means Beach Hut can reduce transport costs / keep prices low /
source quality foods.

3 Beach Hut's altruistic values are directly connected to its low taxes / good image / healthy
margins.

4 The company's green image helps them find new customers / shareholders / employees.

Listen again and complete the summary.

Beach Hut helps to protect Argentina's (1)
run educational programmes for (2)
by winning several (3)

by giving staff time off work to
. The company's image has been boosted
for environmentally friendly businesses; using these

green logos on its (4) and (5) reinforces the message. In
this way, Beach Hut has built a (6) customer-base despite a very

(7) business environment. Customers value the fact that Beach Hut has a

(8) strategy of building (9) businesses, not just looking

for quick profits from a (10) model.

Discussion

I with a partner, discuss your reactions to these guotes from the interview: take turns
playing opposing roles as ‘the capitalist’ and ‘the altruist’.

‘Are profit and social responsibility really compatible?’ ‘Absolutely.’

‘We've always felt that our employees should come first.”

‘We work with local businesses as much as possible ... it makes good business sense.’
‘Taking care of the environment and the local community is very good PR’

‘Our customers are very loyal because they know we share the same values.’

‘The short-term model just doesn’t work — not for business, and not for

society’

Glossary PAGE 156

altruism
biodegradable
credo

hybrid
sustainable
virtuous circle
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meetlngs express:ons

adjectives 'for talking

about ethics

CSR collocations
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6.2 Vocabulary
Meetings
Il Match up the beginnings of phrases you might use in a meeting 1-12 with the
endings a-l.
1 I have received two ————_ a) a copy of the agenda?
2 Has everybody received ™ b) the meeting.
3 If we can'’t agree, I think we should take — ¢) apologies for absence.
4 It’s getting late, so 1 propose we close d) the agenda.
5 I think this would be a good time to break e) avote.
6 We have lots to discuss, so let’s stick to f) for lunch.
7 It’s five past nine, so I'd better open g) side-tracked.
8 Can we start by approving h) any other business.
9 We seem to have reached i) handout.
10 That's interesting, but I think we're getting j) the meeting.
11 Tl just give out this k) a unanimous decision.
12 Before we finish, we need to deal with 1) the minutes of the last meeting?

F3 Which phrases would you probably use:

1 at the beginning of a meeting? 2 at the end of a meeting?

Adjectives
=] Match the adjectives in bold in the article with the definitions below, as in the example.

ELASTIC
ETHICS

It was Groucho Marx who said that if people
didn’t like his principles, he had others. J

-

e

And unfortunately, business people and companies are not

always as reliable or as trustworthy as we would like. Product
descriptions are frequently not as accurate as they could be, for
example when listing ingredients used in foodstuffs. Service is

not always as prompt as we expect, even in so-called fast-food '
restaurants. But it is perhaps in the world of advertising where '
ethical standards seem to be the most elastic. Advertisements
are frequently deceptive and often confusing or deliberately
misleading, sometimes making extravagant promises. No doubt
advertisers are neither more dishonest nor any less altruistic
than the rest of us; they do not often make obviously false
claims. It’s just that, like Groucho, they sometimes seem a little
too economical with the truth.

f

immediate or quick prompt
willing to do things which are not honest

intended to make someone believe something that is not true
appearing different from the way it really is

able to be trusted as honest

dependable

complicated, not easy to understand

not true

having a selfless concern for others” well-being

correct or true in every detail
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Collocations
3 Finish these extracts from a guide to corporate social responsibility by completing each

= 4
"[ one with verbs from the box that collocate with the words in bold.

“We could advertise it as
100% salt free.”

Internet

research

Search for the keywords
ethical and unethical
business practices to
find out about the
kind of ethical issues
many businesses face
and the different ways
of dealing with them.
List the most important
ones.

Glossary PAGE 156

damage limitation
extravagant
misleading
settlement

contribute  identify with  think supporting

PRO-ACTIVE SOCIAL PERFORMANCE

a different charity each year on an
long-term. It can be very valuable
an issue which is related to its business, and to (4)

For most companies, rather than (1)
ad hoc basis, it is preferable to (2)

for a company to (3)
funds regularly.

e o, s A o
e e N S—— g e
R ot o st I

obey recognizing respecting uphold

ON-GOING SOCIAL PERFORMANCE

Obviously a fundamental of HR management is that companies should always
(5) the law. But above and beyond that requirement, they have a moral |

duty to (6) standards of common decency. This means for example
(7) human dignity when there are problems, and (8)

when staff perform especially well.

merit

s
PP S

pummma e e
- R S o

S et &

acknowledge compensate limit negotiate

DAMAGE LIMITATION

The company’s first duty in the case of an accident is to (9)
the problem on its staff and on the community. It is then essential to (10) _

the problem: nothing less than total transparency will do. After the crisis has passed,
management should allow sufficient time to (11) a settlement which will

the impact of

satisfy all parties and (12) the victims properly.

et s e .. 4, ST OO W e .
- et T PO

Discussion
3 Work in pairs or small groups. If a company wants to be ethical and demonstrate corporate

social responsibility, what specific practices and policies do you suggest this could involve in
the following departments and areas of the business?
+ R&D
+  Production and Quality
+  Marketing and Sales
+ HR
+  Purchasing
Finance
Draw up a list of guidelines and present them to the class.

6.2 Vocabulary
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Lesson 34: COMPANY AND COMMUNITY.
14.3. Grammar: The passive and reported speesch.
14.4. Speaking: Meetings — teamwork.
Objectives: to explore the meaning and use of the passive and reported speech within contexts
related to corporate social responsibility.
- To explores appropriate language and behavior at meetings and provides contexts
for students to discuss issues of ethical behaviour.
Level: Intermediate +
Test yourself: The passive: 1 Change these active sentences to the passive to avoid mentioning
the agent. 1 Your company sometimes releases illegal levels of nitrates into the river.
2 Your department is making too many mistakes at the moment.
3. Unfortunately, you made a poor decision in hiring unqualified staff.
Reported speech 2: Complete the extracts from a report of a public meeting about a pollution
problem. 1 “Nitrate levels in the local water supply are slightly higher than normal.’
CEO Ben Straw announced that

2 ‘It is possible that the factory is responsible.” Mr Straw admitted

3 ‘There was a small chemical leak last Friday.” Plant Manager Jane Lee explained

Read the four extracts from newspaper reports. Then say who made the twelve statements

below and explain how you know this. What phrases helped you?

Listening and reporting: A manufacturing plant in Kassra, a small town in Algeria, has just
made 100 people redundant. Listen to six extracts from a conversation between Geoffrey
Bullard, the Plant Manager, and Leila Belabed, a member of the mayor’s staff. For each extract,
decide how Leila reported to the mayor, using appropriate verbs, as in the example.

1 1 complained that 100 people had been made redundant and | reminded Mr. Bullard that

he had promised to create jobs for the town.

Role-play: With a partner, role-play a conversation between a dissatisfied customer and a
salesperson. First decide what the customer bought, and make a list of promises the salesperson
made. Use reporting verbs from the boxes, as in the example. Point onwards.

Discussion: 1 Discuss how acceptable you find the following gifts from a seller to a corporate
buyer. a corporate pen, lunch in a good restaurant, a free sample of the product

a case of champagne, a free weekend ‘seminar’ on a yacht, cash, employing a relative

Work in small groups. Hold a management meeting to decide what to do in the following

cases of employee misbehavior in your company. For each case, discuss:

Homework: What are the essentials of a successful meeting? Search for the keywords “golden

rules of meetings” to find out.



P passive structures

reported speech

Refresh your
memory

The passive

be + past participle

it does = itis done

it is doing = it is being
done

it did = jt was
done, etc.

used when the person

who does the action is

obvious or unknown

b Grammar and pramce page 132

Reported speech

I've finished!
He said he had finished.

direct <> reported

present = past

past = past/ past
perfect

present

perfect => past perfect

will = would

when you report what
someone said, move
the original tense back
in time

P> Grammar and practice page 133
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and community

The passive

KX In small groups, role-play a meeting between angry stakeholders and a company
spokesperson. Take turns to be the spokesperson.

Stakeholders: using the notes provided, remind the spokesperson of all the allegations about
the company’s lack of social responsibility. Use active verbs to specify who is responsible and
give your accusations more impact.

1 Town’s water-supply deliberately polluted.

Your factory deliberately pollutes our town’s water-supply!

Toxic products manufactured, risk to workers” health.

Salary increases promised, but still not paid.

Redundancies anticipated, plans for compensation?

Local suppliers paid very late, sometimes never paid.

Enormous salaries paid to managers, but no investment in local community.
Child labour used by suppliers.

Local company taxes not paid.

Pension fund used to buy Chinese competitor, nothing left to pay future retirees.
10 Factory could be relocated to Eastern Europe to cut costs.

W oo ~10 U K Wi

Spokesperson: using the notes provided, acknowledge what is true in the allegations, but
avoid taking responsibility. Use the passive to avoid saying who is responsible.

1 The factory’s activity does affect the water-supply, but R&D is developing solutions.
Unfortunately it’s true that the water-supply is sometimes affected, but solutions are now
being developed.

2 We do manufacture some restricted products, but we respect all government safety
procedures.

3 The HR manager did discuss salary increases, but the CEO has not confirmed them yet.

4  We will have to make some redundancies, but we will compensate workers who lose their

jobs.

We have occasionally delayed payments, but we have always paid our suppliers.

We have to offer top salaries to keep the best managers, they invest a lot of money in the

local economy.

7 Our suppliers employ young adults, but they have not employed children since 2010.

8 We paid most of last year’s tax bill, and the mayor has agreed to postpone payment of the
rest.

9 We did buy a Chinese company last year, but the Board plan to sell it again soon at a
profit.

10 We are discussing a possible relocation, but we won't take a decision until next year.

Reported speech

EJ with your books closed, try to remember as much as possible of what the
spokesperson said.

He/She said that the water-supply was sometimes affected, but that solutions were being
developed.




Internet EX Read the three extracts from newspaper reports. Then say who made the 12 statements
research below and explain how you know this. What phrases helped you?

Read the business pages

of ?_";f‘””e M EpRal CEO KLAAS ROOS announced an
JE i ntaresting end to manufacturing in Europe,

ts and quot : .
:f&m;: O:ﬂl nan?juo - informing shareholders that labour

Speaking to our reporter on the spot, Ms
Gronko explained that all villagers forced to
leave their homes by the new road would be
compensated. Asked to what level, she replied

companies in the news. costs could not be justified, and that she was unable to give a figure, but added
pell apiBe whatnas exploining that Asian textile anporis that discussions were being held with local
said. could no longer be matched for price. representatives

e —— - i -

T R S e

Journalists are reported to have been refused entry to Plazachem’s Tashkent plant after
leakages of toxic chemicals were described by workers. Employees claimed that health and
safety regulations had not been applied for the last five years, and that several fatal accidents
had occurred. Plazachem management declined to comment. Asked how the company
intended to compensate the victims of the accident, Mr Sanchez answered that no decision
had yet been reached. Emphasizing the complexity of the legal situation, he suggested
negotiations may be protracted.

R T e - vy . Zo

1 ‘It’s just too expensive.’ 7 ‘It’s too early to say.’

2 ‘It’'s dangerous: people have died.’ 8 ‘They will be paid.’

3 ‘We're still talking.’ 9 ‘We are closing down.

4 ‘It could take years’ 10 “Your request has been denied”’
5 ‘Idon’t know’ 11 “We can’t compete.’

6 ‘It’s really not simple.’ 12 ‘I'm afraid he’s unavailable.’

Listening and reporting

E3 £ 2:31-2:36 A manufacturing plant
in Kassra, a small city in Libya, has just
made 500 people redundant. Listen to
six extracts from a conversation between
Geoffrey Bullard, the Plant Manager, and
Leila Belabed, a member of the mayor’s
staff. For each extract, decide how Leila
reported to the mayor, using appropriate
verbs, as in the example.

1 I complained that 500 people had
been made redundant and | reminded
Mr Bullard that he had promised to
create jobs for our city.

3 Explain these formal announcements
to a foreign visitor in informal language.

1 Protective glasses must be worn beyond
this point.
You have to wear special protective
glasses from this point onwards.

2 Visitors are requested to use the stairs
while the lift is under repair.

3 Customers are advised that no refunds
will be made without a receipt.

4 Deposits will only be refunded after the
return of all equipment to reception.

5 All meetings are transferred to the
training centre during redecoration of

Glossary PAGE 156 the conference room.

6 Only expenses which have been
approved by a manager will be
reimbursed.

leakage
protracted
stakeholder
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6.4 Speaking Meetings - teamwork

Discussion

> expressmns for meetings

> dlsagreemg tactfully

> roleplaylng meettngs

K} Discuss how acceptable you find the following gifts from a seller to a corporate buyer.

a case of champagne a corporate pen  a free sample of the product
a free weekend ‘seminar’ on ayacht cash employing a relative
lunch in a good restaurant

Listening

E3 I 2:37 Listen to an extract from a management meeting about an ethical problem
and answer the questions.

1  What did Mr Vieri do wrong? 3 What do Stan and Jon disagree about?
2 What is the purpose of the discussion? 4 What does Anna decide?

EJ 2 2:37 With a partner, find suitable words to complete the useful expressions for
meetings in the checklist. Then listen again and check your answers.

Useful expressions: Managing meetings

Asking for opinions Asking for clarification

What's your ? Sorry, | don't see what you

Would you ? So are you that...?

Do you have any on..? When you say ..., do you =]

Giving an opinion Persuading

I to think that... Don't you that ...?

In my Wouldn't you that ...?

It s St awt ooty et .

I strongly that ...

Disagreeing tactfully Managing the discussion

| see your but ... Do we all on that, then?

lagreeup to a SO . The next on the agenda is ...

I'm | can't agree. Can we to the agenda?
Perhaps we should for coffee.

Interrupting Couldwe ____ back to this later?

BoEnto o e it
Could 1 just in here?
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Internet

research

What are the essentials
of a successful meeting?
Search for the keywords
golden rules of

o O A

meetings to find out.

Student A

Give an opinion.

Ask B's opinion.

#a eWorkbook

Now watch the video

Interrupt.

for this unit.

Glossary PAGE 156

Persuade.

:

Student B
S o Disagree.
———
—_—

3 With a partner, hold short meetings on the four issues below. Follow the structure
provided. Take turns being A and B.

A vodka manufacturer offers to sponsor your end-of-year party. Do you accept?

One of your suppliers uses child labour in Vietnam. What should you do?
Advertisements for your product show only slim, beautiful people. Is that OK?

Ethnic minorities and the disabled are under-represented in your firm. What can you do?

Ask for clarification.

Manage the discussion.

IEd Work in small groups. Hold a management meeting to decide what to do in the following

cases of employee misconduct in your company. For each case, discuss the following.

civil servant

disabled

ethnic minority - what action to take
misconduct .

what corporate policy to adopt (if any)

*  how you will implement your decisions

Case 1

Mike Ho, a buyer in your
purchasing department, accepted
cash from suppliers. In return, he
ordered extra stock at higher than
average prices.

Case 2

Marieta Myska, a sales
manager, obtained confidential
information about government
contracts by having a relationship
with a civil servant.

Joseph Fisher, a project
manager, used company
resources and equipment to run
a club for disabled children at
weekends.
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Lesson 35: COMPANY AND COMMUNITY.

14.5. Writing: Reports and minutes.

14.6. Case study: Phoneix.

Objectives: to provides practice in using the appropriate grammar and vocabulary for writing
reports and minutes of a meeting.

- To practice students together the themes and language practised in the unit

requiring students to roleplay interest groups at a public meeting about the site of a
new vehicle recycling centre.

Level: Intermediate +

Discussion: 1 Why should companies invest time and money in community projects?

Brainstorming: 2 How many different alternatives can you think of for the words in the box?

but and so say tell think

Skim reading: Migrate Industries, a subsidiary of a multinational manufacturer of compressors
for refrigerators and air-conditioning units, has a plant in the small Polish town of Bychawa.
Read the report which Mirratec sent to Head Office, and the minutes of a management
committee meeting at Head Office, and answer the questions.

1 What are the arguments for and against involvement in the community center project?

2 What did a) Head Office and b) Mirratec decide?

Reading for detail: Read the quote below and identify five more impersonal structures used in
the report in 3 to express the views of Mirratec’s management. ‘... it was thought that the
benefits to the company’s image justified more active and extensive support ...’

Listening and writing: Listen to a discussion of the second point on the agenda of the meeting
in 3. Take notes. Then, with a partner, write a short summary of the discussion and decisions.
Discussion: 1 Would you like to have a recycling center near your home? Why (not)?

Reading: 2 Read the Internet page about Phoenix and answer the questions.

1 What kind of corporate image does the company try to project?

2 What do you imagine working at Phoenix is like

Listening: Listen to part of a meeting at Phoenix’s head office in Sydney and answer the
questions. 1 Why is Port Katherine a good choice for Phoenix’s new site? Give four reasons.

2 What are the pros and cons of sites A, B and C from your group’s point of view?

3 What do you think ‘Operation Charm and Diplomacy’ is?

Reading and discussion: 4 In your groups, prepare for the public meeting by reading a message
and answering some questions.

Role play: 6 Role play the public meeting using the agenda above.

Homework: to | earn vocabulary, do exercises and skim the text.



6

the structure of reports
and minutes

linking words and Discussion

expressions . . . . :
P 4] Why should companies invest time and money in community projects?

writing minutes

Model

B3 Mirratec Industries, a subsidiary of a multinational manufacturer of compressors for
refrigerators and air-conditioning units, has a plant in the small Polish town of Bychawa.
Read the report which Mirratec sent to Head Office, and the minutes of 2a management
committee meeting at Head Office, and answer the questions.

1  What are the arguments for and against involvement in the community centre project?
2 What did a) Head Office and b) Mirratec decide?

Bychawa Community Centre project

Earlier this year Mirratec was asked to invest in a project to
build a Community Centre in Bychawa. As a rule, group policy
is to give encouragement but only limited financial support to
such community projects. However, in this case it was thought
that the benefits to the company’s image justified more active
and extensive support, in particular after the recent difficult
negotiations with the local authorities over the access road

to the new workshop. Moreover, it was felt that employee
involvement in the project would bring substantial benefits

in terms of motivation and job satisfaction. It is therefore
recommended that the company should contribute 50% of the
funding; in addition, selected employees should manage key
areas of the project during work time, such as design, fund-
raising and construction.

Naturally, the project will require a high level of commitment
from our staff in order to complete all stages on time, and it is
hoped that department managers will be able to reduce staff
workloads for the duration of the project.

In conclusion, it is believed that the community and the
company will derive numerous benefits from the project and that
overall, the company’s image within the community will be greatly
improved. It is expected that an ongoing close relationship with
the community will have a positive effect on two strategic areas
of our development, namely expansion of our manufacturing
facilities and recruitment of our workforce locally.

Minutes of the Management Committee meeting, 15 April
Attendees: Jan Navratil, MD; Ines Caba, Production; Christopher Taberley, Finance

1. Bychawa Community Centre. JN reported that the plan had been favourably received at head office.
Even so, there were concerns about the size of the investment and the project’s impact on productivity.
But he stressed that group management were aware of the need for good relations with local
communities, and would support Mirratec’s decision. Consequently, JN felt that they should go ahead.

IC agreed that it was important to improve public relations, but emphasised the risks involved for
production, for example, absenteeism and quality issues. She claimed that the project could become an
excuse to take time off work, especially during the construction phase in the summer.

CT reminded the meeting that only a small number of employees would be concerned. Obviously
department managers would organize cover for any absences. In other words, production should not
be affected. Furthermore, managers of other departments were very happy with the project on the
whole. In brief, he suggested that the benefits in developing team spirit were clearly far greater than
any potential risk to productivity. Finally, it was agreed that the project should be approved.

s Ay g s TR
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Internet

research

Search for the keywords
email ethics and make
notes about ethical
practice in electronic
communication. Write

a short report on your
findings, using some of
the linking words you
studied in this module.

Glossary PAGE 156

gerive

wreenfield site
gaternalism

positive discrimination

Analysis

EJ Read the quotes below and answer the questions:

1 ‘It was thought that the benefits to the company’s image justified more active and extensive
support.” Identify five more impersonal reporting structures in the report in Exercise 2.

2 ‘IN reported that the plan had been favourably received at Head Office.” Identify seven more
reporting verbs in the minutes in Exercise 2.

3 Why are impersonal reporting structures used in the report, whereas active reporting verbs are
preferred in the minutes?

Language focus

¥ Read the report and the minutes again. Underline the linking words and complete the
table.

Function Linking words
Addition besides, mo ,in ad , fur
W(VZ-on-r-acIusrit;ﬁr lastl.y, inc 7 P - i :
"-Eoir{;éﬂqt'.;ence q so ”tWHerefore, 2 I
Contrast B o b P It
VVeq;ivalréﬁ;ér D ”th;at isr t;) say, n i -in 0 w
Example forinstance,s____asf_____ e
Generalization ~ inmost cases, as a ,onthew___
nghhghtmg . -.mr.l-’;éinly, chiefly, in p a1 b - | . 8
Statingthe obvious  of course, n S = g1 Y
summary to sum up, 0 Jinb____

B3 Replace the inappropriate linking words in bold with a better choice from Exercise 4.

Josiah Wedgwood was a pioneer in social responsibility, building a village for his
workforce in 1769. For instance, his products combined technology with classical
culture. More than a century later, George Cadbury developed social housing for
his chocolate factory workers. As a rule, Cadbury’s® became one of Britain’s most
respected companies. Both men were pioneers of corporate social responsibility.
Overall, they were also accused of paternalism.

Today, sustainable development policies aim
to manage the effects of business on
employees, the community, and, on the whole,
on the environment. Multinationals like Shell
are focusing on the idea of being good neighbours,
naturally, by consulting local stakeholders before
beginning new projects which may affect them.

Output

3 2 238 Listen to a later extract from the Mirratec Management Committee meeting as
they move on to discuss the issue of diversity in Mirratec’s workforce. Take notes. Then, with a
partner, write a short summary of the discussion and decisions made. Use the minutes format
on the opposite page.
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6 Company and community

» discussing corporate 6.6 Case study ol
image = ' - e
roleplaying a decision- Discussion

making meetin y .
ngn e EJ Would you like to have a recycling centre near your home? Why (not)?
» writing a reporton a

meeting Reading

1 Read the Internet page about Phoenix and answer the questions.

1 What kind of corporate image does the company try to project?
2 What do you imagine working at Phoenix is like?

INTERNET

o
Every year almost a million of Australia’s ten million cars reach the end of their
useful lives. Phoenix provides a valuable community service by recycling over
75% of each vehicle. ' _

Phoenix’'s mission is to protect and preserve Australia’s unique ecology. We
take special care to ensure that hazardous materials and toxic substances are
processed safely and securely with minimum risk to the environment or the
population.

At all our recycling centres across Australia, we believe in being good neighbours.
We believe it is our duty to treat customers, employees and suppliers fairly, to
respect the local environment and to be involved in community causes.

Internet .

| -1 1-7:1¢+1 ] Roleplay preparation

f 1. Search for the keywords Divide into three groups: Port Katherine Planning Department, Port Katherine
automobile recycling Residents’ Association, and Phoenix. Use the Exercises opposite (3, 4 and 5) to gather

(| ‘3’:’;‘:::?:;’;:2;;":*5 information for your group, in preparation for a public meeting (Exercise 6) to discuss
o] 2 . 5 . . .

[ and perspectives in this the choice of site for a newt recycling ce_ntre in Port Katherine. You_wrll _need to make
industry. a presentation at the meeting summarizing your views, stating which site you prefer

EEEEEEE—— and why, and explaining why the other sites are not appropriate. You should also be
prepared to ask the other groups questions, and argue against their proposals
if they conflict with your interests.




Listening

EJ 2 2:39 Listen to part of a meeting
at Phoenix’s head office in Sydney and
answer the questions.

1  Why is Port Katherine a good choice
for Phoenix’s new site? Give four
reasons.

2 What are the pros and cons of sites
A, B and C from your group’s point of
view? '

3 What do you think ‘Operation Charm
and Diplomacy’ is?

Reading and discussion

3 In your groups, prepare for the
public meeting by reading a message
and answering some questions.

Group A - Port Katherine Planning
Department: turn to page 116.

Group B - Port Katherine Residents’
Association: turn to page 118.

Group C - Phoenix: turn to page 121.

= Read the agenda. Then, in your
groups, prepare your presentation and
strategy for the public meeting.

Roleplay

E# Roleplay the public meeting using
the agenda above.

Writing
Write a short report on the meeting.

Port Katherine Planning Department:
write to Duncan Gillespie at the Lord
Mayor’s Office.

Port Katherine Residents’ Association:
write to your members.

Phoenix: write to your head office in
Sydney.

PORT KATHERINE I A
State Highway ——
-
i
ix ——School
Tram Line —i‘f
;
d
f’
1
|
!
/’
¥ Ho§plml /~ Fire Service
& i Y o
<_3 — — Bus Station
1
(% | —— Town Square
S
Town |
Harbour ~ Hall /*
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3
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Agenda

1 Welcome and introductions
2 Opening presentations
+ Phoenix
* Port Katherine Planning Department
« Port Katherine Residents’ Association
3 Questions and discussion of the three
possible sites

4 Summary and conclusion

hazardous
resident
resistance




Review b

Making deals

EB Complete these paragraphs about e-tailing using the
words in the box.

approach browsers databank expectation
eyeballs merchandising purchase search ads
website  web chats ’

A Most visitors to a (1) don’t actually buy
anything, so simply having lots of (2) ¢ !
doesn’t mean there will be lots of sales. In fact, if the site
attracts visitors through paid (3) on Google
or Yahoo!®, then bringing them actually costs money.

B Customer service reps answer customer questions via
live (4) on the site. When a customer engages
in live chat with a sales rep, the average (5)
doubles in value.

C But instead of real customer service reps, many smaller
e-tailers use animated characters that draw on a
(6) of answers to commonly asked questions.
E-tailers hope that the animated characters will turn
(7) into buyers.

D When someone is shopping at home, they have an
(8) of privacy. Ted Martin, senior vice-
president for (9) and operations at Overstock.
com, said: ‘We're taking the conservative (10)
right now, we don’t want to be intrusive.’

EJ Complete this sentence about e-tailing using these
words: consent, privacy, tracking, violation.

Research shows that most online shoppers consider
(1) their navigation of a site without their
2) to be a (3) of their (4)

EX In each set of four below, match a verb on the left
with a noun on the right to make collocations about an
e-tail transaction.

1 look up a) on a link to get to the seller’s site

2 pay b) the product you want in a cart

3 place ¢) a product on a search engine

4 click d) by credit card

5 browse e) the customer’s credit card

6 debit f) the product from the warechouse

7 send back  g) the site to find any interesting products
8 ship h) a faulty product under guarantee

E3 The collocations below are useful in negotiating.
Cross out the one verb in each group that does not
collocate with the noun.

fill / offer / place / take an order

ask for / be entitled to / find / offer a discount
discuss / go over / put on / sort out the details
make / put forward / put back / reject a proposal
extend / meet / miss / take a deadline

look for / meet / seek / reach a compromise

S Ul B LN =

I Complete each sentence with a collocation from
Exercise 4.

1 If you fail to do something by the agreed time, you
the .

2 Ifyou tell a retailer you want to buy something from

them, you an .
3 If you finally get agreement after both sides had
different starting points, you a g

4 If you automatically have the right to a lower price, for
example because of the quantity you are ordering, then
you a

K3 Look at the seven options below. Cross out the three
that can never be used.

If we increase / increased / will increase / would increase
our order, do you give / will you give / would you give us a
discount?

Which version of the sentence in Exercise 6 is
appropriate if you want to show you are unsure about
increasing your order (it's just a possibility)? Write the
whole sentence.

EJ Which version of the sentence in Exercise 6 is the
most common - you are just asking a simple question?

EJ Complete the bargaining phrases in this dialogue
using the pairs of words in the box.

providing + agree if + increased unless + guaranteed

Supplier: I might consider reducing the price
(1) you vour order.
Customer: It would be difficult for me to increase my
order, (2) vou the price
for two years.
Supplier: 1 might be able to guarantee the price,
(3) you to a five-year
contract.

K0 Choose the correct option.

1  What do you recommend to me / recommend me?
What do you advise to do / advise me to do?

3 1 suggest you / suggest ordering 500 pieces initially, and
then perhaps more later.

4 1 advise that you / advise you to order 500 pieces
initially.

5 1 suggested him / suggested to him that he should order
500 pieces initially.

EEl Complete the extracts from a business proposal using
the words in the box.

agreed available below charges lowest
replacement require should unlikely wish

1 As , please find a proposal to
install a series of photocopiers.

2 you require on-site support, our engineers are

seven days a week.

3 Inthe event of a breakdown, we would
provide a .

4 Owur are amongst the on the market.

5 Ifyou to place an order, we a

deposit of 25%.




Review 6

Company and community

The company should ...

e enhance shareholder value.

* recognize employees’ merit.

e give fair and adequate compensation.

¢ provide clean and safe working conditions.
* provide new equipment and new facilities.
* carry on research and develop innovation.
* encourage civic improvements.

* support good works and charities.

* protect the environment and natural resources.
* avoid exploiting developing countries.

¢ build a sustainable business.

And employees need to ...

¢ have a sense of security in their job.

* have equal opportunity for jobs and development.

» feel free to make suggestions and complaints.

e feel they can align themselves with the company’s goals.

KB Read the corporate social responsibility declaration
above. Complete the definitions 1-10 with words from
the declaration.

1 the profit that a company makes for its investors

2 money paid because someone is injured or has lost
their job

rooms and equipment that are provided for a particular
purpose

4 organizations that give help to people who need it

(93]

5 the land, water and air that people live in

6 treating someone unfairly in order to get a benefit for
vourself

7 capable of continuing for a long time

& asituation in which people have the same chances as
everyone else

9 things you say or write when you are not happy

10 agree with and support publicly ( yourself

with):

B3 Complete the sentences about ethical behaviour
using the phrases a-h.

The company should ...
acknowledge any problem ___.
act with integrity ___.
compensate victims ___.

limit the impact of .
negotiate settlements ___
obey the law or ___.

recognize merit when ___.
uphold standards of ___.

e e JRNL | I O B S

common decency e) for any damage caused
any problem f) statt perform well

that exists g) towards employees
which satisfy everyone h) face a lawsuit or fine

B Complete the remarks of a chairperson at various
stages of a meeting. Use the phrases in the box.

any other business apology for absence
approving the minutes  break for coffee
close the meeting come back to this
getting side-tracked have any views
introduce the first item  see your point

stick to the agenda take a vote
unanimous decision wouldn't you agree

Beginning

Good morning, ladies and gentlemen. Is everyone here?
[ have received just ane (1) from Celia. OK, 1
think we can begin. Let’s start by (2) of the last
meeting. Any comments? Theyre quite straightforward,
I think. Good. Now, there is a lot to discuss today, so
let’s try to (3) . OK, who is going to (4) 2

Middle

That’s interesting, but I think we're (5) . Could we
6y later? OK. Now, Antonio, we haven't heard
from you. Do you (7) on this issue? ...

Thank you, Antonio. I (8) , but you have to
consider the impact on our budget. (9) that there
will be substantial costs if we do as you suggest? ...

OK, there seems to be a consensus, so we don’t need to

(10) . This would be a good time to (11)
End
Good, I think we've reached a (12) on this.

Before we finish we need to deal with (13)
Does anyone have any other issue that we haven’t
discussed? OK, I think we can (14)

E¥ Put each verb in brackets into the correct form, active
ar passive. The first two are present simple and the last
four are past simple.

‘The company (1) (try) to limit its impact on

the environment, but sometimes mistakes (2)

(make). It is true that some radioactive waste (3)

(lose) in transit last week. However, I am pleased to report
that we (4) (take) action immediately. The driver
ot the truck (5) (find), and we (6)

(dismiss) him after completing our enquiries. Press reports
that he had been drinking are completely exaggerated.’

E Find pairs of linking words/phrases with the same
meaning.

as a rule clearly consequently especially
finally in addition in particular in brief

in conclusion in other words moreover obviously
on the whole thatistosay therefore to sum up

K3 which two words/phrases from Exercise 5 would you
use to:

1 add a second point to support your argument?
2 highlight one fact or point?
3 make a generalization?
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REVISION.

Objectives: - to raise students general knowledge of classroom language
- become aware of classroom language for future teaching
- become aware of role of the course for professional development

- a practical understanding of the importance of social, personal and organizational issues
of classroom language
- developed a range of teaching skills including questioning, eliciting, giving instructions,
etc., to promote communication in the classroom
- developed an ability to critically analyze different samples of classroom language
Level: Intermediate +

Activity 1 CLASSROOM LANGUAGE

Give information to the students overall aim of the course

Aim: To provide students with guidance and assistance in using English effectively as a medium
of communication in the classroom

Obijectives: By the end of the course students will

[] get practice in the language skills specific to language teachers

1 be able to use English as a means of instruction, elicitation, and class organization to promote
a meaningful language practice

] have a basis for deciding on the use of the target language and the mother tongue in class

[1 practice the appropriate use of body language and voice projection

Reviews: These units can be used in three ways: to consolidate language covered in the units, to
catch up quickly on any lessons missed, and to revise before tests or exams.

Additional material: This section contains all the extra materials students need to do pair or
group work activities.

Grammar and practice: The section gives a very useful summary of grammar rules with clear
examples, but also provides further practice of the essential grammar points in this level of the
course.

Recordings: Full scripts of all the audio recordings are given for reference, allowing students to
check or study the audio dialogues in detail. However, encourage students not to rely on reading
them to understand the listening.

Wordlist: In the modules, words which intermediate level students may not know are in grey.
Definitions of grey words are given in the wordlist, often with examples. Words in red are high-
frequency items, which you should encourage students to learn and use.

Distribute handout 1to each participant. Ask them to fill out the shield on the handout.

Next, put participants in 4 groups and invite them to share. When they have finished, ask them to
put their names on their A4 sheets and stick them on the all.

Homework: to learn vocabulary, do exercises and skim the text.



TheBusiness

ies: Corporate culture

Speaking: Qualities of a good manager

Type of activity: Ranking activity followed by a presentation activity. Students have to substantiate why they
think certain managerial qualities are more important than others.

Preparation: Make one photocopy of the Unit 1 cut-outs for each group of two or three students. Cut each sheet
into 14 strips.

1 Ask students to write down at least four key attributes of a good manager.

2 Students then take it in turns (working in pairs or in groups of three) to say one necessary attribute each,
without repeating what anyone else has said. For example:

Student A: A good manager can be trusted.
Student B: A good manager is always fair.
They should continue until they can’t think of any more to add.

3 Give out the ranking exercise, cut up into strips. In pairs or threes, students select the top five most
important attributes and order / prioritize these, justifying their choices to each other. Tell students they can
make short notes about what is decided, but that they should not write down the sentences word-for-word.

4 A representative from each group then reports back to the whole class, giving clear justifications for their
top three choices. Encourage students to give two justifications for each choice, for example:

A good manager needs to have a good sense of humour, as humour can be used to calm down awkward
situations. It also creates a positive working environment, which in turn can make the company more
effective.

5 Ask students which managerial attributes they think they possess at present, i.e. would they make good
managers?

Reading: New bosses, new rules

Type of activity: Information exchange. Half the class reads one text and the other half reads another. Students
then exchange information with a partner who did not read the same text as them.
Preparation: Make enough photocopies for half of the class. Cut the photocopies in half.

1 Elicit ways in which inequalities manifest themselves at work (pay differences, holidays, treatment by boss in
terms of work allocation, etc). Also elicit possible reasons for inequalities (gender, age, etc.). Pre-teach a few
words such as: undermine(d), suspicious, anxious, unjust, outraged, deteriorate.

2 Give half of the class the text about Catherine (Text A) and the other half, the text about Vincent (Text B).
They will both need to make notes in a grid format. Write this up on the board or make it into a hand-out
without the answers in grey.

3 Ask students to read their texts alone or with another student who is reading the same text and complete
their part of the grid. Circulate and assist where necessary.

4 Then ask students to work with a partner who read the other text and to exchange information orally and
complete the rest of the grid. Make sure that the initial texts are covered, and that they only use their grids
and memory.

manager in a
large printing
company

to eye with him; didn’t get
any recognition; felt it was
because of being a woman;
very competitive work culture.

interest in her
work.

Details of Problems met at work and The Steps taken by | Consequences
employee why (the unwritten rules) employee’s them
(age, name, personal
job) reaction

Text A [ Catherine New boss gave more She felt She resigned. | She now has a job in a
Albery, 29, interesting work to her undermined smaller company where
assistant colleagues; she didn’t see eye [and lost company culture suits her

better.

of suspicion and he felt the
company culture favoured
younger employees.

Text B [Vincent Prior, [Colleagues who'd joined the | Very angry. He resigned He found a less well-paid
49, office company many years after him | Felt it was even though |job in a smaller company
manager were receiving much better unjust. risky at his where a culture of trust is

benefits. Created a culture age. encouraged.

5 Ask students to tell you / each other what they would have done if they were Catherine or Vincent.
6 For homework, get students to read their partners’ texts. They should make a record of new words and
phrases.
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Unit 1 Additional activities: Corporate culture

A good manager is able
to listen effectively.

A good manager is able
to keep calm under pressure.

...............................................................................................................................

A good manager is able to see
the whole picture, not just
the detail

A good manager is able to
motivate employees.

""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""""

A good manager has good
ideas and vision for
the company.

A good manager prioritizes
equality and transparency
between staff.

...............................................................................................................................

A good manager has
a wealth of experience
and expertise.

A good manager has a
good sense of humour.

A good manager has
good qualifications.

...............................................................

A good manager is

A good manager
commands respect.

................................................................

A good manager is able

to prioritize and focus

relatively young. effectively.

A good manager is able to
identify talents in each of
his’/her employees, and exploit
them appropriately.

A good manager
delegates effectively.




Unit 1 Additional activities: Corporate culture

Text A

Catherine Albery, 29, was working in a well-paid position as an assistant manager in a large printing
company, when she started to feel that things were going wrong. Although she had been reasonably
happy at her place of work for over six years, a new boss meant great changes. ‘I realized that | was
working at least as hard as my male equivalents, and certainly wasn’t getting the same recognition.” Her
new boss then started to assign the more interesting and innovative work to her colleagues. Catherine
began to feel undermined and her commitment to the job started to wane. After discussing the issue
with her line manager, she talked to her boss directly and things improved slightly for a few months.
However, soon after, the situation deteriorated further.

‘I just knew that | was never going to see eye to eye with my boss. He just didn't like me for some reason.

I am sure it was because | am a woman - he questioned my loyalty. | simply didn’t have the energy to
fight.” Feeling completely disillusioned, Catherine resigned from her post last spring, and was unemployed
for six months. She was eventually offered a position as manager in a small graphics company and has not
looked back since. Working for a smaller company, being in the position of decision-maker, has turned out
to be a very positive move for her. She works shorter hours, and does not feel the need to prove herself all
the time, or compete with colleagues.

Catherine looks back positively at the events of the last year. ‘As a manager, | have made a self-pledge to
listen to my employees; to treat them with equality and fairness; to create a very positive culture in the
workplace. | feel this experience has made me into a better manager, and arguably a better person!”

Text B

Ironically, it was at his firm’s Christmas party that Vincent Prior, 49, discovered that he was being treated
unfairly, after being employed by the company for 17 years. He was the office manager in a leading car
rental company, and found out in casual conversation that his younger colleagues of a similar position
were all receiving far greater benefits. These ranged from a slightly larger Christmas bonus to longer
holidays. In one case, a colleague had been given a very substantial pension plan, considerably larger than
the average. These had all been introduced since the arrival of a new boss, 12 months earlier.

'l was absolutely outraged,’ he said. ‘One sits in the same open-plan office with these people, works the
same long hours and to similar deadlines. These managerial decisions seem totally unjust and encourage
suspicion between colleagues.’ Vincent was convinced that the cause was due to age differences. The next
working day, Vincent went to speak directly with his manager. He was informed that his colleagues were
new to the company, and that the various benefits had been part of their initial packages. In recognition
of Vincent's good work, his manager promised to reappraise some of Vincent's own benefits.

‘At that point, something just snapped inside me,’ said Vincent. ‘Il decided | couldn’t work in a culture
like that any more.” After considering the issue very carefully, he decided not to take his case further, but
simply to resign. Realizing that this was a very risky decision at his age, he was understandably anxious.
However, immediately after resigning, he was fortunate enough to meet an old friend who was able

to offer him a similar post in his own small company, a company which hires out heavy-duty gardening
machinery. Although his new job is slightly less well-paid, he is now working in an environment of

trust. ‘All in all, | feel very positive about what happened. These events have made me re-assess what is
important in my working life.’
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