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UNIT 1 > ORGANISATION O Videos: 1.1 A news organisation 1.3 Managing first meetings

1.1 Anews
organisation

Video: B A news
organisation

Vocabulary: Roles and
responsibilities
Pronunciation:

Word stre

Project: Showing
someone around a
department

Review

UNIT 2 > BRANDS p.17

2.1 D The life of luxury

Video: B A luxury brand

Vocabulary: Marketing
and brands

Pronunciation:
Stress in compound
nouns

Project: Research and
discuss an advertising
campaign

Review

UNIT 3 > JOB HUNTING

3.1> Ajob search

Video: B Applying for
an internship

Vocabulary: Getting a job

Pronunciation:

Stress in derived
words
Project: Plan and write
a job advertisement

Review

UNIT 4 > BUSINESS STRATEGY

4.1 > Food industry
strategies

Video: BAfood
company’s strategy for
growth

Vocabulary: Business
strategy collocations and
word building

Project: Investigate a food
brand’s attitude to health

Review

1.2 > Innovative
organisations

Listening: ¥ Flatand
tall organisations

Grammar: Future forms:
Present Simple,

Present Continuous

and be going to
Writing: An email
about future plans

and arrangements

2.2 D Asian brands
go west

Reading: Chinese
combine holidays with
luxury shopping

Grammar: Connectors

Pronunciation:
Connectors: intonation

and pausing

Speaking: Discussing

brands using connectors

3.2 > Job interview
questions

Listening: € Interview
questions and answers

Grammar: Indirect
questions

Pronunciation:
Voice range and
intonation in indirect

questions

Speaking: A job interview

4.2 > PEST analysis

Listening: 4 A lecture on
PEST analysis

Grammar: Modal

verbs: obligation,
prohibition, necessity,
recommendation
Writing: A short PEST
analysis of a company or
organisation

1.3 > Communication
skills: Managing first
meetings

Video: @ Managing first
meetings

Functional language:
Greetings, introductions
and goodbyes

Pronunciation:
Intonation and

Task: Making
introductions and
contacts at an event

O Videos: 2.1 A luxury brand

2.3 D> Communication
skills: Supporting
teamwork

Video: B Teamwork

Functional language:
Giving and responding
to advice

Task: Asking for and
giving advice

3.3 > Communication
skills: Listening actively

Video: B Demonstrating
active listening

Functional language:
Active listening

Task: The listening/
distraction game

4.3 > Communication
skills: Solving problems

Video: B Problem-
solving styles

Functional language:
Offering and asking for
help

Pronunciation:
/iz/, 11/, [e1/ and /a1/

Task: Offering and asking
for help in work and social
situations

1.4 > Business skills:
Small talkin first
meetings

Listening: ¥ Interview
with a communication
coach; Small talk between
colleagues

Functional language:
Asking and answering
questions in first meetings

Task: Meet a visitor and
manage small talk

2.3 Teamwork

2.4 > Business skills:
Making a presentation

Listening: ¥ Different
ways to open a
presentation

Functional language:
Signposting in
presentations
Task: Prepare and give
a presentation

3.4 > Business skills:
Interviews

Listening: 4> Two job
interviews
Functional language:
Useful phrases for
candidates

Task: Create a job and
interview for it

4.4 > Business skills:
Problem-solving
meetings

Listening: ¥ A problem-
solving team meeting
Functional language:
Leading and participating
in problem-solving
meetings
Pronunciation:
Intonation in ‘OK’

Task: Take partina
problem-solving meeting

1.5 D Writing: Emails -
Organising information

Model text: Invitation
to aninduction day

Functional language:
Ordering information
in an email

Grammar: [® Present
Simple and Continuous

Task: Write areply to a
work-related invitation

2.5 > Writing: Formal
and semi-formal emails

Model text: Invitation to a
corporate event

Functional language:
Writing, accepting and
declining an invitation
Grammar: [ Verbs +
-ing vs. infinitive

Task: Write a formal reply
to an invitation

O Videos: 3.1 Applying for an internship 3.3 Demonstrating active listening

3.5 > Writing: Covering
letters

Model text: Covering
letter

Functional language:
Useful phrases for
covering letters

Grammar: [® Past
Simple and Present
Perfect

Task: Write a covering
letter

O Videos: 4.1 Afood company’s strategy for growth 4.3 Problem-solving styles

4.5 > Writing: Reporting
reasons and results

Model text: Report
extract

Functional language:
Reporting problems,
reasons and results

Grammar:
™ Comparison
Task: Write a short report

outlining problems,
reasons and results

Listening: 4> Employee
views on their workspace
Reading: Millennial-
friendly workspaces

Task: Design a new
office space

Listening: 4> Customer
and staff feedback on
a clothing store

Task: Brainstorm a brand
awareness campaign
Writing: An email
summary of the campaign

Listening: B Three
video CVs; %> First
interviews

Reading: Analysis of three
CVs and covering letters

Task: Conduct a second
interview

Reading: Profiles of
competing supermarket
chains

Task: Select the best
strategies for growth
Listening: 4> Compare
your strategies with a
business news report



UNIT 5 > LOGISTICS

5.1 > E-commerce

Video: B Amazon: the
logistics of e-commerce

Vocabulary: Logistics
and word building
Pronunciation:
Pausing and stress in
presentations

Project: Debate the use
of drones

Review

UNIT 6 > ENTREPRENEURS IO Videos: 6.1 The world’s first ethical smartphone 6.3 Influencing styles: push and pull

6.1 > Fairphone

Video: B The world’s first
ethical smartphone
Vocabulary: Running

a business

Pronunciation:
Consonant-vowel

linking

Project: Brainstorm and

present new business

ideas

Review

UNIT 7 > WORKING ABROAD

7.1 Global work
cultures

Video: B Working abroad
Vocabulary: Working
abroad: Adjectives,
prefixes, opposites
Project: Research a
different work or study
culture

Review

UNIT 8 > LEADERSHIP

8.1 D Learning to lead

Video: H Safari Vet
School

Pronunciation:
Glottal stops

Vocabulary: Leadership

Project: Discuss and write
about a great leader

Review

5.2 > Driverless
technology

Reading: Lorries lead cars
in the technology race

Grammar: Passive forms

Pronunciation:
Auxiliary verbs in

passives

Speaking: Describe a

process

6.2 > Young
entrepreneurs

Reading: Leaving Harvard
to start a business

Grammar: Reported
speech

Speaking: Talk to a

journalist about your

start-up

Writing: An email/article
based on the interview

7.2 > Cultural anecdotes

Listening: € Working in
other cultures
Grammar: Past tenses:
Past Simple, Past
Continuous and Past
Perfect Simple
Pronunciation:

Phrasing and intonation
in past sentences
Speaking: Tell an anecdote
Writing: An anecdote

8.2 > Neuroleadership

Reading: Business leaders
need neuroscience

Grammar: Relative
clauses

Pronunciation:

Phrasing and
intonation in relative
clauses

Speaking: Truth or lie
game using relative
clauses

5.3 > Communication
skills: Collaborating

Video: E Collaborating
ona project

Functional language:

Agreeing and disagreeing
Task: A meeting to discuss

controversial proposals

6.3 2 Communication
skills: Influencing

Video: B Influencing
styles: push and pull

Functional language:
Dealing with objections

Task: Influencing others
to overcome objections

7.3 > Communication
skills: Decision-making

Video: H Decision-

making styles

Pronunciation:
Strong or weak?

Functional language:
Expressing preferences

Task: Discuss preferences
and reach agreement

8.3 > Communication
skills: Giving and
receiving feedback

Video: E Positive and
developmental feedback

Functional language:
Giving and responding to
feedback

Task: Give and respond to
developmental feedback

5.4 > Business skills:
Negotiating

Listening: 4> Negotiating
new terms and conditions
Functional language:
Negotiating

Task: Negotiate a new
deal

6.4 > Business skills:
Presenting facts and
figures

Listening: 4> A presentation
based on visual data

Functional language:
Presenting visual
information

Pronunciation:
Intonation and

discourse marking in

presentations

Task: A presentation to an
investor

O Videos: 7.1 Working abroad 7.3 Decision-making styles

7.4 > Business skills:
Relationship-building

Listening:
#> Conversations at
anetworking event

Functional language:
Keeping a conversation
going

Task: Meeting new people
atan induction day

8.4 > Business skills:
Leading meetings

Listening: 4> Managing
ateam meeting
Functional language:
Leading and managing
meetings

Task: Lead a mini-meeting

O Videos: 5.1 Amazon: the logistics of e-commerce 5.3 Collaborating on a project

5.5 > Writing: Letter of
complaint

Model text: Letter of
complaint

Functional language:
Useful phrases for letters
of complaint

Grammar: [% Linking

Task: Write a letter of
complaint

6.5 > Writing:
Summarising

Model text: Summary of
a business talk

Functional language:
Summarising

Grammar: [® Order of
information in sentences

Task: Listen to a talk and
write a summary

7.5 > Writing: Making
recommendations

Model text: Report giving
suggestions, advice and
recommendations

Functional language:
Formal/neutral/
informal language for
recommendations

Grammar: [® First and
second conditional

Task: Write a report giving
suggestions, advice and
recommendations

O Videos: 8.1 Safari Vet School 8.3 Positive and developmental feedback

8.5 > Writing: Informing
of a decision

Model text: Email about
decisions made by Board
of Directors

Functional language:
Formal and semi-formal
language for decisions

Grammar: [® Reduced
relative clauses

Task: Write a formal
email to inform staff of
decisions made

Listening: %> Criteria
for choosing a supplier;
Teleconferences with
suppliers

Task: Negotiate and select
asupplier

Writing: A formal email
confirming the result of
the negotiation

Listening: B4 Three
crowdfunding pitches
Speaking: Decide which
crowdfunding project
to back

Task: Prepare and deliver
a crowdfunding pitch

Reading: Blog posts on
cultural awareness

Listening: € Interviews
with staff about working
internationally

Task: Prepare and present
recommendations for
working in your culture

Writing: A formal email
confirming the outcome
of the presentations

Listening: 4 Three
employees talking about
their training needs

Reading: Profiles of
training courses

Task: Design a
development plan foran
employee

Writing: An email to
justify a training course



Why...
Business Partner?

Why...
skills training?

Why...
authentic content?

Why...
video content?

Why...
flexible content?

Introduction for learners

Our research talking to teachers and learners proved a few very obvious points.

1 People study business English in order to communicate more effectively in their
workplace or to find a job in an international environment.

2 To achieve these goals, you need to improve your knowledge of English language as
itis usedin the workplace, but also develop key skills for the international workplace.

3 People studying business English have different priorities and amounts of study time.
You therefore need a flexible course which you can adapt to suit your needs.

Business Partner has been developed to meet these needs by offering a flexible course,
focused on delivering a balance of language and skills training that you can immediately
use to improve your performance in your workplace, studies or job search.

Language is only one aspect of successful communication. Effective communication also
requires an understanding of different business situations and an awareness of different
communication styles, especially when working across cultures.

In Business Partner we refer to ‘Communication skills’ and ‘Business skills'. Every unit has
a lesson on these two areas.

‘Communication skills’ (Lesson 3) means the soft skills you need to work effectively with
people whose personality and culture may be different from your own. This includes
teamwork, decision-making and influencing skills.

‘Business skills’ (Lesson 4) means the practical skills you need in different business
situations, such as skills for taking part in meetings, presentations and negotiations.

In order to reflect the real world as closely as possible, Business Partner content is based
on authentic videos and articles from leading media organisations such as the BBC and the
Financial Times. These offer a wealth of international business information as well as real
examples of British, U.S. and non-native speaker English.

We all use video more and more to communicate and to find out about the world. This is
reflected in Business Partner, which has two videos in every unit:

an authentic video package in Lesson 1, based on real-life video clips and interviews
suitable for your level of English.

a dramatised communication skills video in Lesson 3 (see p.6 for more information).

This course has been developed so that you can adapt it to your own needs. Each unit and
lesson works independently, so you can focus on the topics, lessons or skills which are most
relevant to you and skip those which don‘t feel relevant to your needs right now.

You can then use the extra activities and additional materials in MyEnglishLab to work in
more depth on the aspects that are important to you.

What’s in the units?

Lesson outcome and self-assessment

Each lesson starts with a lesson outcome and ends with a short Self-assessment section.
The aim is to encourage you to think about the progress that you have made in relation
to the lesson outcomes. More detailed self-assessment tasks and suggestions for extra
practice are available in MyEnglishLab.

Vocabulary

The main topic vocabulary set is presented and practised in Lesson 1 of each unit, building
on vocabulary from the authentic video. You will get lots of opportunities to use the
vocabulary in discussions and group tasks.

Functional language
Functional language (such as giving advice, summarising, dealing with objections) gives you
the capability to operate in real workplace situations in English. Three functional language
sets are presented and practised in every unit: in Lessons 3, 4 and 5. You will practise the
language in group speaking and writing tasks.
In MyEnglishLab you will also find a Functional language bank so that you can
quickly refer to lists of useful language when preparing for a business situation,
such as a meeting, presentation or interview.



Grammar

The approach to grammar is flexible depending on whether you want to devote a
significant amount of time to grammar or to focus on the consolidation of grammar
only when you need to.

There is one main grammar pointin each unit, presented and practised in Lesson 2.

Thereis a link from Lesson 5 to an optional second grammar point in
MyEnglishLab - with short video presentations and interactive practice.

Both grammar points are supported by the Grammar reference section at the back of the
coursebook (p.118). This provides a summary of meaning and form, with notes on usage
or exceptions, and business English examples.

Listening and video

The course offers a wide variety of listening activities (based on both video and audio
recordings) to help you develop your comprehension skills and to hear target language
in context. All of the video and audio material is available in MyEnglishLab and includes a
range of British, U.S. and non-native speaker English. Lessons 1 and 3 are based on video
(as described above). In four of the eight units, Lesson 2 is based on audio. In all units,
you also work with significant audio recordings in Lesson 4 and the Business workshop.

Reading

You will read authentic texts and articles from a variety of sources, particularly the
Financial Times. Every unit has a main reading text with comprehension tasks. This
appears eitherin Lesson 2 or in the Business workshop.

In MyEnglishLab, you will also find a Reading bank which offers a longer reading
text for every unit with comprehension activities.

Speaking

Collaborative speaking tasks appear at the end of Lessons 1, 3, 4 and the Business
workshop in every unit. These tasks encourage you to use the target language and,
where relevant, the target skill of the lesson. There are lots of opportunities to
personalise these tasks to suit your own situation.

Writing
- Lesson 5in every unit provides a model text and practice in a business writing skill.
The course covers a wide range of genres such as reports, proposals, note-taking and

emails, and for different purposes, including formal and informal communication,
summarising, invitations, replies and project updates.

There are also short writing tasks in Lesson 2 which provide controlled practice of the
target grammar.

In MyEnglishLab, you will find a Writing bank which provides models of different
types of business writing and useful phrases appropriate to your level of English.

Pronunciation

Two pronunciation points are presented and practised in every unit. Pronunciation
points are linked to the content of the unit - usually to a video/audio presentation or to
a grammar point. The pronunciation presentations and activities are at the back of the
coursebook (p.112), with signposts from the relevant lessons. This section also includes
an introduction to pronunciation with British and U.S. phonetic charts.

Reviews

There is a one-page review for each unit at the back of the coursebook (p.104). The review
recycles and revises the key vocabulary, grammar and functional language presented in
the unit.

)

Signposts, cross-references
and MyEnglishLab

D Signposts for teachers in each
lesson indicate that there are extra
activities in MyEnglishLab which can
be printed or displayed on-screen.
These activities can be used to
extend a lesson or to focus in more
depth on a particular section.

Signposts for learners
indicate that there are additional
interactive activities in
MyEnglishLab.

Cross-references refer to the
Pronunciation bank and Grammar
reference pages.

My Lab

Access to MyEnglishLab is given
through a code printed on the inside
front cover of this book. Depending
on the version of the course that
you are using, you will have access
to one of the following options:

Digital Resources powered

by MyEnglishLab including:
downloadable coursebook
resources, all video clips, all audio
recordings, Lesson 3 additional
interactive video activities, Lesson
5 interactive grammar presentation
and practice, Reading bank,
Functional language bank, Writing
bank and My Self-assessment.

Full content of MyEnglishLab:
all of the above plus the full self-
study interactive workbook with
automatic gradebook. Teachers
can assign workbook activities as
homework.

The Global Scale of English (GSE) is a standardised, granular scale from 10 to 90 which measures English language
proficiency. The GSE Learning Objectives for Professional English are aligned with the Common European
Framework of Reference (CEFR). Unlike the CEFR, which describes proficiency in terms of broad levels, the Global
Scale of English identifies what a learner can do at each point on a more granular scale—and within a CEFR level.
The scale is designed to motivate learners by demonstrating incremental progress in their language ability.

The Global Scale of English forms the backbone for Pearson English course material and assessment.

Learn more about the Global Scale of English at english.com/gse




Introduction

Communication
skills video
storyline

COMMUNICATION SKILLS
Video introduction

The Communication skills videos (in Lesson 3 of each unit) is to introduce you to the skills
needed to interact successfully in international teams, with people who may have different
communication styles due to culture or personality.

In each Communication skills lesson, you will:

1 watch asetup video which introduces the main characters and challenge of the lesson;

2 watch the main character approach the situation in two different ways (Options A and B);

3 answer questions about each approach before watching the conclusion.

There is a storyline running through the eight units, with the main characters appearing in
different situations. Each clip, however, can be watched separately and each lesson done
independently without the need to watch the preceding video clips.

PRO-Manage is a global company providing project management training qualifications.
Itis active in the USA, Germany and the UK, and it is the market leader in each country.
An international project team has just been created. The team has to launch their online
project management courses for universities and corporate clients, in two important new

countries: Japan and Mexico.

The overall project manager (PM) is Matt Farnham, Head of UK Operations. Throughout the
eight units of the book, we watch Matt and his team as they face challenges at different
stages in the project lifecycle. Matt supports Kenji to manage the launch in Japan and Paula
to launch in Mexico. Stefanie, from Germany, is the main technical expert.

In addition to the practical project challenges, the people in the team experience challenges

as they learn to work with each other.

Characters
Matt Farnham (British) Head of UK Operations,
overallPM (units: 1,2, 3,4,5,6,8)

Stefanie Hatke (German) Head of the German office,
the company’s main technical expert, she is supporting
the project team (units: 1, 2,5, 7, 8)

James Toomey (British) Part of the UK design team
(unit 3)

Alistair Fraser (British) Part of the UK design team
(units: 3, 4)

Paula Rodriguez (Mexican) PM for the Mexico
launch (units: 2,3,6,7,8)

Video context by unit

1 Managing first meetings
Video synopsis: Matt and Stefanie meet
for the first time in London. They have
different expectations of the meeting.

2 Teamwork
Video synopsis: The key team members
hold their first team conference call.
A personality clash develops between
Stefanie and Dan.

3 Demonstrating active listening
Video synopsis: Paula visits the London
office. Matt talks to her about feedback he
has received from her previous manager.

4 Problem solving
Video synopsis: Kenji visits the London
office. Matt talks to him about issues with
the schedule in Japan.

Dan King (American) U.S.-based PM with technical
expertise, working on programming for the Mexico
part of the project (unit 2)

Kenji Kobayashi (Japanese) PM for the Japan
launch (units: 4, 8)

Jack Collins (Australian) UK-based PM and friend
of Matt’s (unit 4)

Raj Kumar (Indian) PM for IT supplier in India which
is building the platform for the online courses (unit 5)

Susan Jones (American) and Pedro Sanchez
(Mexican) Potential clients from Mexico (units: 6, 7)

5 Collaborating on a project
Video synopsis: Matt has a video call
with Raj to discuss rising costs and
technical issues.

6 Influencing styles
Video synopsis: Paula and Matt present
the PRO-Manage courses to potential
Mexican clients.

7 Decision-making styles
Video synopsis: Paula and Stefanie discuss
implementation details with the potential
Mexican clients.

8 Giving and responding to feedback
Video synopsis: At the end of the project,
Matt holds a feedback meeting with
the team.



A news organisation

Lesson outcome: Learners can use vocabulary related to a range of
job roles and responsibilities within a company or organisation.

Innovative organisations

Lesson outcome: Learners can use a range of future forms to
talk about intentions, plans, arrangements and predictions.

Communication skills: Managing first meetings

Lesson outcome: Learners are aware of different ways to
manage first meetings and can use a range of phrases for
greetings, introductions and goodbyes.

Business skills: Small talk in first meetings

Lesson outcome: Learners can use a range of questions and
responses to make small talk in first meetings.

Writing: Emails - Organising information

Lesson outcome: Learners can organise information in a
work-related email and write a reply to a work invitation.

Business workshop 1: | Review 1: |

Pronunciation: 1.1 Word stress 1.3 Intonation and politeness |

Video: A news organisation
Vocabulary: Roles and responsibilities
Project: Showing someone around a department or campus

Listening: Two company profiles: flat and tall organisations
Grammar: Future forms: Present Simple, Present Continuous and be going to
Writing: An email about future plans and arrangements

Video: Managing first meetings
Functional language: Greetings, introductions and goodbyes
Task: Making introductions and contacts at an event

Listening: Interview with a communication coach; Small talk
between colleagues

Functional language: Asking and answering questions in first meetings
Task: Meet a visitor and manage small talk during a first meeting

Model text: Invitation to an induction day

Functional language: Ordering information in an email
Grammar: Present Simple and Present Continuous
Task: Write a reply to a work-related invitation

Grammar reference:



1.1 A news organisation

Lesson outcome Learners can use vocabulary related to a range of job roles and
responsibilities within a company or organisation.

Lead-in 1 Discuss these questions.

1 These are some typical departments in a company. What do you think each one does?
Use some of the key words and phrases in the second box to help you.

finance humanresources marketing operations production sales

brandimage cashflow customerservice healthandsafety invoicing

manufacturing pricing promotion quality control recruitment supply chain

2 Canyouname any other departments?
3 Which departments do you think do the most important work? Why?

VIDEO Z2A would you like to work for a news organisation? What do you imagine it is like?

B Inwhat ways do you think working for a news organisation is:
a stressful? b glamorous? ¢ interesting?

@ 3A @ 111 Watch the video and match the five speakers with the jobs.

Director of Human Resources  Finance Supervisor News Editor
Programme Director News Reporter

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

Watch the video again and complete the information. Use one word in each gap.
Itisimportant thatindividuals and teams understand their and responsibilities.
Staff [in the newsroom] are responsible for the teams gathering* news globally.
Arti gives a(n) the task of covering a news story.

Nick works with a camera to make sure they are getting the right pictures.
John’sroleis to lead the production .

He describes his job as similar to the of an orchestra.

The HR director has several strategic and priorities.

Ray says it's important to make sure the comeinon time.

B
4
1
2
3
4
5
6
7
8
5

Teacher’s resources:

- Work in pairs or small groups. What do you think each person likes most and least
extra activities

about their job?

Vocabulary Roles and responsibilities

& 6 What do the words in the box mean? Complete the extracts from the video using
the words and phrases in the box.

. 1 Myjob newsgathering for a major news organisation.
involves lead makesure ) ) ]
running 2 My role as Programme Director is to the production team.
3 I'mresponsible for the human resources team.
4 Weneedto we're getting cash in.

8 *gather: get things from different places and put them together in one place




1.1 © Anews organisation

& / Look at some expressions people use to talk about their jobs. Complete the
expressions in bold using the prepositions in the box.

after for of of of to with with

1 Ireport the IT Director.
2 I'mthe Head Sales.
3 lwork closely the Head of Marketing.
4 |look the company website.
5 |take care the export documentation.
6 I'mresponsible coordinating the production team.
7 I'mincharge the research and development team.
8 |coordinate all departments to ensure customer satisfaction.
& 8 Read how two more people at the news organisation describe their jobs.

Complete the texts using words from Exercises 6 and 7. Use one word in each gap.

My name’s Frances Mullan. I'm the Head of Marketing. My name’s Donovan Parsons. I'm a camera operator and | take
I a small team of two marketing managers > of the camera equipment. I'm €

and a video producer. Our work 2 a variety of for interpreting what the director wants to happen and
marketing strategies to promote the business, including events, putting it on screen. | 7 closely with other

social media and printed advertising. I'm in 3 of technical departments, such as lighting and sound. My duties
attracting new customers, retaining existing customers and also include supervising the work of the camera assistant.
positioning the business as innovative and creative. | # We're in a live television environment so we have to make
directly to the Head of Strategy and Development. 8 we can do the job under pressure.

9 work in pairs. How would you describe your own job, a job you would like
to have in the future, or a job in the box? Use some of the vocabulary from
Exercises 6 and 7.

actor hotelmanager journalist personalshopper photographer sports trainer

Teacher’s resources:
extra activities 9 page 114 See Pronunciation bank: Word stress

) PROJECT: Showing someone around

10A workin pairs or small groups. Imagine that you are going to
show a new member of staff around the organisation where y/
you work or a new/overseas student around the campus of =
the place where you study.

+ Decide which departments/areas you would take the new
employee/student to and why.

+ Which key people would you introduce your new
employee/student to?

+ How would you briefly describe the roles and
responsibilities of three people you meet?

B Roleplay the introductions with the new
employee/student. What would be some good
questions to ask the three people about their
roles and responsibilities?

 How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).

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

Self-assessment




1.2 » Innovative organisations

Learners can use a range of future forms to talk about intentions, plans,
arrangements and predictions.

Lesson outcome

Lead-in 1 Look at the tall and flat organisational structures. What do you think are some

' advantages and disadvantages of each?
) 2A Match the words and phrases in the box with the definitions.
P
* ” ' bureaucracy centralised decentralised hierarchy innovative promotion

amove to a more important job in a company or organisation
new, different and better than before
a system of organisation in which people are divided into levels of importance

AN

Tall organisation
a complicated official system that has a lot of rules and processes

organised the control of an organisation so that everything is done or decided in one place
moved parts of an organisation, etc. from a central place to several different smaller ones

M o & WN R

' ” R ﬁ ” 8 Work in pairs. Can you use any of the words in Exercise 2A to talk about
Flat organisation the organisational structures in Exercise 1? Compare your ideas with the
information on page 126.

Listening 3 Look at the two company profiles: W. L. Gore and Zappos. Do you think they are
likely to have flat or tall structures? Why?

#> 101 Listen to the radio discussion with Janet Wood, an organisation
consultant. Check your answers in Exercise 3.

Listen again and decide if these sentences are true (T) or false (F). Correct the
W. L. GORE : incorrect sentences.

CEO: Terri Kelly Organisations with tall structures can change and innovate fast.

1

2 Boband Genevieve Gore started their company in the 1960s.
3 Employees voted to decide who should be the CEO of Gore.
4 ’Holacracy® is a system without traditional managers.

5 Allthe functions at Zappos are now done by teams.
6
6

Sector: Manufacturing

Number of staff: Over 10,000

The transition at Zappos will take a few months to complete.

TS IINGE,,E swi
/ SPoRzs 1 Janet Wood seems
M 4l M 41 Acc

'/ Bl g AN O(m Choose the correct option. Listen to the discussion again if necessary.
/ l 4
g /14 4 .

7 a critical of hierarchies.
/ ZAPPOS . . .
V78 b positive about hierarchies.
? CEO: Tony Hsieh 2% ¢ sceptical about flat structures.
Sector: Online shoe and 2 Which statement about W. L. Gore is true?
" clothing sales

i a Employees work in teams of 30.

Number of staff: Over 1,500 ) b Staff are called associates.
o 3

¢ Nobody in the company has a job title.

Which statement about Zappos is true?

a The company started two years ago.

b Staff workin about 500 teams called circles.

¢ Thelead link of a circle decides what everyone does.
4 Whatdo W. L. Gore and Zappos have in common?

a Senior executives are elected by the employees.

b Any member of staff can start a new project team.

¢ Staff decide their own roles in a team.

Teacher’s resources: 7 Work in pairs. How would you feel about working in a flatter organisation with
extra activities few or no managers?

10




1.2 D| Innovative organisations

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

0 SA Look at these extracts from the discussion. Which one is:
1 You decide whatyou are a apersonalintention? ¢ aprediction?

?r?elr;g;;contrlbute to b aplan/arrangement? d ascheduled event?

B Which verb form is used in each example in Exercise 8A?

2 Zappos has a training =2 page 118 See Grammar reference: Future forms
session next week.

9 Decide which is the best option in each sentence and explain your choice.

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

Vegas tomorrow. 1 Whattime the first flight on Sundays?

a does... leave b is.. leaving c is...goingto leave

2 When|get more free time, | agym.

4 I'msure that's going a join b amjoining ¢ amgoingtojoin
zz;:r?e\r/]ecz Interesting 3 Hecan't remember what time he the client tomorrow.

a Vvisits b isvisiting ¢ isgoing to visit

4 | to her email until later today.
a don‘treply b amnotreplying c amnotgoing to reply

5 We some friends after work this evening.
a meet b aremeeting c aregoing to meet

6 Susanhasn'tstudied all year. She her final exams next week.
a fails b isfailing c isgoingto fail

7 The conference until 10 o'clock but let's get there early.
a doesn’tstart b isn‘tstarting c isn‘tgoingtostart

8 There’s a lot of traffic. in time to catch the train?
a Dowearrive b Arewearriving ¢ Arewegoingto arrive

@ 10A Complete the conversation with appropriate future forms, using contractions

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

A: Hi, Juliana. What time ! (the department meeting / start) tomorrow?

B: At10 o'clock as usual, but I think 1?2 (be) about fifteen minutes late.
I have a dentist’s appointment.

A:3 (you/be) able to talk after your trip to the dentist's?

B: Yes, it's just a check-up. Infact, 1* (give) a presentation on the
company restructuring.

A: I'msure that?® (be) interesting. Is it true we ©
(move) to offices outside the city?

B: 17 (not tell) you anything before the meeting. You know that.

A: Well, I8 (sit) right at the front. | don’t want to miss anything.

Teachers resources: B # 102 Listen to the conversation in Exercise 10A. Which future forms do the

extra activities speakers use in each case? Why do you think this is?

Wl‘iting 11 Write an email to a friend or colleague about a real or imaginary trip you have
planned for work or pleasure. Write 100-120 words.

+ Saywhen and where you are going and how you are travelling there.

+ Saywhere you are staying.
« Mention your predictions for the weather.
« Talk about your intentions and arrangements for the visit.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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



COMMUNICATION SKILLS

Managing first meetings

Lesson outcome Learners are aware of different ways to manage first meetings and can use
arange of phrases for greetings, introductions and goodbyes.

Lead-in 1 workin pairs and discuss the questions.
1 Whenyou meet someone for the first time, what do you usually do and say to be polite?

2 Across cultures, there are many ways of being polite in first meetings, e.g. some people
shake hands, some people kiss, etc. How many different ways to be polite can you think of?

3 Isit more polite to invest time to build relationships with small talk first and then focus
on the work or task, or is it better to focus directly on the task, and build a relationship
later? Why?

@ VIDEO 2A B 131 Watch as Matt and Stefanie prepare to meet each other in London.
1 Wheredotheywork? 2 Whatis theirusual job? 3 Whatis their project role?
E Watch the video again. Mark which qualities Matt (M) and Stefanie (S) use to

describe themselves and their own communication style. Which words do the
other speakers use to describe Stefanie? You do not need to use all the words.

efficient flexible work-focused rude informal friendly polite quiet
professional organised open effective

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

& ZA Insmall groups, discuss which is the best communication style (option A or B)
for Matt to use in his first meeting with Stefanie. Give reasons for your answers.
As a class, decide which video to watch first.

Option A - Focus on the relationship first: Be polite by meeting Stefanie in an informal
way and focusing on the relationship first before getting down to business.

Option B - Focus on work first: Be polite by meeting Stefanie in a formal way and
focusing the conversation quickly onto work topics.

B Watch the videos in the sequence the class has decided, and answer the
questions for each video.
How does Matt introduce himself?
How does he begin the visit and why do you think he does this?
Overall, how successful do you think the meeting is? Why?

optionA [ 132

1
2
3
optionB [l 133 1 How does Matt introduce himself?

2 What two reasons does Matt give for discussing business immediately?
3

4

Overall, how successful do you think the meeting is? Why?

D)

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

What did Matt do to be polite in each video?
What happened as a result?

<

1
2
5 H 134 watch the Conclusions section of the video.
1 Compare whatis said with your answers in Exercise 4.
2 Note down the three main learning points which are described.
3 Decide how far you agree with these points. Why?
6

1

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

Which communication style (relationship-focused or work-focused) do you prefer when
meeting people for the first time? Why?

2 Whatis one advantage and one possible disadvantage of your own personal style?

12



1.3 DI communication skills: Managing first meetings

Functional Greetings, introductions and goodbyes
la nguage o7 Complete the table with these phrases from the video.

1 OK, sowe need to leave it there. 5 Sorry to [bein a rush like this / rush off so soon].
2 [Good/Great/Lovely/Nice] to finally meet 6 [Good/Great/Lovely/Nice] to see you again.
you'in person. 7 Thankyou for coming and have a [safe trip /
3 Doyou know [the design guys]? good weekend]!
4 [Guys,]thisis Stefanie. 8 So, first time in London?
Meeting and greeting Introducing people Saying goodbye
How’s it going? Let’'sgo and [say hello to ...] Excuse me. [I must take this call.]
[Did you have a] good trip? I'd like to introduce you to ...
Can | get you [a coffee]? Have you met [Miran] before? She

works for / works with / runs ...

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

1 Hello, I'm Suzanne Jones, Head of Planning. a Nothanks.I'm fine.
2 How’sit going? b Hi, Suzanne. Nice to finally meet you
3 Everything’s fine. Good trip? in person.
4 It'salways the same. Can | get you ¢ Great! Can't wait!
anything to drink? d Notbad, not bad. How about you?
5 Let’sgoand meet the rest of the team. e Abitofadelay onthe underground today.

E Work in pairs. Use phrases from Exercises 7 and 8A to write your own dialogue
between a host and business visitor. Then roleplay your dialogue.

C Work with another pair. Hosts: introduce your visitor to the other pair. Visitors: respond.

Teacher's resources: One person should say goodbye to the group, giving a reason.

extra activities

9A

=% page 114 See Pronunciation bank: Intonation and politeness

Work in pairs. Choose an industry from the list and invent your
roles. Think about your job titles, company name and
geographical location.

architecture fashion movies music
toy makers video games

You are at a large public event. Introduce
yourself and your colleague to other
people. If you find someone who could
be a useful contact, make a note of their
name. If not, say goodbye politely and
move on.

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

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

 How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
-+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




BUSINESS SKILLS
Small talk in first meetings

Lesson outcome Learners can use a range of questions and responses to make small talk in
first meetings.

Lead-in 1
1
2
3

Listening 2A

D

N = M WNEF=D©TO &WNR

3
Tips for small talk 3A
in first meetings Ok

a Give a clear and positive “ 1
welcome. 2
b Offer to take the other 0 3
person’s coat. 4
¢ Ask about their journey 0 5
to the office.
) B
d Offer them a drink. Q
e Check if their hotel is OK. (] C

f Offer help to organise 0
a taxi.

g Ask if it's their first time in
the city.

h Suggest going for dinner
later in the evening.

i Ask where the other
person works.

J Check when they joined
the company.

I Iy N Oy

k Make a positive comment
about working with them.

A

Work in pairs and discuss the following questions.

What is ‘small talk”? How important is it during first meetings?

What questions would you normally ask when meeting someone for the first time?
Are there any problems with asking questions in a first meeting? Why?

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

Why is managing first meetings in international business often difficult?
What is the value of asking questions?

Which types of question are most effective? Why?

What should you ask questions about?

Listen again and answer the questions.

What two things does Angela say about silence?

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

What is the relationship between asking questions and building trust?

In pairs, discuss these questions about Angela’s ideas.
How far do you agree with Angela’s ideas about asking questions? Why?

At the end of the interview, Angela talks about the need to find something in common:
When you and the other person have similar interests, the conversation often goes
better. Do you agree? Why / Why not?

What other things should you do, in your opinion, to make a conversation go well?

#» 1.04 Paul Robson works for a London-based international company.
He is welcoming Eva Neumann, a colleague from another office of his
company. Listen and decide if these sentences are true (T) or false (F).

Eva travelled directly from the airport to the meeting.
This is Eva’s first visit to London.

Eva works full time in Geneva.

Paulis head of Customer Service.

Eva is leading a project called Service Excellence.

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

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




\
\
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Functional Asking and answering questions in first meetings

language Z.A Complete the questions from the recording in Exercise 3A with the words in the

k) box. If necessary, use the audioscript on page 146 to help you.

time join have free offer take work report

1 offer help/ Can |t your [coat/bag]?
hospitality | can|? you [something to drink / a coffee / a glass of water]?
Canlorderyou a taxi?

2 Journey Did you? a good [flight/journey/trip]?
3 Experience Isityour first* [in the London office / at the conference]?
4 Place of work | Where do you® exactly?

Where are you based?
Are you in the [Zurich] office at the moment?

5 Time with When did you © the company?
company
6 Colleagues Dovyou’ to [Paul Blaettner]?

Do you work with [Davide in the Mexico office]?

7 Socialising Areyou® for [lunch today / dinner this evening]?

Match the answers (a-g) with the topics (1-7) in Exercise 4A.
I'm actually based in Warsaw at the moment.

About five years ago.

Sorry, I'm meeting a friend today. Are you free tomorrow?

Yes, | do. Do you know him?

That would be great, thanks.
Actually, | had a delay at the airport.
No, I was here last month, actually.

Teacher’s resources:
extra activities

a =~ m an o v @

5A workin groups of three. Roleplay meeting a visitor and managing
small talk during a first meeting. There are three scenarios. Each
person will take the roles of host, observer and visitor once.

Host: You are welcoming a member of the project team to the
London office, meeting in reception and moving to your office.
Visitor: You are visiting the London office.

Observer: You will observe and give feedback after the
roleplay.

Student A: Look at your three role cards on page 126.
Student B: Look at your three role cards on page 128.
Student C: Look at your three role cards on page 137.

B Take a few minutes to prepare, then roleplay your
meetings.

C When you have finished, listen to the observer’s
feedback and discuss how easy or difficult it is to
manage a first meeting. Share your group’s ideas
with the class.

 How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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

Self-assessment



WRITING  {mmimimiop
Emails - Organising information

/;’/i’

Lesson outcome

Learners can organise information in a work-related email and write a reply
to awork invitation.

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

after allthebest dearJill feelfree to call meifyou have any questions
firstly justaquick emailto letyou know then

< D¢ 4 4 v = i}
! ’

2 that we are organising an induction day for you on Thursday or Friday
next week.

J , Mike Evans, the Production Supervisor, plans to show you around the
factory at 8 a.m. 4 ,at 10 a.m. Anna Hargreave, who is responsible for

Marketing, would like to introduce you to her team and explain the new projects they
are working on. | think you’ll find it very interesting.

2 that you’ll have lunch with the finance team in the staff canteen. In the
afternoon Davina Porter, who deals with customer service, feels that it's a good idea
for you to accompany her on a visit to some of our most important clients.

Let me know which day is best for you and © or need any help.

7

Greg

Functional 2A Lookat the email again. Write the words and phrases from Exercise 1 in the
language ¢y correct place in the table.

Greeting/Opening

Reason for writing

Ordering information

Concluding email

Closing

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

D Teacher’s resources: Dear Sir/Madam, I'mwriting toinformyouthat... Finally, Good morningJacques Yours,
?E:er;;tillvclgziains Further to our conversation, | confirm that... Hope to hear fromyou soon. Kind regards,

D examples of the Present Hello/Hi George Ilook forward to hearing fromyou. Thankyou foryour email.  Thirdly,
Simple and Present Please do not hesitate to contact me if you have any questions. Regards, Yours sincerely,

Continuous. Go to
MyEnglishLab for optional
grammar work. =2 page 118 See Grammar reference: Present Simple and Continuous

@ 2A Workin pairs. Look at page 126 and discuss the best order to put the information in.

B Write a reply to Greg’s email in around 80 words. Thank him and confirm which day
you can attend and why you cannot attend on the other day.

C Exchange emails with your partner. How many of the words and phrases in Exercises
2A and 2B did your partner use? Did your partner use different phrases from you?

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

- Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



The life of luxury

Lesson outcome: Learners can use a range of vocabulary
related to marketing and brands.

Asian brands go west

Lesson outcome: Learners can use a range of connectors to
link ideas in sentences.

Communication skills: Supporting teamwork

Lesson outcome: Learners are aware of different ways to
support team colleagues and can use a range of phrases for
giving and responding to advice.

Business skills: Making a presentation

Lesson outcome: Learners are aware of techniques for
beginning a presentation and can use a range of signposting
phrases to structure a presentation and highlight main ideas.

Writing: Formal and semi-formal emails

Lesson outcome: Learners can distinguish between formal and
semi-formal emails and write a reply to a formal invitation.

Business workshop 2: Review 2:

Pronunciation: 2.1 Stess in compound nouns and noun phrases

Video: A luxury brand
Vocabulary: Marketing and brands
Project: Research and discuss an advertising campaign

Reading: Chinese combine holidays abroad with luxury shopping
Grammar: Connectors to link, add and contrast ideas
Speaking: Discussing brands using connectors

Video: Teamwork
Functional language: Giving and responding to advice
Task: Asking for and giving advice

Listening: Different ways to open a presentation
Functional language: Signposting in presentations
Task: Prepare and give a presentation

Model text: Invitation to a corporate event

Functional language: Writing, accepting and declining an invitation
Grammar: Verbs + -ing vs. infinitive

Task: Write a formal reply to an invitation

Grammar reference:

2.2 Connectors: intonation and pausing

217«



PRI  The life of luxury

Lesson outcome Learners can use a range of vocabulary related to marketing and brands.

Lead-in 1 Discuss these questions.
1 What kinds of product do you associate with luxury brands?
2 Have you ever bought anything from a luxury brand? What was it?

3 Some people think that spending large amounts of money on luxury brands is crazy.
Do you agree? Why? / Why not?

B 211 watch the video about the luxury jewellery brand, Bulgari. How did
Bulgari extend the brand? What area did they move into?

Watch the video again and answer the questions.
What s the best way to extend a luxury 5 How old is the building?

brand? 6 Whatis special about Bulgari‘s London
When and where was Bulgari founded? hotel?

What kinds of products did Bulgari sell 7 According to Peter York, what is the

at the end of the '90s? problem with over-extending a brand?
Where was its first hotel? What is next 8 How many hotels has Bulgari launched
toit? sofar?

@ 4 Watch the last part of the video again (2:55-4:24). Who says what? Peter York
or Silvio Ursini?
1 Attheend, ifyou overdo it, your brand is devalued.
2 Do something only if you have something to say.

3 Ifyousay ‘Let’s copy the competitors’, for me the customer ultimately will read between
the lines and punish you.

4 |think the brands which are most careful have the longest future.

5 Work in pairs or small groups. Discuss these questions.
1 Think of a company that copied its competitors. What happened? Did customers stay

D Teacher’s resources: loyal to the original brand? Think of an example for each of these categories.
extra activities
D Teacher's resources: asoftdrink amobile phone an item of clothing
alternative video and extra
activities

2 Canyou think of any other categories?

Vocabulary Marketing and brands

o6 Complete the sentences from the video using the words and phrases in the box.

bad history base of clients brands cautious approach core business
devalued fastgrowth furtherafield stretching ultra-luxury ventureinto

1 Sowhat’s the best way to extend a luxury brand? ... the brand.
One company that has taken a(n) to expansion is Bulgari.
To pave the way for growth we needed to speak to a broader and aspirational

w N

After fragrances, the company began to look
And thisidea of doing a very small collection of hotels came about.
Experts agree that care and control are vital when moving beyond the .

N o v B

There’s a lot of about brand extensions. ... If you overdo it, your brand is

<

I think the which are most careful have the longest future.

9 This slow and steady process is not for everyone, particularly for businesses looking
for

10 ‘OK, let's this business, and what are we gonna do? Let’s copy the competitors'.

18
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2.1 © Thelife of luxury

0 Match the words in the box with the definitions.

awareness brand stretching customer engagement image
interactive marketing logo loyalty product placement

advertising by placing an itemin a television programme or film
using internet history to target customers

extending a brand to include other types of products

consumer interest

knowledge or understanding

arecognisable design or official sign on a product

buying the same brand regularly

0O N UV B WN K

general opinion people have of a product

Work in pairs. Discuss these questions.
Name three well-known people who lead ‘a life of luxury’.

N =

If you had a month’s salary to spend, which luxury product(s) would you buy?

3 Name some brands that use product placement in TV programmes. What other ways
are there of increasing brand awareness or encouraging customer loyalty?

4 Ifyou had to stretch a well-known brand, how would you expand it? What new

products or services could you offer?
Teacher’s resources:

extra activities See Pronunciation bank: Stress in compound nouns and noun phrases

) PROJECT: Research an advertising campaign

Work in pairs. Research an advertising campaign to
discuss with your classmates. Follow these steps.

+ Choose an example of a newspaper/magazine/
online/TV advertisement for a luxury brand.

« Make notes on the brand image. Use the
ideas on page 135 to help you.

« Survey your classmates: ask questions
and get their reaction to the advert,
e.g. Are people aware of the brand?
How does it make them feel?

When you have finished
your analysis and survey,
work with another pair.
Exchange your findings
about your advertising
campaigns. Which one
is the most effective?
Why?

——

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

- Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. m
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Asian brands go west

Learners can use a range of connectors to link ideas in sentences.

Lead-in 1 work in pairs or small groups.
1 Think of two global brands for each of these sectors.
ambassador accessories cars fashion jewellery fragrances technology
image 2 Do you know which country each brand is originally from?
3 Choose one brand to focus on. Why do you think it is so successful? What qualities do
logo you associate with it?
2 Look at the collocations in the diagram and check new words in your dictionary.
loyalty . .
Then talk about the brand you chose in Exercise 1.
personality 1 Describe the brand logo, brand image and brand personality for your chosen brand.
2 Does it have a brand ambassador? If so, who?
3 Do you think the company has created brand loyalty? Describe the target market.
Reading 3 Read the article quickly. How many brands are mentioned? Do you know what

kind of companies they are?

Chinese combine European and U.S. breaks

with spending trips

Recently, Asian brands, like fine jewellery brand
Qeelin, have started to appear in U.S. shops. This
unusual move is a sign of the ambitions of Asian
luxury companies.

Previously, the global luxury industry moved only
in one direction: from west to east. Then European
and U.S. brands bought
up prime retail sites in
Asian megacities as a
new generation of Asian
customers were attracted
to owning products made
by companies that were
more than a century old.

In recent years,
however, Chinese
customers have started
to combine holidays
abroad with shopping
expeditions, and Chinese
brands have begun
to follow the money.
Luxury research institute
Hurun reports that France — home to labels such as
Chanel and Louis Vuitton — has emerged as the top
holiday destination for wealthy Chinese millennials.
Other popular destinations include London, San
Francisco and New York, as well as Japan and South
Korea.

The fine jewellery sector is leading this global
expansion. Chow Tai Fook, the biggest jeweller

55

55

60

in the world, says Chinese outbound tourism was
behind its expansion into Southeast Asian countries,
such as South Korea and Taiwan. Over 2,000 of its
stores are in mainland China, but those overseas are
increasingly important. While the group prefers to
run large-scale advertising and marketing campaigns

to deliver a consistent

brand image, there are
40 regional adaptations.

Earlier this year, for

example, members of

Taiwanese boyband

SpeXial were asked to
45 help publicise a store

opening in Taiwan.

Some Asian brands

are expanding after
being bought by larger

50 groups. Recent examples
include Qeelin and

Shang Xia, a luxury

label now operated by

French luxury group
Hermes. Qeelin began selling its products in the USA,
a strong market when it comes to luxury, partly to meet
demand from the local Chinese community.

Building a brand overseas takes time. This is
particularly true when it comes to establishing iconic
designs that are as recognisable around the world as
a Chanel handbag. You don’t build luxury brands
overnight.

A



2.2 Dl Asian brands go west

& 4 Read the article again and decide if these sentences are true (T) or false (F).
1 Inrecentyears, Asian luxury companies have started to expand into the West.
Chinese millennials like to go shopping for luxury brands when they go abroad.
The jeweller Chow Tai Fook has recently opened over 2,000 stores in South Korea and Taiwan.
Asian brands are adapting their marketing plans for stores according to the region.
SpeXial is an all-male music group from Taiwan.
AFrench luxury group has been bought by Qeelin and Shang Xia.
Luxury products are popular with the Chinese community in the USA.

The writer thinks that the new Asian brands will soon become as successful as Western
brands like Chanel.

O N VT B WN

Teacher’s resources:
extra activities

Grammar Connectors

& 5 Lookat the underlined words and phrases in the article, which show how
different ideas are connected to one another. Write the words and phrases in
the correct place in this table.

Adding ideas Contrasting ideas Referring to time Giving examples Sequencing

Recently

=2 page 119 See Grammar reference: Connectors

- page 114 See Pronunciation bank: Connectors: intonation and pausing

& 6 Cchoose the correct option in italics to complete the sentences.

1 However/ Although the global luxury industry previously moved only in one direction,
Chinese customers now go on shopping trips in the West.

2 Examples of luxury goods that are popular in Asia include, for instance, / as well as
handbags and watches.

3 For Asian buyers, part of the attraction of having a luxury handbag or scarf is that the brand
is more than a century old. France is famous for its luxury brands, first of all / such as Chanel,
Louis Vuitton and Hermes.

4 Hermes, first of all / recently, started as a horse harness business in Paris in 1837, and is now /
previously a champion of traditional French craftsmanship and high-quality manufacturing.

5 So, where are wealthy Chinese millennials going? To start with / Then, France is the top
holiday destination.

6 However/ Although, other popular shopping destinations also / in addition include London
and New York, as well as / also Japan, Malaysia and South Korea.

i ) o 7 Add the new connectors in the box to the table in Exercise 5.
Teacher’s resources:

extra activities

also although firstofall inaddition tostartwith forinstance

Speaking 8A complete the questions with suitable connectors.
1 they are expensive, do you like to buy designer labels?
2

When it comes to luxury goods, clothing, jewellery or shoes, what’s the most
expensive item you have ever bought?

3 Which brands are popular with your generation your parents’ generation?
4 Which brands have become more popular in your country or region?

5 Why do some people like to buy luxury goods and designer brands others
prefer simpler and cheaper products?

B In pairs or small groups, ask and answer the questions in Exercise 8A.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




//,,/ COMMUNICATION SKILLS

-4 Supporting teamwork

Lesson outcome Learners are aware of different ways to support team colleagues and can use
arange of phrases for giving and responding to advice.

Lead-in 1 workin pairs and discuss the questions.

1 Thinkabout different teams and groups you are or have been part of. What challenges
do groups or teams have which can make them less effective?

2 How useful and/or problematic is it to have people in a group or team who are very
different to each other? Why?

3 Whodo you prefer to work with - people who are similar to you or very different? Why?

@ VIDEO 2 M 231 Matthasorganised a conference call to plan how the team will work
together to deliver online project management courses on time in Mexico. Watch
the call and note down what each person sees as a priority or project success.

Matt: Dan:
Stefanie: Paula:

9> Watch the video again.
1 How welldo you think Matt leads the meeting? Why?
2 How does Stefanie feel about working with Dan? Why?

@& 4A Insmall groups, discuss what Matt should advise Stefanie to do at the beginning
of the project: focus on working with Paula or with Dan. Give reasons for your
answers. As a class, decide which video to watch first.

Option A - Advise Stefanie to work mainly with Paula and the Mexico part of the project.
Option B - Advise Stefanie to work mainly with Dan and the U.S. part of the project.

B Watch the two videos in the sequence the class has decided, and answer the

questions for each video.
optionA Bl 232 1 Why does Matt advise Stefanie to work with Paula at the start of the project?
2 How far does she agree or disagree? Why?
3 What does Stefanie now think about Dan’s first idea that quality is a priority?
4

Overall, how effectively does Matt advise and support Stefanie?

optionB Bl 233 1 Why does Matt advise Stefanie to work with Dan at the start of the project?

2 How far does she agree or disagree? Why?

3 Whatis Stefanie’s experience of working with Dan on the project?

4 Overall, how effectively does Matt advise and support Stefanie?

C In pairs, discuss the questions and agree what you can learn from Matt
and Stefanie’s project team experiences.

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

What choice did Stefanie make in each video about working with Dan? What happened
as aresult?

3 What can we learn from these experiences about offering advice and support
to colleagues in international teams?

N =

@ 5 M 234 Watch the Conclusions section of the video. Compare what is said
with your answers in Exercise 4C Question 3. Note down the three main
learning points about working in international teams. How far do you agree
with this? Why?

Reflection 6 Think again about a team or group you are or have been part of. Look at the
questions and discuss your answers with a partner.

1 How effective is the team or group? Why?
2 What advice and/or support would help the team to be even more effective?
3 What advice (one idea) would you give yourself about how to support the team better?

22




2.3 »| Communication skills: Supporting teamwork

Functional Giving and responding to advice
language 7 A Look at these phrases for giving advice from the video. Match the beginnings

¢y ofthe phrases (1-7) with the endings (a-g).
1 Quality should a talking to him?
2 Why don‘tyou b better (for you) to just focus on Mexico.
3 Maybe it would be ¢ beyour number one priority.
4 Have you tried d (foryou) to work with Dan.
5 Youneed to e justtry?
6 Don'tbe f afraid to ask his advice where you need it.
7 lthinkit’simportant g beable to keep in touch with Dan yourself.
E Look at the words in bold in the phrases in Exercise 7A. Which phrases for giving

advice are followed by:
a to+infinitive? b infinitive? ¢ verb+-ing?

& 8A Which five phrases in exercise 7A are stronger / more direct ways to give advice?
Is this similar or different in your language?

B Who would you expect to give you strong advice?

anexpert acolleague yourboss yourbestfriend your mother
someone you don’t know very well someone you've just met

9A Work in pairs. Take turns to explain the problems below and give each other
advice. Respond using the phrases in the box.

I haven’t taken any time off work in the last six months.
I'm worried that I might fail my driving test.

I don’t know how to use Excel very well.

I really have too much to do at work.

B W N R

That's a good/greatidea! Yes, maybe | should (do that).
That sounds like a good/greatidea. Yes, but(Idon'tthink)... OK, I'llthinkaboutit.

Teacher’s resources:
extra activities B Write short dialogues based on your conversations.

10A workin groups of three and read the
situations on page 126. Take turns to
ask for and give advice. Remember to
respond to the advice you receive.

B Think of another situation (real or
invented) you could ask your colleagues
advice on.

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

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




BUSINESS SKILLS
Making a presentation

24D

Learners are aware of techniques for beginning a presentation and can use a range
of signposting phrases to structure a presentation and highlight main ideas.

Lesson outcome

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

» Aninformal presentation to colleagues at work or college/university
+ Apresentation to (business) customers

A conference presentation

» Aspeech at awedding or other event

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

THE PERFECT START Things to do (and not to do) when opening a presentation

Making a presentation in a foreign language is for many people one of the most terrifying things
they have to do at work. Here are some standard techniques to help you make a confident and
effective start, with a few tips on what not to do, too!

DO DON'T

* Begin with a warm welcome — thank the audience for coming * Apologise for your English (be

State your name and job title (or say what you do)

Confirm the objective of the presentation

Explain the structure of the presentation

Say how long you will talk for

Let the audience know when to ask questions — during or at

confident and focus on
expressing your ideas)

* Worry about making mistakes
(people want to listen to your
ideas, not your grammar)

* Rush things (take your time and
give your audience time to
understand the information)

the end of the presentation
* Move smoothly to the first point in the presentation

Listening Z2A 201 Listen to three speakers starting a presentation to visitors to their
¢y organisation. Which ‘dos’ and ‘don’ts in Exercise 1B does each speaker use?

E Now look at three more unusual ways to start a presentation. What do you
think is the value of using these techniques?

+ Open with questions

 Begin by telling the audience about a conversation you had recently

- Startwith a personal story

C #2202 Listen to three more presentation openings and decide which unusual
technique in Exercise 2B each speaker uses.

D How effective do you think these alternative techniques were, and why? Would
you be comfortable using them? Why / Why not?

@ 2A 203 Listen to the first speaker continuing his presentation and introducing
his company. Note down the information he gives about the following.

COMPANY PROFILE

When established:
Main strength:
Size of workforce:

Countries of operation:
Plan for growth:

Teacher’s resources:
extra activities

E How did the speaker react to the question? Do you think this is a good way to
react to questions? Why / Why not?




2.4 | Business skills: Making a presentation

Functional Signposting in presentations

language 4L Complete the signposting phrases from the presentations in Exercises 2 and 3
¢y using the words in the box. If necessary, use the audioscripts on pages 146-147
to help you.
begin close feel hand make said take today

Beginning the To start, I'd like to [share a story with youl.

presentation What lwanttodo? is [to give you a short introduction
to the company].
Let’s? with [the most important part of the companyl.

Sequencing Firstly, ... Secondly, ...; And finally, ...

Highlighting important | There are three important points | want to > .

information This is also important because [we want to stay personall.

Referring to visuals So, if you can* alook at this slide, ...

Referring to different Asls earlier, ...

sections of the I'll say more about that later.

presentation

Inviting questions If you have any questions, © free to [interrupt / ask me
atthe end].

Dealing with questions | Great question. Really good question.

Teacher’s resources: Closing So, I'W7__ there.
extra activities Thank you very much for listening. And I'lL 8 over to [Paull.

5A Prepare a short presentation on one
of the topics in the box. Write a plan ) TASK
using the notes below and the
phrases in Exercise 4.

« Decide which technique to use at the
beginning.

« Structure the presentation clearly into two or
three sections.

« Link the sections as you speak.

« Highlightimportant information in each section.

« Invite questions at the end.

Possible presentation topics:

« yourjob - aplaceyou visited
« your organisation - ahobby

« aproductyou love/hate - yourown idea

B Work in small groups. Take turns to give your presentations
and answer questions. When you are listening, note down:
« three things which the presenter does well.

- one thing which the presenter might do better next time.

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

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Self-assessment Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.



WRITING

Lesson outcome

Lead-in

& 1 Read the formal email invitation to a corporate

event. Choose the most formal phrases in italics. Then
compare in pairs. The other phrases are correct, but
are semi-formal.

< =4 Z O | & o

To: Ted Vesely
From: Kiran Kaur Pannu
Subject: Exhibition preview

Formal and semi-formal emails

Learners can distinguish between formal and semi-formal emails and write
areply to a formal invitation.

Hello Ted / Dear Mr Vesely

| remember discussing modern art with you last
month and, as a valued customer, 2/ want / I’d like
to invite you to a preview of the new Street Art
Exhibition at the National Gallery of Modern Art
which C&P Marketing have decided to sponsor.

Our preview event 3will be held / is on Tuesday
22nd November at 7.30 p.m. on the top floor

of the NGMA. Drinks and refreshments will be
4provided / there.

In addition, we are °delighted to announce /
pleased to tell you that the artist Karla Lansing has
agreed to talk to us about the impact of street art
in marketing today. Ms Lansing has écollaborated
/ worked with our team on several marketing
campaigns to be launched in the new year.

’Could you please let me know if you can come /
Please confirm your attendance by Friday 11th
November and, if you are able to join us, please
remember to bring this invitation with you to gain
admittance to the venue.

8We look forward / Looking forward to seeing you
at this event.

°Best wishes / Kind regards
Kiran Kaur Pannu

Events Manger, C&P Marketing

Self-assessment

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

LI 1D

Functional language

& 2 Decide if each phrase in the table below is formal (F)

or semi-formal (SF).

Inviting

I'd like to invite you to ...

I'm writing to invite you to ...

We are delighted to invite you to ...

It would be great if you could come ...

Accepting

Many thanks for the invitation.

Thanks for inviting me.

I'd (would) be delighted to accept your invitation/offer.

Although Mr ... is unable to attend, ... will be happy to take his place.

Declining

I'm sorry but | won’t be able to come.

I'm afraid (that)  will be unable to attend.

I'd love to come but ...

I'm afraid | can’t make it.

Unfortunately, | have already made other arrangements.

Closing

We (very much) look forward to seeing you.
We are looking forward to seeing you.
Looking forward to seeing you soon!

Best wishes

Kind regards

All the best

D Teacher’s resources: extra activities
D The email contains examples of verbs + -ing and

verbs + infinitive. Go to MyEnglishLab for optional
grammar work.

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

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

B Write your own formal reply of about 80 words accepting the invitation in Exercise 1.

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

Lesson outcome: Learners can use vocabulary related to applying
forand getting a job.

Job interview questions

Lesson outcome: Learners can use a range of direct and indirect
questions for job interviews.

Communication skills: Listening actively

Lesson outcome: Learners are aware of different ways to listen actively
and can use phrases for a range of active listening techniques.

Business skills: Interviews

Lesson outcome: Learners can use a range of questions and phrases
for different stages of a job interview.

Writing: Covering letters

Lesson outcome: Learners can write a covering letter addressing
specificinformation mentioned in a job advertisement.

Business workshop 3: Review 3:

JUNE 50 GRADUATE

Pronunciation: 3.1 Stress in derived words

Video: Applying for an internship
Vocabulary: Getting a job
Project: Plan and write a job advertisement

Listening: Interview questions and answers
Grammar: Indirect questions
Speaking: A job interview

Video: Demonstrating active listening
Functional language: Active listening
Task: The listening/distraction game

Listening: Two job interviews
Functional language: Useful phrases for candidates
Task: Create a job and interview for it

Model text: Covering letter

Functional language: Useful phrases for covering letters
Grammar: Past Simple and Present Perfect

Task: Write a covering letter

Grammar reference:

3.2 Voice range and intonation in indirect questions

> 27<C



BRI A job search

Lesson outcome Learners can use vocabulary related to applying for and getting a job.

Lead-in 1 Discuss these questions.
1 Haveyou ever written a CV? If so, when was the last time you updated it? How long is it?

2 Insome countries including a photo on a CV is a requirement. Is this true in your
country? What do you think of this idea?

Have you ever applied for a job/internship? If so, when? What happened?
Have you ever received advice from a careers coach? What did they say?

3

4

2 @ 311 watch the video about Esther, a jobseeker who’s applying for an
¢y internship. What are the three rules for writing a CV?

Watch the video again and answer the questions.

What does entrepreneur James Caan think Esther isn’t very good at?

What mistake does Esther make in her CV?

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

According to expert John Lees, what shouldn’t you put under ‘interests’ in your CV?

Complete what Esther has written: ‘l would very much appreciate the of
an interview to find out more about the and to demonstrate how | believe
I can be of to your company.’

6 How many interviews has Esther had so far?
7 What do you think the expression ‘Getting ajob is a job in itself’ mean?

@ 4 Wwatch the video again from 2:30 to 2:56 and complete what the expert, John
Lees, says about Rule 3.

‘Graduate CVs make the same* over and over again. They use clichéd
2 .So everyone says “I'm a(n) 3 ,I'ma(n)* ,I'm
highly ® " And if you use the same language as everyone else, all that

shows is that you are exactly the same as every other® N

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

1 What could you say at a job interview to make yourself ‘stand out from the crowd’ and
give a good impression?

Think of three positive characteristics and three skills you have, or things that you are
(very) good at. Compare your answers with your partner or group.

Teacher’s resources:
L 2
extra activities

Vocabulary Gettingajob

& 6 Match the words and phrases from the video with the synonyms and definitions.

1 character a someone who is looking for a job

2 employer b when astudent or graduate works for a short time to get

3 Qv experience

4 jobseeker ¢ getorobtain

5 internship d beimportant or useful

6 cliche e bevery easy to see or notice

7 gain (formal), f successfully deal with a problem or difficult situation
e.g. experience g curriculum vitae (or résumé in U.S. English)

8 beofvalueto h personality

9 applyfor i beeasy tounderstand or know how to communicate effectively

10 sortout j apersonor company that pays people to work for them

=

11 come across well make a formal, usually written, request, especially for a job or

12 stand out from university place
L anideathatis used so much that it isn't effective, or it doesn’t
have much meaning any longer
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3.1 © Ajobsearch

& 7 Choose the correct option in italics to complete the job advertisement.

SALES INTERNS : . : o
NEEDED FOR Do you have a dggree in busm'e‘ss studies or sports education?
Are you 'competition / competitive?
IMMEDIATE START Are you looking for aninternship with a dynamic, international 2employer / employee?

At Surfing Technologies we need graduates who are highly *motivated / motivation, organised
and “communication / communicative. You must be prepared to learn quickly about the latest
trends in surfing and you will be *responsible / responsibility for selling to key clients.

Surfing Technologies are based in Sydney and we have a proven track record in offering our
successful Sinternships / interns an exciting career in sales with opportunities to travel around the
world. This “positioning / position is for 3-6 months. No previous experience is required and
working hours are 8flexibility / flexible.

If you think you have the necessary °skillful / skills and are °passion / passionate about surfing,
please send your CV with a covering letter to our Head of ""Recruitment / Recruiter at
hr@surftechnologies.au. Successful candidates will be called for an 2interview / interviewer.
We would love to hear from you!

o

8 Discuss these questions with a partner.

' I don’t have much experience in ' I have some experience in job-seeking.

Jjob-seeking. 1 What kind of skills does your organisation

1 How difficultis it for young people to find look for when recruiting?
workin your country? 2 Haveyou ever interviewed someone for

2 Whatare some of the things that can go a job position? How did you choose the
wrong in job interviews? right candidate?

3 What kind of internship or job position 3 How does the recruitment process work in
would you like to apply for in the future? your company or organisation?

Teacher’s resources:

extra activities — . .
=2 page 115 See Pronunciation bank: Stress in derived words

D B PROJECT: Write a job advertisement

9 workin pairs. Imagine you work in HR. Write a job advertisement
for an internship or job position in your company or organisation.
If you don’t work, write one for a position you would like to
apply for. Write 120-150 words. Follow these steps.

- Before you write, look online for similar job advertisements.

« When you write the advertisement, use the job advert in Exercise 7
to help you.

- Consider these points:

- the kind of candidate you are looking for

- adescription of duties and responsibilities for the role
the length of the internship, if relevant

- opportunities for promotion
- if any previous experience is required
- working hours and pay, if relevant
5 When you have finished, work with another pair

and read each other’s job advertisement. Would
you apply for the position? Why? / Why not?

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Self-assessment Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.



3.2 » Jobinterview questions

Learners can use a range of direct and indirect questions for job interviews.

Lead-in Work in pairs. If you had a job interview next week, how would you prepare for it?

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

Listening 1 Complete the task with a partner.

I don’t have much experience in going for interviews. I have some experience in going for interviews.
Look at the questions on page 127. Decide with your partner Write five typical job interview questions. Compare your
if the questions are appropriate or inappropriate/irrelevant questions with another pair.

forajob interview.

o #» 301 A candidate has applied for a job as a chemical engineer at a company that
works in waste water management. Listen to eight questions from his job interview.
Did you have similar questions in Exercise 3?

o Put the words in the correct order to make questions. Then listen again and check
your answers.

1 are weaknesses What your strengths and? 5 usyouwould for Why like work to?

2 momentyou Are at working the? 6 firstatyour work would What day do you on?

3 asayou long worked engineer How have 7 certificates Do have you your you original
chemical? with?

4 you have any experience in technologies 8 years’ you Where see do in five yourself
green Do? time?

Grammar Indirect questions

k) #) 3.02 Listen to some more interview questions and complete what the interviewer
says. Contractions count as one word.

your greatest weakness is?

your work experience?

a time when you showed leadership skills?
you've ever done any voluntary work.

you would add value to our company?

you are prepared to travel for the job.

N o v B W N

| should contact for a reference.

What kinds of questions are these? How are they different from the questions in
Exercise 5?

See Grammar reference: Direct and indirect questions

See Pronunciation bank: Voice range and intonation in indirect questions
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3.2 D! Jobinterview questions

7 Correct the errors in the word order in these direct and indirect questions.
Direct:  Why would you wettd like to work for us?
Indirect: I'd like to know why you would yet like to work for us.

1 Direct:  Whatyour greatest strength is?
Indirect:  Canyou tell me what s your greatest strength?
2 Direct:  Youhave ever managed a team?
Indirect:  I'd like to know if have you ever managed a team.
3 Direct:  Who your previous employer was?
Indirect:  I'd like to know who was your previous employer.
4 Direct: Do you enjoy what about working in teams?
Indirect:  You could tell me what you enjoy about working in teams?
Teacher’s resources: 5 Directt  When the last time was you solved a problem successfully?
extra activities Indirect:  Could you tell me when about a time you solved a problem successfully?

Listening2 8 # 303 Listen to the candidate answering the questions in Exercise 6A. Does he
¢y answer the questions effectively? Write good (G), OK, or poor (P) for each of the
interviewer’s main questions.

1 _ 2 3 4 __ 5_ 6 __ 7 _
@ 9 Listen to the interview again. How does the candidate start answering each
question? Match the expressions (a-i) with the interview questions (1-7). One of
the replies uses more than one phrase.

a Aslsaid before, ... f Sorry, I didnt catch that.

b Let me thinknow ... g Sure.lwasresponsiblefor...
¢ I'llneed to check and get back to you. h That's adifficult question.
d I'mafraid I don’t have much experience, but!l... i Yes, of course.

e I'mnotsure, but my friends tell me ...

1 2 3 4 5_,_and 6 7

& 10 Mmatchthe expressions from Exercise 9 (a-i) with the strategies (A-F) for dealing
with questions. What other ways are there for dealing with difficult questions?

A Being honest __ D Repeating yourself __
Teacher’s resources: B Answering positively __, __ E Asking for repetition _
extra activities N . .

C Buyingtime__,__,__ F Expressing uncertainty __

Spea kil‘lg 11A Read the job advertisement on page 127. What questions do you think you might
be asked in an interview for the position? Write at least five questions and include
some indirect questions.

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

12 Roleplay the interview. When you have finished, swap roles.
Interviewer: Nice to meet you. Did you find us easily? First, I'd like to ask you about ...

Candidate: Nice to meet you, too. Thank you for inviting me to an interview ...

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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

Self-assessment




,/{ COMMUNICATION SKILLS

4 Llistening actively

Lesson outcome Learners are aware of different ways to listen actively and can use phrases for
arange of active listening techniques.

Lead-in 1A
1
2

B
@ VIDEO 2a

optionA [ 332 1

2
3
optionB @ 333 1
2
describe important
mean rushed say
4

w5

Reflection 6

B W N KR

32

Work in pairs and discuss the statements. Which one do you agree with more?
‘In business, it's better to act neutrally and not show your feelings.’
‘It's better not to hide your feelings when talking about work-related topics.’

What are the advantages and disadvantages of each approach?

B 331 Watch the videos of Paula and Matt before they meet each other.
How does Paula describe herself?

How did Matt sound to Paula? How does he actually feel?

What does Matt need to talk to Paula about?

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

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

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

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

Watch the video and tick (v) the points Matt focuses on.

a Paula missed her deadline on her last project.

b She thought her project manager (Julio) was incompetent.
¢ The project was late.

d Her project manager didn’t want to listen to her.

e Shedisagreed with her project manager.

How does Paula respond to Matt’s questions? How does she feel at the end of the
discussion? Why?

What could Matt have done to improve the outcome of the discussion?

How does Matt manage the conversation and what effect does this have on the outcome?
Complete Matt's questions using the words in the box. Watch again to check your answers.

a Julio’sincompetent. Totally incompetent.’

‘0K, why don’t you tell me a bit more? You he’s incompetent. How would
you a competent manager?’

b ‘A good manager should support their team and listen to their team.’
‘..S0it’s foryou, as a team member, to be involved in decision-making, right?’
¢ ‘lwanted to take extra time to make sure we weren’t rushing a complicated project.’
‘Why did you have concerns about the project being e
d ‘There were too many things that all had to happen at the same time.’

‘What do you by “too many things”? Do you think you might have managed
a bit better if there had been greater planning or more support, for example?’

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

B ::34 Watch the Conclusions section of the video and note down the four tips
for successful active listening. How far do you agree with these tips? Why?

Think about the following questions. Then discuss your answers with a partner.
Do you often ask questions when talking to others?

In discussions, do you often begin sentences with / think ... and We should ... ?

What is one advantage and one possible disadvantage of your style?

Decide on one thing you can do to listen more actively and successfully in the future.
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3.3 >| Communication skills: Listening actively

Functional Active listening

language & 7 Usethe seven phrases from the video (a-g) to complete the gaps in the table (1-7).
a OK, whydon'tyoutellme[abitmore]? d Whydidyou[have concerns about...]?

b OK, that's [useful to think about/ e What doyou mean by ['too many things']?
interesting to know]. f No, that's not what [l said].
¢ So,it'simportant for you [to be g How would you [describe a competent
involved .. ], right? manager]?
Clarifying/Exploring !

2

3

Summarising/Paraphrasing 4
So, you [had a disagreement with your manager].

Checking understanding >
Sorry, | don't understand [what you said about ...].
I'm not clear about [how it happened].

Correcting 6
Sorry, that’s not what [ meant].

Giving feedback 7
| can see you are [unhappy/frustrated/angryl.

8A workin pairs. How would you respond to the speaker in these situations?
Use one or two phrases from Exercise 7 to reply to each speaker.

1 Dinner’s going to be a bit late I'm afraid. 4 He says he hates travelling for work.
2 Shecanbe difficult to work with sometimes. 5 This new accounting system is driving
3 Irefused the invitation to give me crazy.
a presentation. 6 Butyousaid youwanted a new challenge.
Teacher’s resources: B Choose one situation in Exercise 8A and write a short dialogue using at least

extra activities

OA

three phrases from Exercise 7.

Work in groups of three and play the listening/distraction game. On your own,
prepare to tell the members of your group about one of the following topics:
a favourite free-time activity.

amemorable day in your life or career.

the area where you live or work (location, building, facilities).

’g TASK
Z

Take turns to talk about your topics for two minutes.
When one of your colleagues is telling their story, listen actively and use
phrases from Exercise 7 to get as much information as possible.

When the other colleague is talking, make a detailed list of all the things
you have to do today, or look at your phone and read your messages.

Report back to your group members. How many facts do
you remember from the story you really focused on?
How many facts do you remember from the other story? § 4

Give your group members feedback on how well
he/she listened actively. Did he/she:

use clarifying and exploring phrases?

summarise or paraphrase what you said?

check that he/she understood you correctly?

give you feedback?

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




BUSINESS SKILLS
3 4) MEIETE

Lesson outcome Learners can use a range of questions and phrases for different stages
of a job interview.

Lead-in 1

B W N =

Listening 2A

1

O3A

Work in pairs and discuss the questions.

Why do organisations hold interviews?

Have you been to an interview in the past, e.g. for a job, internship, or study place?
What went well? What didnt go well?

What did you learn? How can you improve?

Work in small groups and discuss the pairs of tips for preparing for an interview.
Which tip in each pair do you agree with?

a Prepare answers to possible questions.

b Improvise answers to questions you are asked.

There’s no need to ask any questions. Just focus on getting the job.
Interviews are two-way: prepare questions to ask.

Telling small lies is OK in interviews if it helps you get the job.

Never tell lies - it’s cheating the interviewer and yourself. You might end up with
responsibilities you can’t manage.

a Give long, detailed answers to all questions.
b Give short, concise answers where possible.

T 9 T 92

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

> 3.04 Listen to two different interviews for the same job. Note down the
positive and negative points about the skills and experience of the candidates,

Positive

Max and John.

Negative

1 Max

2 John

M & W N R

.-

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

Why do you think ?
Have you ever worked ?
Do you have a ?

Can you tell me about ?

Why does the interviewer use a mix of open and closed questions? What
response does each kind of question lead to?

Work in pairs and discuss the questions.

What was different about the way Max and John answered the interviewer’s questions?
What can you learn from this?

John hasn’t worked in a regional sales team before, but lists his transferable skills.
Which relevant skills does he say he has?

How does Sue help John feel comfortable at the beginning of the second interview?
Who is more suitable for the job, Max or John?




3.4 )| Business skills: Interviews

Functional language
Useful phrases for candidates

@ 5A Complete the phrases from the recording in Exercise 3A. If necessary, ==
use the audioscript on page 147 to help you.

A Beginning the interview Thank you for your time today.

B Dealing with questions That'sagood*
It's good you 2

C Asking questions about the | Could you tell me whata normal
role/organisation 3 ?

D Ending the interview So, what are the next* ?
When can | expect to® ?

Match the phrases below (1-8) with the categories (A-D) in the table
in Exercise 5A.

Could you tell me more about [the mentoring programme]?
Can I speak to some of the people | would be working with?

I'm looking forward to talking to you about this role.

There are two ways to answer your question.

I look forward to hearing from you.

I haven’t had that exact experience. However, ...

Thank you very much for taking the time to talk to me today.

W NGO V1T B WNBKE

It's nice to meet you.

D Teacher’s resources: extra activities

6A Workin pairs. Read the information below and create a job that you will interview
each other for. Alternatively, use one of the job advertisements on this page.

.
A local company is recruiting for a specific role. Decide on: ; ‘

» thejobtitle and role description.
« the necessary skills.

« the necessary qualifications.

+ details of the salary.

B Decide who will be the interviewer and who
will be the interviewee. Read your role cards:
interviewers turn to page 126, interviewees turn
to page 127.

C When you are ready, roleplay the interview.

+ Make notes during the interview and give each
other feedback so that you can improve each time
you practise.

+ Reflect on what went well, what didn‘t go well,
and how you can improve next time.

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

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




%
WRITING < OO0 D>
//% Covering letters

Learners can write a covering letter addressing specific information
mentioned in a job advertisement.

Lesson outcome

Lead-in Functional language
1 Read the covering letter. It accompanies a CV for an w2 Complete the table using the words and phrases
application for the Sales Intern post on page 127. in the box.
Proofread the letter and find nine more language
mistakes. Think about spelling, grammar and missing advertised allow asset confident considered
words. Then compare in pairs. degree enclosed exceeding experience grateful
have been vacancy
Dear Ms Saunders Paragraph 1
Please find my CV ! .
Re: Position of Sales Intern I'm writing to apply for the 2 of manager as
attached 3 in The Times.
Please find attach my CV in response to the above vacancy I'd like to be * for the post of manager.
as advertised on your website. T
I have just completed a sports education degrees and am E working as a manager for 10 years.
looking for a chance to work for a dynamic interntional I have a(n) ¢ in maths.
company like Surfing Technologies. As a keen and I have six years'” in sales.
experience surfer, I organised a surfing team at university I have proved to be a capable manager often &
and last year we have won a national competition. performance targets set.
I have spent last three summer holidays working for a local Paragraph 3
surfing company, where my communication skills helped lam® (that) my skills will make me a strong
me to increasing their sales significant. In addition, the salesperson.
flexible working hours enabled me to complete the ASI My skills will ° meto...
Surfing Instructor Level 2 course last year. Due to my I feel (that) my experience will be a valuable **
; : to your company.
passion for surfing, I have always kept up-to-date with
current trends and feel that I would be suitable fit for your Last paragraph
company. : : :
Iwould be 2 to have the opportunity of an interview.
Iwould very much appreciate the opportunity of an I would very much appreciate the opportunity of an interview.

interview to find out more about the position and to

demonstrate how I can be of value to your company.

D Teacher’s resources: extra activities

Tlook forward to hear from you.
D The covering letter contains examples of the Past Simple

and Present Perfect. Go to MyEnglishLab for optional
grammar work.

¥ [Set as a formal letter]
Yours sincerely

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

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

B Write your own covering letter in around 180 words.

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

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



Food industry strategies

Lesson outcome: Learners can use common verbs, nouns and
adjectives related to business and business strategy.

PEST analysis

Lesson outcome: Learners can use a range of modal verbs to talk
about obligation, prohibition, necessity and recommendation.

Communication skills: Solving problems

Lesson outcome: Learners are aware of different ways to deal
with problems and can use a range of phrases for offering and
asking for help.

Business skills: Problem-solving meetings

Lesson outcome: Learners are aware of techniques to use in
problem-solving meetings and can use a range of phrases for
leading and participating in meetings.

Writing: Reporting reasons and results

Lesson outcome: Learners can report reasons and results
using suitable linking phrases.

Business workshop 4: | Review 4 |

Pronunciation: 4.3 /i/, /1/, /er/ and /a1/ 4.4 Intonation in ‘0K’ |

Video: A food company’s strategy for growth
Vocabulary: Business strategy collocations and word building
Project: Investigate a food brand’s attitude to health

Listening: A lecture on business strategy: PEST analysis
Grammar: Modal verbs
Writing: Write a short PEST analysis of a company or organisation

Video: Direct and indirect approaches to solving problems
Functional language: Offering and asking for help
Task: Offering, asking for and responding to help in work and social situations

Listening: A problem-solving team meeting

Functional language: Leading and participating in problem-solving
meetings

Task: Take part in a problem-solving meeting

Model text: Report extract describing problems, reasons and results
Functional language: Reporting problems, reasons and results
Grammar: Comparison

Task: Write a short business report outlining problems, reasons and results

Grammar reference:

Y 37 ¢



4.1 Food industry strategies

Lesson outcome Learners can use common verbs, nouns and adjectives related to business
and business strategy.

Lead-in 1 Discuss these questions.
1 Think of some famous food brands. What products do they make?

2 What trends have you noticed in the food industry in your country? Use some of the
words in the box in your discussion.

famous food brands food prices healthissues organicfood
ready meals supermarket chains

@ VIDEO 2 [ 411 Watch the video. Which food companies are mentioned and what
is the relationship between them?

Watch the video again and complete the information. Use a maximum of four
words in each gap.

In the first decade of the 21st century Kraft’s performance
It was seeing processed food and drinks decline.

The second issue was Kraft relied too heavily on

The company’s third problem was its .

Cadbury had a 200-year history. Its products were well establishe

1

2

3

4

5

6 Because it became a bigger company Kraft essentially
7 Heinz's development of new product lines met
8
4
1
2

One immediate result was that the Kraft Heinz's share price

Work in pairs or small groups. Discuss these questions.
Canyou suggest other food companies that would be suitable partners for Kraft?

Teacher’s resources:
extra activities

Is consolidation in the food manufacturing industry inevitable? Why / Why not?

Vocabulary Business strategy collocations

& 5 Choose aword from each box to complete the phrases from the video.

emerging major product profit takeover

bid lines margin markets player

1 The Kraft Heinz company based in the USA is a(n) in the food industry.

2 ..the - the amount of money it was making from every unit of sales - had
been squeezed ...

3 ..itwas missing opportunities in fast-growing around the world.
4 |tstarted with a(n) for the chocolate maker Cadbury.
5 Heinzwas considered more innovative in its development of new

o 6 Match verbs 1-4 with nouns a-d and verbs 5-8 with nouns e-h to make
collocations from the video.

1 develop a opportunities 5 make e costs

2 tackle b strategies 6 come up with f aprofit/ money
3 take ¢ problems 7 solve g aplan

4 miss d risks 8 cut h problems
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4.1 € Food industry strategies

Word building - verbs, nouns and adjectives

o7 Complete the table with the correct word forms.

Verb Noun Adjective
acquire !

2 competition competing, 3
develop ¢ developing, ®
6 expansion 7 , expansive, expanded
8 failure failing

grow ° growing
innovate 1o n

12 merger

perform B

14 profit profitable
risk risk s

succeed 1 v

18 takeover

w8 Complete the pairs of questions with the correct form of the word in capitals.
Then discuss the questions with a partner.
COMPETE
1 Inwhatwaysis good or bad for business?
2 Which supermarket chains offer the most
GROW
3 Canyou name two countries with fast-
4 Which industries are experiencing most
SUCCESS
Teacher’s resources: Canyou name any businesspeople in your country?
extra activities 6 What are some qualities you need to

prices in your country?

emerging markets?
inyour country?

Ul

in running a business?

) PROJECT: Attitudes to health

9 A Work in pairs or small groups. Look at the news headlines. Why do you think the
food giants are losing market share?

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

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

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

 How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).

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

Self-assessment




4.2 ) PEST analysis

Learners can use a range of modal verbs to talk about obligation, prohibition,
necessity and recommendation.

Lesson outcome

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

© corporate taxes

1 You aresixteen years old and dream of studying medicine at university.
2 Youdon't have much money and you want to get a driving licence.
3 Youareamember of a sports team. There is a match against your main rivals next week.
4 1t's1January and you plan to get fit and healthy this year.
B Canvyou think of any other everyday situations when you have to develop a strategy?
str:ttc:gy_ /IS[tCthmFi/ U] 2 Look at the dictionary definition of ‘strategy’. What types of organisations (a-d)
strategles [.]a pian or serles do you think need strategies? Give reasons for your answers.
of plans for achieving an aim, o
especially success in business a only large multinationals
or the best way for an b only smalland medium enterprises
organisation to develop in —
the future € government organisations
d alltypes of organisations, e.g. an amateur sports club, a music band, etc.
Listening 3A #0401 Look at the diagram below. What do you think PEST means? Listen
¢y tothefirst part of a lecture on business strategy and complete only the four
headings in the diagram.
P factors [ E factors |
* the' of governments : e a(n)? affects demand :
° the? laws in each f e high inflation affects costs and prices ¢
country f e exchange rates affect * |
|
| |
| |

is

Analys

S factors T factors

 uses of emerging technologies,
e.g. automation on”’

e changing®
e the age demographics of the population

* how fast the population is * the internet and online shopping
6

* the?® revolution

E Listen again and answer the questions.
What do the four factors have in common?
2 How can PEST analysis be extended to include two more factors?

=

@ 4A o 402 Listen to the second part of the lecture and complete the speaker’s
examples (1-8) in the diagram. Use a maximum of three words in each gap.

B Canyou add one more example to each category?

@ 5A # 403 Inthe third part of the lecture, the speaker will talk about what
happens after a company collects data. In which order do you think the speaker
will mention these tasks? Listen and check.

Come up with a strategy to deal with risks.
Identify any business opportunities.
Prioritise the most relevant factors.

Identify any significant risks to the business.
Teacher’s resources:

extra activities

W an oo

Listen again. What were the examples of an opportunity and a risk?

40




4.2 D| PEST analysis

Grammar Modal verbs

& 6 Match the bold phrases (1-5) from the lecture with the meanings (a-d). One of
the meanings is used twice.

1 You don’t have to take notes ... a lItisnecessary not to do this,
2 ...should the company develop new product lines? oritisn‘tallowed.

3 ... managers have to go beyond analysisintoaction. P Itisagood idea to do this.

4 Acompany mustn’t miss any opportunities ... ¢ It's necessary to do this

5 ... the company must come up with a strategy. d It's not necessary to do this.

=% page 121 See Grammar reference: Modal verbs

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

1 It'salegalrequirement to pay 32 percent corporate tax in this country.
Companies pay 32 percent corporate tax in this country.

2 InaPEST analysis it’s not necessary to look at all factors, just the most relevant ones.
In a PEST analysis you look at all factors, just the most relevant ones.

3 Expertsrecommend all businesses have a social media strategy.
All businesses have a social media strategy, according to experts.

4 It'snotagood idea to leave strategic planning to senior managers only.
Companies leave strategic planning to senior managers only.

5 Istrongly recommend we evaluate emerging technologies more closely.
We evaluate emerging technologies more closely.

6 In the future, companies will be obliged to change business plans more frequently.
In the future, companies change business plans more frequently.

o8 Complete the conversation about workplace rules and regulations using
suitable modal verbs. There may be more than one possible answer.

A: Paula, asit’s your first day, I'll tell you about company policy. Firstly, everyone
! clear their desktops at the end of the day.
: Wheredo |2 leave everything?
A: Locked inside your desk. Also, you 3 go into the R&D area without a white
lab coat. You'll always * show your ID badge to get into the building.
My advice is you ® leave itin your bag so you don‘t forget it. And staff
6 never use personal emails for work.

B: Of course, | understand.

A: It's not essential but you’ read the company policies when you can. By the
way, we have a badminton team in the local league. Would you be interested? No rush,
you® decide right now.

9 workin pairs. Discuss these questions.

1 How much corporate tax do companies have to pay in your country?
2

3

Teacher’s resources:

What are some of the written and unwritten rules where you work or study?
extra activities

What recommendations would you give to a new person at your organisation?

Writing 10 workin pairs or small groups and write a short PEST analysis of a company or

organisation you know well. See page 129 for an example. Include the following:

« Introduction: Include a brief description of the company/organisation.

« Visual: Use a similar graphic to the one in Exercise 3A. Write two significant factors
affecting the company/organisation under each category.

« Conclusion: Decide which of the factors already listed are most relevant and any
action the company/organisation needs to take or continue taking to make the most of
opportunities and deal with any threats.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




COMMUNICATION SKILLS

# Solving problems

Lesson outcome Learners are aware of different ways to deal with problems and can use a range
of phrases for offering and asking for help.

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

In direct cultures, people often focus on facts, and give In indirect cultures, the focus is more on feelings. People
clear opinions. They want to communicate with honesty do not like to argue against other people’s ideas, and may
and will argue strongly for their ideas, and against the ideas say they agree to show respect for the other person. They
of others. also try to avoid making things difficult for others.

1 Think of one potential advantage and disadvantage of communicating directly, and one
potential advantage and disadvantage of communicating indirectly.

2 How would you classify the communication style of your own national culture? Do you
like this style? Why?

@ VIDEO 2A I 231 Watch asMatt prepares for a progress meeting with Kenji about the
: Japan side of the project.

In general, how happy is Matt with the progress of the Japanese side of the project. Why?

NY ATA TN

Note down the challenges Kenji has in managing the Japanese side of the project.
What advice does Matt get from Jack, his colleague, on how to handle Keniji?
Why is Matt unsure about following this advice?

0 O W N R

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

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

Option A Matt takes Jack’s advice to communicate directly with Kenji and confront him
about the problems with his side of the project. He demands that Keniji delivers on time
and imposes a way forward.

Option B Matt follows his instincts to be supportive and communicate indirectly with Keniji.
He asks questions to clarify the reasons for project delay and involves Kenji in deciding

a way to get his side of the project back on track.

optionA [ 432 B Watch the videos in the sequence the class has decided and answer the same
Option B [ » WEE! questions for each video.
How many weeks has the project now been delayed, according to Matt?

How does Kenji respond to Matt when he raises the problem? What is Matt’s reaction
to this explanation?

What is the solution which is agreed? Who suggests it?
Overall, how successful is Matt's communication style? Why?

N =

In pairs, discuss the questions and agree what you can learn from Matt’s experiences.
What did Matt do to communicate in a direct way, and in an indirect way, with Kenji?
What happened as a result?

Which style - direct or indirect - is the more effective way to communicate in such
situations? Why?

w RS R wW

0 5 B 234 watch the Conclusions section of the video and compare what is said
with your answers in Exercise 4. Note down three main learning points. How far
do you agree with these points? Why?

Reflection 6 Thinkabout the following questions. Then discuss your answers with a partner.
1 Which communication style, direct or indirect, do you prefer to use? Why?
2 What are one advantage and one possible disadvantage of your own personal style?
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4.3 »| communication skills: Solving problems

Functional Offering and asking for help

language 7 Look at these extracts from the video. Which phrases in bold are a) offering
o help, and b) responding to an offer of help?

I think [we] can manage.

I'd like to help. Is there any further support from our side which can help?
Maybe Stefanie, is she available? [Her expertise] would be very [helpfull.
I can [ask her to travel to Japan].

Yes, that would be [good].

Thanks for [the support Matt,] | appreciate it.

AUl B WNBR

@ SA Decide if these phrases in bold are a) offering help, b) responding to an offer of
help, or c) asking for help.

1 Isthere anything I can do [to help]? 5 No thanks, I'm [fine/OK].

2 Could you [help me, please]? 6 Need a hand [with finishing that / to move that]?
3 Would you like me to [help you out]? 7 Thanks for offering but [I'll be fine/OK].

4 Let me [give you a hand with that]. 8 Would you mind [helping me with this]?

B Which two offers in Exercise 8A sound informal?

9A How could you offer help or support to the people in these situations? Use
phrases from Exercises 7 and 8A to offer help.

This new printer looks complicated.
Isitjust me oris it hotin the office today?

1

2

3 Where did I leave my notes from the meeting?

4 |'ve got so much work today; I'll have to skip lunch.
B

Work in pairs. Read your offers of help to each other and respond
to the offers.

Teacher’s resources:
extra activities == page 115 See Pronunciation bank: /iz/, /1/, /e1/ and /a1/

10A workin pairs and choose one of the situations below. Write a
short dialogue using phrases for asking for help, offering help and
responding to help. Then roleplay the situation.

Speaker A: Think of two ways speaker B can help in the situation and
ask for his/her support. Then respond to speaker B’s offers of help.

Speaker B: Think of two ways you can help speaker A and
offer support.

+ You are work colleagues. One of you has to organise a
visit to the company for some VIP clients. - —

+ You are family. One of you is going away on
holiday for a month and leaving your flat empty.

 You are work colleagues. One of you has just
started your first job after university. You
have no work experience.

B Choose another situation and change
roles. Which one of you was more helpful?
Which phrases from Exercises 7 and 8A
did you use?

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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

Self-assessment




BUSINESS SKILLS
44 problem-solving meetings

Lesson outcome Learners are aware of techniques to use in problem-solving meetings and
can use a range of phrases for leading and participating in meetings.

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

Six tips for leading effective problem-solving meetings

Begin with energy Discuss with creativity End with commitment

#1 Build positive energy at the beginning (e.g. ask one | #3 Ask for new and creative #5 Make sure the final decision is agreed
person to briefly talk about a recent success). ideas. and understood by everyone.

#2 Explain what the problem is in a few words. Make #4 Give positive feedback on | #6 Take time to confirm who will do what
clear what will happen if it's not solved. This focuses all ideas. This can support and by when. This builds commitment
people on the need to find solutions urgently. creative thinking. and makes sure things are done.

Listening ZA o 404 Listen to Roel Jansen, who works as Head of Sales for a furniture company
in the Netherlands. He has called a meeting with his sales team to discuss an urgent
problem. Answer the questions.

What is the problem? 3 Which three possible solutions are
What could happen if the problem is not solved? suggested by team members?

What is the decision? 3 When will the problem be solved?

1
2
B ) 405 Listen to the end of the meeting and answer the questions.
1
2 Who has to do what, and by when?

(o

How many of the six tips in Exercise 1 were used by Roel’s team during their meeting?
How effective do you think the discussion was? Why?

=% page 115 See Pronunciation bank: Intonation in “OK’

Functional Leading and participating in problem-solving meetings

language 3 A Lookat the phrases used by Roel and Peter to lead the meeting. Match each
¢y phrase (a-f) with one of the tips in Exercise 1.

I think that’s a nice idea; [simple and doable].

Shall | take this on, or do any of you have time to do this?

Great to see you all here today.

OK, then I think we need to look at [recruitment as the quick solution]. Agreed?
What else can we do?

The real problem is [a lack of language competence here in the company, which we need
to solve or we will lose potential customers].

- o O N T 9

E Now look at these sentences (1-9). Match the sentences with the categories (a-f)
for participating in problem-solving meetings.

1 Just building on Roel's idea, I think [it's easier to hire
someone than train them ...].

2 Would it be possible to [train our people here to use

a Clarifying the problem

b

c
different languages]? d

e

f

Suggesting a solution
Building on others'ideas __

Agreeing _

3 Ifwedo that, it will just [increase our costs]. Di :
lai in what the problem is, exactly? pagreemd o
4 Canyou explain again w p b \YZ Offering to help B

5 To pick up on what Roel said, why don’t we [hire people
with the right skills]?

Why do you think this is such a problem?
I think that makes a lot of sense.

I'm happy to take that on.

How about [using a call centre]?

O 00 N O
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4L In pairs, discuss a problem using the steps below. Choose one of these ideas or a
problem of your own.

+ You can’t decide where to go on holiday next year.
« There’s no time to do sport during the week.

Student A:
. Re-state Build on Agree and
Explain the the Student B's Askfor Disagree decide
problem . more ideas :
problem idea solution
Student B:
. Suggest Suggest
§ ) Clarify the Suggesta Offer to
Teacherg resources: problem solution AT another another help
extra activities solution solution

5A work in small groups and
read the information. Ie TASK

Professional context

You work in the Learning and
Development Department of
a university with thousands of
overseas students. Some senior
management and academic staff
(ten people) need to improve their
English language skills. You have made a
list of recommendations (see below). The
costs represent the price of training all ten
managers equally over a one-year period. You

have a budget of €65,000.
English training options Cost (€)
Access to online self-learning portal 15,000
(1 year)
Group (10 per group) in-company training:
34,000
2 hours per week for 48 weeks . .

— — B Individually, prepare your ideas on how
Individual training in the UK or USA: 47 000 best to Spend the money. Choose two of
2 weeks per year ' the six tips in Exercise 1 to use during the
30-minute weekly email contact with a 20,000 meeting.
language teacher ' C In groups, hold a meeting to discuss
Telephone lessons: 2 hours per week for 29 000 the problem and the options to solve
40 weeks ’ it. Decide who will lead the meeting.
Establish a self-access centre with a range Then decide how to spend your €65,000

; , . 32,000 budget.
of audio and video materials
Create an Enalish-lanquade management D After your meeting, discuss what went
newsletter d 9tad J 5,000 well and what was difficult. Discuss

— - which of the six tips people used in the
Individual videoconference language 30,000 meeting, and if/how they helped to find a
training: 1 hour per week for 48 weeks solution to the problem. Then share your

ideas with the class.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
- Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




45) WRITING CLILICICIEED
‘ Reporting reasons and results

Lesson outcome

Learners can report reasons and results using suitable linking phrases.

Lead-in 1 Dpecideif each of the underlined words and phrases in the report introduces
a reason or a result. Then compare in pairs.

Report on MAIN PROBLEMS & REASONS

current problems + Out-of-town stores

Last year sales decreased significantly in these stores. This seems to be mainly 'because of
changes in consumer habits, as people try to use their cars less often. ?As a result, customers
do not want to travel long distances to shop, even if prices are much lower, and prefer to visit
smaller localised shops.

The supermarket group has
faced several problems
over the last year. This
report aims to outline the
main problem areas and
reasons for them.

Customer service

Last year self-service checkouts were introduced and staff numbers were cut in the stores.
This 3has led to very negative customer feedback. We carried out a survey last month “in
order to find out what the problems were. Firstly, customers complain that now there are not
as many staff members as before to help them. Secondly, the self-service checkouts often go
wrong so that customers have to wait longer and longer. °Therefore, many customers give
this as a reason for leaving our stores.

Competition
A new discount chain arrived in the market last year, offering a more limited range of
products at very low prices ®so this has also had a big impact on sales.

Functional 2 complete the sentences in the table using the words and phrases in the box.

language — —
guag asaresultof because due hasled hasresultedin inorderto resultingin so
Problem | Reason | Result
! there was 2 fewer customers
Sales have fallen ' -
" anew competitor, I arebuying from us.
| 3 s the need to come
) the - ;
Profits are down - ; up with a strategy to improve
economic depression, h
[ s I
Customer complaints imtallation of touEhe . and this® to the
D Teacher’s resources: have increased Instaflation of seff-service return of staffed checkouts.
extra activities | Checkouts |
D The report contains Fewer people visit ; save fuel, which® lower sales.
examples of comparatives. out-of-town stores . —
Go to MyEnglishLab for

optional grammar work. =% page 121 See Grammar reference: Comparison

2 A Work in pairs. Brainstorm possible reasons for the following problems: customers
unhappy, staff unhappy, sales falling.

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

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

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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

Self-assessment



E-commerce

Lesson outcome: Learners can use vocabulary related to
logistics and the delivery of goods.

Driverless technology

Lesson outcome: Learners can use passive forms in a range of
past, present and future tenses to describe processes.

Communication skills: Collaborating

Lesson outcome: Learners are aware of different ways to
collaborate with other people and can use a range of phrases
for agreeing and disagreeing.

Business skills: Negotiating

Lesson outcome: Learners are aware of the stages in a typical
negotiation and can use a range of phrases for each stage of
the negotiation process.

Writing: Letter of complaint

Lesson outcome: Learners can write a letter or email of
complaint with supporting details.

Business workshop 5: Review 5:

Pronunciation: 5.1 Pausing and stress in presentations
5.2 Auxiliary verbs in passives

Video: Amazon: the logistics of e-commerce
Vocabulary: Logistics
Project: Debate the use of drones for delivering medicines

Reading: Self-driving lorries
Grammar: Passive forms
Speaking: Describe a process

Video: Collaborating on a project
Functional language: Agreeing and disagreeing
Task: A meeting to discuss controversial proposals

Listening: Negotiating new terms and conditions
Functional language: Negotiating
Task: Negotiate a new deal

Model text: Letter of complaint

Functional language: Useful phrases for letters of complaint
Grammar: Linking

Task: Write a letter of complaint

Grammar reference:

247 €



5.1 E-commerce

Lesson outcome Learners can use vocabulary related to logistics and the delivery of goods.

Lead-in 1 Discuss these questions.

1 How often do you send parcels or packages? Who do you usually send them to? How do
you send them?

2 When was the last time you received a parcel or package at home or at work? What was
it? How was it delivered? Give examples of specific brands and items, e.g. books, food.

3 Why do you think e-tailers like Amazon are successful?

& VIDEO 2 I 511 Watch the video about e-commerce and logistics. How many people
are interviewed? What are two new ways of delivering packages?

Watch the video again and decide if these sentences are true (T) or false (F).
Correct the incorrect sentences.

One day Amazon dispatched 1.2 million items and last year a truck left the warehouse
every 2 minutes 40 seconds.

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

There are now robots that drive trucks and are controlled using a mobile app.

Amazon says that in the near future goods will be delivered by drone in half an hour.
Airline pilots are worried about issues such as convenience and speed.

Watch the middle part of the video again (1:48-3:06). Complete the sentences.

Consumers enjoy the of having goods delivered to their homes. But of

course customers are not always toreceive their package. ...

Packages can be inside and the customer can
atany time by entering a(n) number.

2 This has been to deliver packages. Customers can arrange
to collect their from the via a mobile

3 Some companies are also considering using to transport goods to
customers. This is being by the postal service in Finland. ...

Teacher’s resources: 4 Inthefuture, customers could goods and they would be
extra activities by inas as thirty minutes.

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

1 Do consumers prefer to buy online instead of shopping in physical stores in your
country? Why? / Why not?

2 Whatare the implications of online shopping for a) retailers, b) distributors and
) consumers?

3 How would you feel about having your goods delivered by a robot or drone?

4 What are some of the logistical problems with delivering goods? How do you think
technology will help companies with some of these issues?

Vocabulary Logistics

@& 6 Look at these groups of words taken from and related to the video. Which is the
odd one out? Give reasons for your answers.

deliver items  collect

goods packages transport

postalservice  collection locker  courier company
couriers  robots  drones

damaged packed broken

properly badly correctly

pickup receive congestion

congested balanced crowded

O NO VT A WDNK
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5.1 © E-commerce

Word building - verbs, things and people

o7 Complete the table with the correct word forms.

Verb Noun - thing Noun - person
automate automation =
collect ! collector
2 delivery -
distribute distribution 3
fulfil 4 =
- 5 logistician
6 manufacturing manufacturer
7 8 operator
pack 10 , packer
° i packager
12 product/production B
retail for/at 1 retailer
15 SUPPL\/ 16
transport v (Br.Eng.), transporter
1 (Am.Eng.)

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

1 How feasible or safeis it for items to be delivery by drone where you live/work? Consider
different kinds of good, such as books, clothes, toys, electronic equipment, office
equipment, food and drink.

2 Whatare the advantages and disadvantages of manufacturers using robotics (robot
technology) in warehouses?

3 If drones become a popular method of delivering goods to customers, how will supplies

and distributes need to adapt their operations?
Teacher’s resources:

extra activities =% page 116 See Pronunciation bank: Pausing and stress in presentations

) PROJECT: The drone debate

9A Workin small groups. Imagine drones were . Prepare arguments for or against.delivery by d.rones.
banned in your country two years ago, although Give reasons and examples. Consider these points:
neighbouring countries use drone delivery for . . .
professional purposes. Debate the following comeniiznge st el lossiins
statement, using the steps below. licences for operators  public safety
‘We propose using drones for delivering medicines and solutions for customers/patients  speed of delivery
medical supplies to patients.’

+ Prepare any counter arguments you anticipate the other
y team will make.

Group A: You work for the health service in your ) ) }
Student A: Our supplies will be delivered much more

region and are FOR DRONES. Make recommendations ' ! ; : )
for medicines and medical supplies to be delivered by quickly by drone. This way we'll avoid delays for very sick
patients, or for patients living in remote areas.

drone for certain people in certain areas.
Student B: Delivery by drone might be faster than
' delivery by road, but drones will cause traffic congestion
Group B: You work for the government and are and accidents, especially in busy cities.
AGAINST DRONES. Make recommendations for why

medicines and medical supplies should never be
delivered by drone.

5 Debate in groups or as a class. Then vote individually
for or against the proposal.

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




Teacher’s resources:
extra activities

KT
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Driverless technology

Learners can use passive forms in a range of past, present and future tenses
to describe processes.

1 Workin pairs. Look at and discuss the picture. How is this possible? Use some of
the vocabulary in the box.

commercial vehicles

drivers logistics systems

long-haul
new technologies pedals self-driving systems steeringwheel truck operators

manufacturers

W wNner N

Reading

Discuss these questions.
How carefully do lorries drive on motorways in your country? How could technology help them?
What are some of the problems for long-distance or long-haul drivers of commercial vehicles?

How would you define logistics?

article? Which ones?

Ul o N ot & wiN R &

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

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

What words are used in the text instead of ‘buses’ and ‘lorries’?

What was the focus of the IAA commercial vehicles show?

Why is self-driving technology easier to develop in buses and lorries than in cars?
Find two ways self-driving technology will benefit the automotive sector.

How will the work of lorry drivers change in the future?
What is special about Mercedes-Benz’s new delivery van?
What will happen to commercial vehicles in the near future?

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

Lorries lead cars in the technology race

Silicon Valley is just waking up
to technology opportunities in
buses and lorries, which are ahead
of passenger cars in self-driving
systems. Martin Lundstedt of Volvo,
the Swedish bus and lorry maker,
said software companies were taking
an interest in both long-haul freight
and public transport, as technology
developed in these areas will be used
in passenger cars.

‘Four years ago, nobody was
talking about transportation, logistics
systems and new technologies,” said
Mr Lundstedt at the IAA commercial
vehicles show in Hanover. ‘But
now the focus is on logistics and
efficiency.’

Volvo says self-driving technology
in buses and lorries is easier compared
to cars partly because these commercial
vehicles can be tested in closed areas
far away from humans. Mr Lundstedt
said the technology that has been used
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in lorries to improve predictive cruise
control systems will be deployed in
other areas, including self-driving cars.

German car parts maker ZF
said lorries were likely to see big
advances in self-driving technology
because investments can significantly
reduce truck operators’ costs. ZF has
already designed a self-driving lorry
where the driver can step down and
rest while the truck is unloaded, and
then loaded again.

With self-driving technology,
drivers can be given new tasks to
plan routes or process shipping
documents. ‘Truckers of the future
will be more like logistics managers,’
said Markus Hein at Bosch, the
world’s largest automotive supplier
by revenue.

At the TAA show, Daimler, the
world’s biggest manufacturer of
commercial vehicles, was showing
a battery-powered delivery van that

50

55

Mercedes-Benz’s new battery-powered
delivery van that has rooftop drones

was made by its Mercedes-Benz
subsidiary that has neither pedals
nor steering wheel, and relies on a
joystick controller. It is equipped
with drones to be used for the last
mile of deliveries.

‘In the next 10 years there will
be more changes to our trucks than
in the last 120 years,” said Wolfgang
Bernhard, head of Daimler’s buses
and lorries unit.

A



5.2 | Driverless technology

Grammar Passive forms
6 Look at these passive forms. What tense are they? Do we know the person or
thing responsible, i.e. who/what did the action, in these examples?
The technology that has been used in lorries to improve predictive cruise control
systems will be deployed in other areas ...
=% page 122 See Grammar reference: Passive forms
== page 116 See Pronunciation bank: Auxiliary verbs in passives

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

B Inwhich example is the agent, or the person/thing responsible, known? Which
preposition is used?

8 Extend the Present Perfect Simple passive sentences and questions with the
adverbs in the box in the correct position. Which two actions are the most recent?

already (x2) just(x2) vyet(x4)

1 Hasthe order been delivered? 5 Have theseinvoices been paid?
2 Theorder hasnt been delivered. 6 Theseinvoices haven't been paid.
3 The order has been delivered. 7 These invoices have been paid.
4 The order has been delivered. 8 These invoices have been paid.
& 9 Complete the passive sentences with the correct form of the verbs in brackets.

There may be more than one possible answer.

1 Inthe lastfew years, self-driving systems for lorries and buses (develop).

2 Logistics and new technologies (talk about) at the commercial vehicles
trade show earlier this year.

3 Aself-driving lorry (already/design) by ZF, the German car parts maker.

4 New technology that (develop) for lorries in recent years
(not/develop/yet) in self-driving cars.

5 Inaself-driving lorry, the driver can usually rest while goods (take off) and
then_  (puton)thelorry.

6 Inthe future, logistical tasks such as processing shipping documents (do)
by truck drivers.

7 Anew battery-powered delivery van (just/reveal) by Daimler.

Teacher's resources: 8 Mercedes-Benz have shown that a delivery van (can/make) without

extra activities .
pedals or a steering wheel.

Speaking 10A what process is being described here?

First, the machine is loaded with dirty items. Next, the washing detergent is poured
into a compartment and the door is closed. After that, the controls have to be set

at the right temperature. When the process is finished, the door can be opened.
Finally, the washed items can be removed. If the items aren’t clean, they haven’t been
washed properly at the correct temperature, or the appliance has been overloaded.

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

a process or procedure at home, at work or in your place of study
your favourite recipe how a particular product is/was made how a sport is played

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

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




Lesson outcome

Learners are aware of different ways to collaborate with other people and
can use a range of phrases for agreeing and disagreeing.

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

you do? Discuss.

Dear Matt,

I’'m sorry to have to inform you that we have still not resolved the
technical problems that we discussed at the last meeting. | know it
was agreed that we would solve all the issues but the problems are
highly complex and are taking much more time than expected to
handle. | have put two new people into the team to help with this,
but this will increase project costs. | have attached a new cost
proposal for your attention.

In terms of deadline, | am concerned that we may not finish this
before Phase 2 - the first customer pilot that is planned. Can we
discuss the project timing and find a way to delay by one week,
which will give us the time we need to get things back on track?

Many apologies, but these problems are very typical.
Raj

= M O wWwN
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Raj is based in India. He waorks for the
IT company which is developing the
e-learning platform for Matt’s project.
In pairs, read Raj's email and decide if
these sentences are true (T) or false (F).

Raj has solved all the project’s technical
problems.

Raj informs Matt that project costs will rise.
Raj suggests that Matt should delay Phase 2.

Work in pairs and discuss the questions.

How do you think Matt will feel when he reads
the email? Why?

What should he say in his next face-to-face
meeting with Raj?

& VIDEO 2 I 531 Watch asMatt discusses the situation with Stefanie.

1 Why does Matt think that culture is the problem?

2 What does Stefanie think about Matt’s cultural explanation?

3 Whatis Stefanie’s advice to Matt on how best to manage Raj and the situation?
4 Why is Matt unsure about following Stefanie’s advice?

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

Option A - Be demanding and focus on own goals: put pressure on Raj to correct the

Option A bs32

optionB [l 533

<
un

problems quickly. Threaten to talk to Raj's manager if the situation doesn’t improve.
Option B - Be supportive and focus on common goals: emphasise the common challenges
and objectives which they share in the project. Offer support to solve the problems.

Watch the videos in the sequence the class has decided and answer the questions.

What does Matt say are ‘significant problems™?

What risk, caused by project delays, does Matt discuss with Raj?
What is Matt’s proposal to Raj on the cost of the extra work?
Overall, how successful is Matt's approach? Why?

What does Matt refer to as reasonable’?

How does Raj explain the cause of the project delay?
What is Matt’s proposal to support Raj on the project?
Overall, how successful is Matt’s approach? Why?

Discuss in pairs and agree what you can learn from Matt’s experiences.
What did Matt do to manage Raj differently in the two videos?

What happened as a result?

Which approach - being demanding or supportive - is most effective? Why?

W N K& BWNR &M&WNER O

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

Reflection 6

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

1 Which of the two collaboration styles do you prefer when working with others? Why?
2 What are one advantage and one possible disadvantage of your own personal style?

52



5.3 D] Communication skills: Collaborating

Functional Agreeing and disagreeing
language 7 A put these phrases from the video into the correct category in the table.

¢y 1 lknow [they'reright], but.. 4 That makes sense.
2 Itisgoodyes, but... 5 Good thinking.
3 Thatwould be a[good] solution. 6 That's one way of looking at it, but ...
Direct agreement Expressing doubt Direct disagreement
| completely agree [with youl. | That might [work / not work]. | That’s rubbish/nonsense!
I'm not sure [that’s the best Idon’tagree at all.
solution]. I'm afraid | disagree.

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

8A Lookat these exchanges between a manager (M) and an employee (E). Rewrite
what the employee says so that it doesn’t sound so direct.

: We're very busy. We need to cancel all staff holidays in August.
I don‘tagree atall.

: I think we should outsource the IT department.
I'm afraid | disagree.

: Karine is the best person to negotiate with these clients.
That’s nonsense!

N
msEsm=Emz=E

Teacher’s resources: B

L Choose one situation in Exercise 8A and continue the dialogue until you reach
extra activities

an agreement. Use phrases from Exercise 7A.

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

Pair A: You agree with items 1 and 3 and disagree with items 2 and 4.
Pair B: You agree with items 2 and 4 and disagree with items 1 and 3.

Departmental meeting
1 Working hours: proposal to start work at 8.30 a.m. and finish
half an hour earlier than now.

2 Lunch breaks: proposal to have two shifts for lunch:
12.00-13.00 and 13.00-14.00.

3 Dress code: proposal to ban trainers and T-shirts in
the office.

4 Languages: proposal that all staff have an
intermediate level in two foreign languages. l

B Hold your meetings. Explain why you agree

or disagree with each point and try to use

phrases from Exercise 7A.

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

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




BUSINESS SKILLS
54) Negotiating

Lesson outcome Learners are aware of the stages in a typical negotiation and can use a range
of phrases for each stage of the negotiation process.

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

B Look at the list of qualities of an international negotiator. Which two qualities
do you think are the most important? Why?

The Expert Negotiator ...

can build excellent
relationships is Structured and

understands analytical
other cultures

can influence others

is competent with
Speaks excellent English rhcpc ontent

has the authority to
take decisions

is a 9ood listener

is flexible
can be direct and firm

C How good are you at negotiating? What makes you a good (or bad) negotiator?

Listening 2 Read the background. Anne wants to negotiate new terms and conditions for
TravelExec's services and has sent a four-step meeting agenda to Anders. In
pairs, read the agenda and suggest what should happen in each step.

Meeting agenda
Anne Roberts is a purchasing manager for a sports clothing 1. Welcome and opening
company, DesignPro, with its headquarters based in :
London. She is meeting Anders Rik, a salesperson from 2. Proposals

TravelExec, which organises all travel services (flights, taxi
transfers, hotel accommodation) for DesignPro’s staff who
travel for business. 4. Close

3. Discussion to find agreement

&9 3A #0501 Listen as Anne opens the negotiation with Anders, and answer the questions.
Why does Anne apologise to Anders at the beginning of the meeting?

What does Anne suggest are the main items to negotiate?

How does Anne suggest that they start the negotiation, and why?

0 W N R=

#» 5.02 Listen as Anne and Anders enter the second step of the negotiation.
Note down the different proposals which they make for each of the three topics.

C #» 5.03 Listen as Anne and Anders discuss in more detail. What agreement is
reached on each point?

D #» 504 Listen as Anne and Anders summarise and close the meeting.
1 Which topic do they make an additional agreement about? What is the agreement?
2 How does Anne close the meeting? How effective is it to close the meeting in this way?

2L In general, how effective do you think this negotiation was? Why?




5.4 )| Business skills: Negotiating

Functional Negotiating
language 5A Look at the expressions (1-12) from the recordings in Exercise 3. Match them with
the correct points (a-l) in the four-step negotiation process.

To start, Id like to hear from you first. 8 Ifyou confirm thatin an email to me,

Just to clarify, you mean ... then Twill ..

Weagreedto ... 9 |thinkwe can do this, but we will need to ...
Good to see you again. Are you well? 10 What Id like to discuss today is ...

That seems reasonable. 11 That's a little high; we were hoping for

something lower.

How does that (all) sound to you?
Excellent. Well, that was [quick and efficient].

THE FOUR STEPS
OF NEGOTIATING

\IO‘II-I'I-h(.!-II\.II—lc

2 My proposal would be that we ...

2 PROPOSALS 3 BARGAINING/DISCUSSION 4 SUMMARY AND CLOSING

a Welcome Present own proposals __ Bargain to find an

agreement

j Summarise agreement
reached

b State agenda Request feedback on
own ideas h Give positive feedback

on a proposal

k Confirm next steps

c Invite other party to

present _ Clarify other person’s L Close positively
ideas i Givenegative feedback
onaproposal
Look at some more examples of bargaining to find an agreement. Match the
negotiation proposals (1-6) with the correct response (a-f).
1 How would you feelif we [reduced the price]?  a What do you mean by [increasing]?
2 Could you accept [a smaller volume]? b I'm happy to [link price and payment
3 We can‘tagree to [lower prices] unless terms].
[you're flexible on payment]. ¢ I think wed find [price reduction] difficult.
4 \Whatif we tried [a different approach to this]?  d | think that’s quite reasonable for [the U.S.
5 Canwe lookat [increasing the discount]? side of the business).
Teicher’tg rigources: 6 Would you be prepared to [change to e But[volume]is very important to us.
extra activities invoicing in dollars]? f Whatdid you have in mind?

R 0 if

6A Workin pairs and read the professional context. You are going to prepare i
a negotiation between ATAX and LAURA. ) TASK b ’8’1 ',

Professional context

ATAX (the seller) and LAURA (the buyer) already have a contract in place. LAURA '
imports 2,000 coats per year, in three different colours and three different designs, v
for a unit price of €85 each. This includes a 15 percent discount on the standard

unit price of €100. Payment terms are currently 45 days from date of invoice. \‘

B In pairs, prepare the role of negotiator for either ATAX (see page 129)
or LAURA (see page 131). Plan to negotiate five areas: the number
of coats to buy/sell, the number of colours, the number of designs,
the discount, and the number of days for payment. Prepare both
the content (what you want to achieve in each of the five contract
areas) and also the process - how you will manage each of the
four negotiation steps.

C When you are ready, find two negotiating partners who have
prepared the other role and negotiate a new deal.

{
D After your negotiation, discuss in your group what went well and !
what you found difficult during the negotiation. Then share your .
ideas with the class.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment
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Lesson outcome

Lead-in

& 1 Read the letter of complaint from one company to

another. Choose the correct option in italics. Then
compare in pairs.

Dear Sirs,

Re: Order # 4587 for 30 dishwashers

We arranged / ordered 30 dishwashers for our hotel group
last week on the understanding that they would be 2delivered
/ carried yesterday. Although you indicated that this might
be difficult, you assumed / assured us that you could
manage it.

However, only 10 machines arrived and, of those, two were
*damaged / injured and one did not work at all. Your driver
was most unhelpful and told us to call you immediately,
which we did. We tried to contact you several times but your
customer service department did not answer our *chats /
calls. Despite sending you several emails asking you to
contact us, so far we have had no response from you.

We are very surprised by this as we have been customers of
your company for many years. However, if you do not
respond / answer to this letter immediately, we shall be “made
/ forced to withhold payment, find another supplier and
request that you ®distribute / collect the ten machines
already delivered.

We sincerely hope that this situation can be resolved to our
mutual satisfaction.

We look forward to receiving your *punctual / prompt
response.

Jacob Besinger

Purchasing Manager

180 words.

Letter of complaint

€ 111>

Learners can write a letter or email of complaint with supporting details.

Functional language

w2 Complete the table using words and phrases from

the letter.

Problem (Para 1)

Last week, we? 100 desks from you.
Unfortunately, some of the desks were 2

My 3 were not answered by your customer service
department.

Extra details (Para 2)

You * the goods would arrive on time.
Ten of the desks were the wrong type.

We were unable to®
department.

your customer service

Demand (Para 3)

If you® to this letter immediately, we’
to look for another supplier.

We 8 you collect the desks.

If you do not resolve this situation immediately, we shall have
no alternative but to cancel our order.

Desired outcome (Para 4)

We?® that this situation will beresolved to our
10

We look forward 1
possible.

the correct goods as soon as

D Teacher’s resources: extra activities

The letter of complaint contains examples of linking
words. Go to MyEnglishLab for optional grammar work.

=2 page 122 See Grammar reference: Linking

3 A Workin pairs. Make a list of as many business situations as you can which might
require a letter of complaint. Then look at the list of problems on page 130 and
complete the table with ‘details’ and ‘demands’.

E Use asituation from the table in Exercise 3A and write a letter of complaint in around

C Exchange letters with your partner. Did your partner organise the letter well? How

many of the phrases in Exercise 2 did your partner use?

Self-assessment

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.




Entrepreneurs

‘It's not about
ideas. It’s about
making ideas
happen.’

Scott Belsky, co-founder
of Behance

Unit overview

Fairphone Video: The world's first ethical smartphone
Lesson outcome: Learners can use vocabulary related to Vocabulary: Running a business
starting and financing a business. Project: Brainstorm and present new business ideas

Young entrepreneurs Reading: Leaving Harvard to start a business
Lesson outcome: Learners can use reported speech to report Grammar: Reported speech
what other people have said and asked. Speaking and writing: Talk to a journalist about your start-up

Communication skills: Influencing Video: Influencing styles: push and pull
Lesson outcome: Learners are aware of different ways to Functional language: Dealing with objections
influence other people and can use a range of phrases for . ! et
dealing with objections. Task: Influencing others to overcome objections

Business skills: Presenting facts and figures Listening: A presentation based on visual data

Lesson outcome: Learners can use a range of phrases to Functional language: Presenting visual information
present facts and figures using visual information. Task: A presentation to an investor

Writing: Summarising Model text: Summary of a business talk

Lesson outcome: Learners can write a simple summary of T S A oS ST Tl
factual work-related information. Grammar: Order of information in sentences

Task: Listen to a talk and write a summary

Business workshop 6: Review 6: Pronunciation: 6.1 Consonant-vowel linking Grammar reference:
6.3 Intonation and discourse marking in presentations

>»57¢C



6.1 Fairphone

Lesson outcome Learners can use vocabulary related to starting and financing a business.

Lead-in 1 Discuss these questions.
1 Why do people start their own businesses? How many reasons can you think of?
2 Under what circumstances would you start a business? What kind of business?
What are the three biggest attractions and disadvantages of running your own business?

Bas van Abel, CEO of Fairphone, says he’s created ‘the world’s first ethical smartphone’.
What do you think he means by this?

B 611 watch the video and check your predictions. Discuss your ideas in pairs.

Watch the video again and complete the summary. Use one to three words in each gap.

Fairphone is a company which started life as a(n) to give visibility to
the wars in the Eastern Congo. Many conflicts are related to the mines where the
2 for mobile phones come from. Then the campaigners decided to

3

The company grew very fast. Within the first two years the staff increased from two
peopleto* . Turnover* in the first eighteen months was sixteen million
euros and in only three weeks more than ° people bought the phone
before it was built.

The Fairphone design is modular, which means that people can © the
components themselves. The company wants to help the economy in the Democratic
Republic of Congo by getting minerals from conflict-free mines. They have also recycled
’ old phones in order to reuse the minerals. Bas van Abel believes
business is an important mechanism to actually & . He did not start
Fairphone to become ® phone company in the world but to show that
there’s ° for ethical business.

5 Work in pairs or small groups. Discuss these questions.
1 Who would buy Fairphone’s mobile phone?
2 Would you consider buying a Fairphone? Why / Why not?
3 Based on what Bas said in the video interview, what do you think are the key points he
D Teacher’s resources: wants to communicate to consumers?
extra activities 4 How do you think he will measure the success of his company?
D Teacher’s resources: 5 How would you describe his attitude to the business world?
alternative video and
activities == page 116 See Pronunciation bank: Consonant-vowel linking

Vocabulary Running a business

& 6 What do the words in the box mean? Complete the extracts from the video
using the words and phrases.

crowdfunding setup start-up

2 ...we made a turnover

1 .. thefastest growing of sixteen million euros.

3 ..youknow that's why

EECh S of [Thelfirst actually was ‘é"? ;
urope ... through airphone ...
58 *turnover: the amount of business done in a particular period of time, measured by the amount of money obtained from customers for goods or services that have been sold



6.1 €© Fairphone

& 7 Complete the sentences using the words and phrases in the box.

businessangel funding gooutof pitch profit target market

1 Whenyou a business idea, you say things to persuade people to buy
something, do something or accept the idea.

2 Ifyoumakea , you gain money by doing business, after your costs have
been paid.

3 Half of all start-ups in the UK business within five years.

4 A is someone who gives new businesses money, often in exchange for

ashare of the company.
5 Money thatis provided by an organisation for a particular purpose is
6 Acompany’s is the customers that the product or service is aimed at.

@ 8na Complete the questions with the correct form of the words in brackets.

1 Where do you thinkis the best place to go to for (advise) about starting
a business?
2 Doyou know the names of the (found) of Apple, Facebook and Microsoft?
3 Whatare some of the difficulties of the fast (grow) of a start-up like Fairphone?
4 Apart from crowdfunding, where else can entrepreneurs go to for (finance)
backing?
5 Doyou thinkthatFairphoneisagood___ (invest) for the company’s
(back)? Why? / Why not?
6 Do you think (entrepreneur) talent is unique to some people?
Teacher’s resources:
extra activities B Work in pairs or small groups. Discuss the questions in Exercise 8A.

P} PROJECT: Setting up a business

9 A Work in small groups.
Imagine you want to start
a business together. Follow
these steps.

+ Decide on your business. Use the
ideas in the table if necessary.

» Think about what type(s) of consumers
might be interested in buying your
product(s) or service(s).

+ How will you get financial backing for

your project?
Tech Non-tech
Service | - Apptoarrange carsharing | - Ironing service for busy people
forlong journeys - Personal trainer who comes to your home
- App tofind restaurants or place of work

offering gluten-free food

Product | - Smartwatch with lots of - High-quality handmade leather bags and
interesting features shoes

« Virtualreality video game | - Device to put over your mobile phone
screen so it's easier to read it in the sunlight

5 Present your business ideas to the class. Vote on the best idea.

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Self-assessment Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.




Reading 4A

Teacher’s resources:
extra activities

KT

60

Lesson outcome

said and asked.

Lead-in 1

a successful business?

2

62) YOUHg entrepreneurs

Learners can use reported speech to report what other people have

Work in pairs. Do you think you need to go to university if you want to build

Match the words in the box with the definitions.

cool fashionable high flyer

prestigious

reliable  well-known

1 admired as one of the best and most
important

2 known by a lot of people

3 popular, especially for a short period
of time

4 very attractive, interesting, etc. in
away that people admire

5 canbetrusted or depended on

6 someone who is extremely
successful in his/her job orin school

Work with your partner again. Think of one organisation, product, service or

person which you could use the words in Exercise 2 to describe.
MIT is a prestigious university in Massachusetts.

Work in pairs and look at the article headline. Why do you think someone might

decide to leave a prestigious university to start a business?

What type of business is Traveloka?
How does it make money?

O oaouv s wnRr Ul @

hard work or something else?

Read the article quickly and check your predictions.

Read the article again and answer the questions.

What evidence is there that the business is successful?

Which market(s) does Traveloka operate in?

How does Mr Unardi feel attitudes to his profession have changed in Indonesia?

Do you think he feels positive or negative about the future of the industry in Indonesia?

Work in pairs. To what extent do you think Ferry Unardi’s success was due to luck,

High flyer left Harvard to start his business

by Avantika Chilkoti

It may be difficult to get into Harvard Business School —
but it is also difficult to leave after just one semester, which
is exactly what Ferry Unardi did. Today he is running one
of Indonesia’s best-known start-ups, the online travel agent
Traveloka.

‘Everybody knows internet time works differently
from normal time,” says Mr Unardi, 27. ‘When I arrived
at school, I underestimated the speed of change.” When
Traveloka started out, he said few Indonesian websites
were well designed or even reliable, and many consumers
were uncomfortable making transactions online. However,
Traveloka had 10 million visitors a month by the end
of last year and today takes between 10 and 15 percent
commission from flight and hotel bookings. He told me
the company had partnerships with 33 airlines and hotels
across Southeast Asia.

Mr Unardi met one of his partners while studying
computer science at the prestigious Purdue University in
the USA. He said his other partner had been a fellow intern

20

25

30

35

at Microsoft. “We always discussed the development of the
internet industry in Indonesia and always thought about
coming back,” Mr Unardi said.

When the three software engineers felt the time was
right, with interested investors and a ready consumer base,
they launched Traveloka as a search engine for the travel
industry.

As with many start-ups up across Southeast Asia,
the idea was not new. I asked him if any businesses had
inspired them. ‘We definitely had a lot of companies that
we looked up to,” Mr Unardi says, and mentions Expedia
and Priceline of the USA. ‘Now, the rate of creativity and
innovation is so high that it’s inevitable somebody has done
it previously.’

The CEO says that Indonesia’s start-up scene is
changing. ‘That’s the thing about programming and
software — it’s fashionable now,” he says. ‘Now, you’re cool
if you do this, so it’s interesting to see what type of people
come in, and how they will take the industry forward.’

A



6.2 D! Young entrepreneurs

Grammar Reported speech

7 A Look at three comments Ferry Unardi made during the interview. How were

The company has these comments reported in the article?
partnerships with

33 airlines and hotels B Answer the questions about reported speech.
across Southeast Asia. 1 What changes to verb tenses did the journalist make to report the interview?
2 What other changes are necessary to change direct speech into reported speech?
3 What changes are necessary to change a direct yes/no question into a reported question?
My other partner was a g " g 4 q P q
fellow intern at Microsoft. =% page 123 See Grammar reference: Reported speech
. . & 8 Look at some more statements Ferry Unardi made and questions the journalist
Did any businesses asked during the interview. Choose the correct option in italics to complete the
inspire you? reported speech.

1 ‘Myfamily don’t understand what Traveloka does.’
He said his family didn’t / my family don’t understand what Traveloka does.
2 ‘lwon programming competitions as a child.’
He told me he had won / that he had won programming competitions as a child.
3 ‘Do you miss anything about being a student?’
I asked he do you miss / him if he missed anything about being a student.
4 'E-commerce will grow quickly in Indonesia.’
He said e-commerce would grow / told e-commerce grow quickly in Indonesia.
5 ‘How did you get funding?’
| asked him how did you get / him how he had got funding.
@ 9A ® 601 Listen to some extracts from a job interview for an internship.

Complete what the candidate told his friend afterwards using reported speech.
Use a maximum of four words in each gap.

1 Theinterviewer asked doing in my free time.
2 |told hanging out with friends.
3 Sheasked any previous work or voluntary experience.
4 |said the dog for a walk every day.
5 She asked me what| doing in five years’ time.
Teacher’s resources: 6 lsaid______ aboutthat
extra activities B Do you think he got the internship? Why? / Why not?

Speaking and 1OA workin groups of four. Read the information and prepare for the roleplay.

writing Students A and B: You are new entrepreneurs. Think about the type of start-up you own
and five key things you want to tell a business journalist about your company.

Students C and D: You are business journalists. You are going to interview a new
entrepreneur about his/her start-up. Think of five questions you want to ask the
businessperson.

B Regroup (Students A and C together and Students B and D together) and
roleplay the interviews.

C Report back to your partner from Exercise 10A. Entrepreneurs: discuss what you
want the journalist to put in the article. Journalists: decide what information
will make an interesting article.

D Work individually. Entrepreneurs: write a short email to a friend reporting the
interview. Journalists: write a short article based on your interview.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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



Lesson outcome Learners are aware of different ways to influence other people and can use
arange of phrases for dealing with objections.

Lead-in 1A

Work in pairs. When is it helpful to be a good at influencing? What situations
have you been in, or might you be in, when you need to influence someone?

B What would you say to influence people in each of these situations?

N =

@ VIDEO 2a

B W N =

W 3A

OptionA J 632

optionB [ 633

1
2
3
4
5
1
2
3
4
4
5

D

Reflection 6
1
2

62

You want to get an extension on a work or study task, e.g. a report or an essay deadline.
You want to go to a specific restaurant or a film with a friend, and not a different one.

B 631 watch as Paula prepares to present PRO Manage’s online courses to
Pedro and Susan, potential customers from a chain of business schools in Mexico.

How does Paula describe herself?

How does Matt describe Pedro?

Do you think Paula’s natural influencing style will be successful with Pedro?
Why / Why not?

Read the text and decide if the sentences (1-4) use a ‘push’ or a ‘pull’ style.

Influencing styles: push and pull

There are two influencing styles known as ‘push’ and ‘pull’. With a push style, people
try to influence through the strength of their ideas and opinions, their status, by listing
benefits for the other person, and by getting the right people to support them. With

a pull style, people show empathy and focus on finding out more about the other
person’s needs, interests and challenges. Together, they try to find a common direction.

Tell me more about why that would be difficult for you.

I think the best thing is to launch the product this month.

As project manager, | feel we should do it this way.

| can understand how you feel. Would this option work for you?

In small groups, discuss which influencing style (option A or B) is better for
Paula to use in her pitch to Pedro and Susan. Give reasons for your answers.
As a class, decide which video to watch first.

Option A - Paula tries to close the deal by highlighting the strengths of the offer (push).
Option B - Paula adapts her approach when she hears the reaction from Pedro (pull).
Watch the videos in the sequence the class has decided. For Option A, decide

if the sentences are true (T) or false (F). For Option B, answer the questions.
Paula reminds Susan and Pedro of the benefits of the online courses.

Susan sees the benefits of the online courses in their school, but Pedro is hesitant.
Paula designed the proposal especially for the Mexican business schools.

Paula varies her approach to persuade both Susan and Pedro.

Paula successfully persuades both of them.

What is the most important point Pedro is concerned about?
What else is he concerned about?

How does Paula adapt her style when she sees Pedro is hesitant?
Does Paula successfully persuade them?

Work in pairs. Discuss what lessons you have learnt about influencing people.

B 534 Watch the Conclusions section of the video. What do we need to do
when we are trying to persuade others? How far do you agree? Why?

Think about the following questions. Then discuss your answers with a partner.
When trying to influence to others, do you mostly make statements or ask questions?
What is one advantage and one possible disadvantage of your influencing style?



6.3 >| Communication skills: Influencing

Functional Dealing with objections

language 7 The table below shows four steps for dealing with objections. Put these phrases
& from the video into the correct section of the table.
1 [I/We]totally understand your concern. 4 Canlask [why you don’t think the finances will
2 That's why [there’s provision for us to work out]?
support the platform]. 5 Thatdoesn’t have to be a problem. [I/We/You]
3 Sorry, the mostimportant thing for would/could/can ...
youis...? 6 How does that sound?
Acknowledge ws) Probe mes) Answer wei) Confirm
['m/We’'re] aware that ... What [is/are] your main If1...,do we have a deal?
[I/We] appreciate that ... concern[s]? Does that address your
That’s a(n) [fair/good/ concern(s)?
interesting] point.

& 8A putthe dialogue between a salesperson and a client into the correct order (1-9).
Two lines have been done for you.

I don’t know. It's a lot of money. 1
It sounds good. Yes, we do!
Is that interest-free?

That doesn’t have to be a problem. You could pay in instalments to spread the cost.
Say 10 percent a month?

| appreciate that this product is top of the range. When you say a lot of money, what sort
of price did you have in mind?

Yes, that’s right. We can’t afford to buy it right now.
Yes, if I arrange that, do we have a deal?
Sorry, the most important thing is your budget for equipment this financial year? 4

Well, you see, we've spent a lot on office equipment this year. And we can‘t afford to
Teacher’s resources: spend more on it this year.
extra activities

m Qa N T 9
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B Work in pairs and practise the dialogue in Exercise 8A.

9 A Work in pairs. Look at the situations (1-4) and your partner’s possible objections.
Prepare your ideas and plan what you will say using phrases from Exercise 7.
Then roleplay the conversations.

1 Speaker A: Persuade your colleague to come in to the office with you
on Saturday.
Speaker B: Your objection is that it's the weekend.

2 Speaker B: Persuade your friend to go bungee jumping with you.
Speaker A: Your objection is that it's dangerous.

3 Speaker A: Persuade your boss to pay for your business school
course this summer.
Speaker B: Your objection is that it's expensive.

4 Speaker A: Persuade your boss to let you work from home
one day a week.

Speaker B: Your objection is that you need to have
him/her in the office to talk to him/her.

B Work with another pair and discuss. Did you
succeed in persuading your partner to do
the things you wanted him/her to do? Did
you follow the four steps from Exercise 7?
Which phrases did you find useful?

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




64) BUSINESS SKILLS ~,

Presenting facts and figures

Lesson outcome Learners can use a range of phrases to present facts and figures using
visual information.

Lead-in 1 Thinkofa presentation you‘ve given at work or during your studies. Work in

pairs and discuss the questions.
1 Who was the audience? Did you adapt the content to this audience?
2 Was the presentation too long / too short / just right?
3 Which tools did you use, e.g. PowerPoint, a flipchart, etc.?
4 Wasthere visual data, e.g.images, tables, charts, videos? Were they useful or distracting?
5 Whatwentwell? What didn’t go well?
2

In pairs, discuss what tips you can think of for preparing and delivering visual
data in a presentation.

Listening ZA Match the words and phrases (1-9) for presenting ideas or information about
¢y business sales with the correct definition (a-i).

1 market growth a afinancial calculation about a future trend

2 target market b the amount of money thata company brings in over a year

3 forecast ¢ the amount of spending money people have available after they
4 demographic have paid taxes

5 annual revenue d anincrease in demand for a product or service

6 stock level e the expected future sales of a product

7 projected sales f the quantity of products kept in a shop or warehouse

8 loan g the customers that a company wants to sell to

9 disposable income h aparticular section of the population, e.g. people aged 18 to 30

i anamount of money thatis borrowed

#» 6.02 Listen to two parts of the same presentation. Work in pairs and discuss
the questions.

Which products does the company make?

What are the two biggest age demographics?

Is the mobile sector growing or slowing down?

Do they have enough stock?

Which products should they focus on in the next two years?

M B WN R

# 6.03 Listen to Part 2 again and look at the pairs of charts below. Which
chart in each pair is the speaker talking about?

> Market Growth 1 0= Mobile > Customer Age > Stock Needs 1 == Mobile

Demographic 1

20 =O= Tablet 30 I Tablet

15 =O= Laptop Bl Laptop

20
10

0

0= Mobile : > Customer Age : > Stock Needs 2 == Mobile

Demographic 2

«=O= Tablet 30 B Tablet

=O= Laptop

20 B Laptop




6.4 )| Business skills: Presenting facts and figures

Functional Presenting visual information
language £ Complete the expressions from the recording in Exercise 3B with the words
¢y in each box below. If necessary, use the audioscript on page 149 to help you.

Part 1: the overview

chart graph hand over 1 Inthis of my presentation, I'm going to tell you more about [the target market].
next part notice pie 2 Onthis you can see [three charts].
right slide 3 This chart shows [us the age demographic of our target customers].
4 You can see [which ages the colours refer to] on the :
5 You'll that [the 18-25-year-old age group is our biggest target group].
6 Next, you can see [the growth of our market ...] on this line .
7 Finallyonthisbar __,youcansee [the stock levels we havel.
8 I'dnowliketo _ to[my colleague], who will give you more details.
Part 2: the details
closely fact details 1 Itis that [the growth of the tablet product line has been slow].
interesting  show you 2 These confirm that [mobile devices, in general, are outselling tablets].
significant  think 3 I'dalsoliketo [something on the customer age demographic pie chart].

4 It's to see that [almost half of our customers are in the 18-25 age group].
5 This proves that [our cases are highly desirable for this age groupl.
6 The last thing | want to you to about is [our current stock levels].
7 Looking more at the bar chart, you can see that [we have underestimated ...].
5 Workiin pairs. Choose one of the charts in Exercise 3C not described in the

recording. Prepare a brief description of it to present to your partner
using expressions from Exercise 4.

Teacher’s resources:

N o == page 116 See Pronunciation bank: Intonation and

discourse marking in presentations

6A Workin pairs. Read the information and plan your presentation together.

Professional context

You have recently set up a business from home, selling products online.
You are growing and want to buy more stock to meet the demand.

The task

Prepare a short presentation to a bank or an investor, asking for a loan or
investment. Your presentation should contain visuals (graphs/charts) and
include the following key information:

- your context (e.g. the company name and product).

- information on your target market (age and type of customer).

- information about market growth (Is the market growing? If yes, how quickly?).

« stock levels (How much do you have at the moment? How much more do you need?).

Use this structure to organise your presentation and decide who will deliver
each section:

Introduction and overview - Detail on two or three visuals (bar chart, pie chart, etc.)
Main topic « Conclusion and final message

B Give your presentation to the class. Ask for feedback about the structure and how
you presented the facts and figures.

C When you are not presenting, listen to other presentations and make notes on the
key information and other relevant points. Give the presenters feedback.

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



Lesson outcome Learners can write a simple summary of factual work-related information.

@ Lead-in 1A

#> 6.04 Listen to the first part of a talk by a successful entrepreneur. What is
the main purpose of this part of his talk?

a togive his audience advice
b to explain the background to his business
¢ toconvince his audience to invest in a new project

B Listen again and complete the summary. Use one to three words in each gap.
Ignore the underlined words.

George Johnson, founder of G)WoodToys, explains how he began his business

He mentions that he was working as a(n) ' when he started making ? for
his young children. However, these toys were so popular with other parents that he started selling
them at 3 , where they always sold out. His * was huge: parents and
children who loved the toys. Originally he made them in his garage but, when two local stores
became interested, he realised he had to expand even further and find * . The initial
funding came from ¢ and remortgaging his house, but soon a big department store
expressed interest in ’ for 50,000 units. As a result, he realised he had a potentially
very successful business but, in order to fulfil the order, he would need a huge investment to expand.
With the department store order, he started ® to various backers: banks, crowdfunding
schemes and . Finally, he was fortunate enough to find one who brought both the
money and experience to the business.

C Listen again and read the audioscript on page 149. Check your answers to Exercise 1B.

Functional 2 Match the tips (1-5) with the underlined examples in the summary in Exercise 1B.
language Some tips have more than one example.

1 Identify main topic/purpose
2 Use synonyms where possible
D Teacher’s resources: ynony P
extra activities 3 Paraphrase
D The summary contains 4 Use linking words to join sentences
gxampleg ofhow to order 5 Usereporting verbs
information in sentences.
Go to MyEnglishLab for

optional grammar work. ~ ==p page 123 See Grammar reference: Order of information in sentences

& 3A Work in pairs. Turn to page 134 and read the summary of the final part of the talk. Discuss
ways in which you could improve it and shorten it. Use the tips in Exercise 2 to help you.

| B #2605 Listen to the final part of the talk and read the audioscript on page 149. Write
] your own summary in around 250 words.

C Exchange summaries with your partner. How well did your partner use the five tips in
Exercise 2? Did your partner include the same information as you?

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



Global work cultures

Lesson outcome: Learners can use vocabulary for talking about
work cultures and adjectives for describing people’s personality.

Cultural anecdotes

Lesson outcome: Learners can use the Past Simple, Past
Continuous and Past Perfect Simple to tell anecdotes.

Communication skills: Decision-making

Lesson outcome: Learners are aware of different ways to make
decisions and can use phrases for expressing preferences.

Business skills: Relationship-building

Lesson outcome: Learners are aware of strategies for building
relationships and can use phrases to keep a conversation going.

Writing: Making recommendations

Lesson outcome: Learners can give advice, make suggestions
and recommendations in a written report.

Business workshop 7: Review 7:

7.3 Strong or weak?

Pronunciation: 7.2 Phrasing and intonation in past sentences

Video: Working abroad
Vocabulary: Working abroad; Adjectives, prefixes, opposites
Project: Research a different work or study culture

Listening: Working in other cultures
Grammar: Past Simple, Past Continuous and Past Perfect Simple
Speaking and writing: Tell and write an anecdote

Video: Decision-making styles
Functional language: Expressing preferences
Task: Discuss preferences and reach agreement

Listening: Conversations at a networking event
Functional language: Keeping a conversation going
Task: Meeting new people at an induction day

Model text: Report giving suggestions, advice and recommendations

Functional language: Formal/neutral/informal language for
recommendations

Grammar: First and second conditional
Task: Write a report giving suggestions, advice and recommendations

Grammar reference:

>67<C
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Lesson outcome Learners can use vocabulary for talking about work cultures and adjectives
for describing people’s personality.

Lead-in 1
1
2
3
@ VIDEO 2
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Teacher’s resources:
extra activities

()}

Global work cultures

Discuss these questions.

Have you ever worked or studied abroad, or do you know someone who has? Describe
your/their experience. Did you/they experience ‘culture shock’?

If you were going to relocate to work/study abroad, what would you do to prepare?

If people from another country come to work/study in your organisation, what are the
most important cultural differences they need to be aware of?

B 711 watch the video. Write the first names of the speakers and match
them with their countries. Some of the countries are not used.

Argentina Australia Brazil Denmark Germany New Zealand Poland
Sweden the Netherlands Ukraine

is from . 3 is from

is from . 4 is from

Watch the video again and answer the questions.

What may employees need to do when working for international companies?

Why is working abroad not the same as travelling for pleasure?

What might happen after you break the ice and get to know a German person well?
What do Brazilians tend to be like?

What did Marcus find difficult but fun?

Why is it acceptable in Poland to say ‘yes/no’ and not say ‘thank you’ and ‘please’ so much?

Who said what? Match the speakers (E, R, M, H) with the sentences. Use two of the
speakers twice. Then watch the video again and check your answers.

I thought | was very fluent in English when |, you know, when [ lived at home.
Butinitially they are a bit more reserved, so don’t be put off by that.

But then when you actually come to live here, you realise the nuances and phrases that
you don’t know at all.

The use of ‘thank you’ and ‘please’ - it’s probably less widely used.
You always have lunch with someone - you never have your lunch alone.

You might be a little bit shocked that the Poles tend to be more abrupt, or that’s how
they will come across.

Vocabulary Working abroad

@5

68

Look at the words and phrases in bold in Exercise 4. Discuss the meaning of the
words with a partner and choose the best meaning or synonym, A, B or C.

A speak with a native accent 5 A feeling unhappy or lonely

B speakalanguage very well B without people you know

C speakfast C without help from anyone else
A make it difficult for someone to pay attention 6 (tend to)

B arrange to do something later A have a tendency to (come across)
C getdemotivated B be always annoying

A slight differences in manner C movein a particular direction

B slight differencesin colour (come across)

C slight differences in meaning A easy for people to understand

A common or usual B meet or find by chance

B popular or well-known C seem to have particular qualities
C

to be found everywhere



7.1 © Global work cultures o

Adjectives, prefixes and opposites

o What are the opposites of these words to describe people? Add a prefix such as dis-,
im-, in- or un-, or write the antonym (opposite).

direct friendly formal honest helpful kind polite reserved
sociable respectful

Complete these sentences with suitable adjectives. The first letters are given.

1 Peoplein our culture come across as quite f and communicative when you first
meet them.
2 Youshould always be s and generous with visitors. And we expect to be treated

the same way when we go abroad.

3 Itiscommon to say what you think with people in my country. If you're too i ,
people won‘t understand you, or might even think you are d !

4 People here tend to be very understanding and h if you have a language problem.
But when | was working abroad, some people were rude to me because | didn’t speak English
fluently at first - that was meanand u

5 Itisveryimportanttober to managers and those in authority. You shouldn’t be
i .Not respecting people is considered very i in my country.

Work in pairs. Discuss these questions.

1 Why do people in your country go to work/study abroad? Which countries/regions are popular?
2 What are the advantages and disadvantages of working or studying abroad?
3 Would you like to work or study abroad? Why / Why not?

Teacher’s resources: 4 |Ifyou went to work/study abroad, which country would you choose?

extra activities How long do you think it would take you to adapt?

) PROJECT: Research a culture

Work in pairs or small groups. Do you know people who have come
to work in your country? In what ways has their experience been
positive or negative? Research ways of working or studying in
a culture that’s different to yours. Follow these steps.

« Interview a person you know who has a) worked/studied abroad
or b) come to work/study in your country.

 Prepare 6-8 questions and record the interview on your
mobile phones.

 Consider some of these points:

being direct/indirect customs and etiquette
cultural misunderstandings  national character
ways of working

« Use expressions like these for checking and confirming
information:
So, do you mean ... ? Are you saying that ... ? Can | just
check, when you say, ... ?

Write ten dos and don’ts for people from abroad
coming to work/study in your country. Use the
expressions in Exercise 6 to help you.

How successfully have you achieved the lesson outcome? Give yourself a score

from O (I need more practice) to 5 (I know this well).

- Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. m



A

7.2 » Cultural anecdotes

Learners can use the Past Simple, Past Continuous and Past Perfect Simple
to tell anecdotes.

Lesson outcome

Lead-in 1A workin pairs. These are some things people need to do to help them adapt
when they are working/studying abroad. Which ones do you think are the
most/least important? Why?

finding somewhere to live  getting to know new friends and colleagues
getting to know the region joiningaclub learning about the culture

E What else would you add to the list?

o Listening 2 o 701 Listen to three people with experience of working in other cultures
and match the speakers with what they say (a-i). One of the items is not used.

Speaker 1 (Luis), talking about workingin India: ____,

Speaker 2 (Marcus), talking about working in Kenya: ____,

Speaker 3 (Shivani), talking about working with a U.S. manager: ,

a The bosswas too direct. f Thespeakerhad an argument with the boss.

b Employees didn’t want to say ‘no’. g The speaker explains the meaning of ‘loss

¢ The meeting started in a surprising way. of face’.

d The speaker was embarrassed and h The speaker left his/her job because it had
offended. been too stressful.

e The speaker saw the positive side of an i The speaker was working with optimistic
unusual custom. colleagues.

&y 2 Listen again and decide if these sentences are true (T) or false (F). Correct the

incorrect sentences.
A N P
Speaker 1 él y,
g . . . B g a a5
1 Luisonce wenttoameetingin Mumbai where there was a religious statue and the A
smell of food cooking. s
2 ThelIndians wanted to create a positive atmosphere to help the meeting process. =

3 ‘Loss of face’ means embarrassing someone, or offending him/her.

Speaker 2

4 |nKenya, ‘Hakuna matata’ is an expression that means ‘we shouldn’t worry” but this
optimism can lead to workers not finishing tasks by a given time.

Speaker 3

5 Shivani had become ill because she was working so hard, so she sent her boss an angry
email, copying in all the team.

6 Shivani’s boss was insisting on having the latest figures by the end of the month, so
when Shivani didn’t send them, she sent her boss an apologetic email.

Work in pairs. Discuss these questions. Give examples from your personal
experience where possible.

How important s it in your culture to create a good atmosphere before a business meeting?
How important s it to work in an office with a positive, relaxed atmosphere?

Which of the speakers had the most negative experience? Why do you think that was?
How do you think this kind of communication problem could be avoided in the future?

B W N R

D Teacher’s resources: extra activities



7.2 )| Cultural anecdotes EO

Grammar Past tenses: Past Simple, Past Continuous and Past Perfect Simple

& 5 Look at sentences 1-3 from the recording. Match the verb forms with uses a-c.
1 When |wentinto (the chairman’s) office, | was surprised to see a shrine.
2 While I was living in Kenya, | discovered that optimism is highly valued in Kenyan society.

3 Later, they admitted that that they couldn’t meet the deadline, even if they had
previously agreed to it.

a Use the Past Perfect Simple to talk about a finished or completed past action or event
that happened before another action or event in the past.

b Use the Past Simple to talk about finished or completed actions/situations, or past
events that happen one after the other.

¢ Use the Past Continuous to talk about past actions or events that were in progress or
happening at the same time.

- page 124 See Grammar reference: Past tenses
=2 page 117 See Pronunciation bank: Phrasing and intonation in past sentences

o 6 Match the sentence halves.
1 Just after the exam finished, a hehad forgotten to bring his presentation slides.
It was unfortunate because b that he'd learntabout a new language and culture.
¢ they had agreed to the deal, when in fact they hadn’t.
d

2
3 Theworst thing was they
4 he suddenly realised he had made a mistake but it

Once, when we negotiated with

a Chinese supplier, we thought was too late.

5 When we finally arrived at the e hadn’t told us their CEO was coming to visit.
meeting, f theyd already had a break and eaten all

6 Hedecided that the best thing the pastries!

about his year abroad was

& 7 Complete the sentences with the Past Simple or Past Continuous form of the
verbs in brackets.

1 You (not be) in the meeting yesterday, (be) you?

2 Whilel (travel) around India, complete strangers often (ask) me
personal questions about my marital status and how much money | (earn).

3 Iremember he (still study) for his degree when he (get)an
opportunity to work abroad, but he (notaccept) it.

4 When | first (join) this international company, | (can not)

adapt to the time differences for having online conferences but then it
(become) easier.

5 Whenyou (negotiate) with Americans, (you/find) they
usually said what they (think) and were very direct?
Zii:?:gtsi\;ﬁ?::rcesz 6 Whenyou (do) business in Japan, (be) you surprised at the
way people (hold) your business card and studied it carefully?

Speaking and 8A workin pairs or small groups. Tell anecdotes about some of the situations in the
p group
writing box. Use past tenses from this lesson.

an annoying boss/parent  a communication problem  animportant meeting
a special occasion with music  a stressful situation atime you quit something
the first time you were away from home your first job

Let me tell you about my experience of working/studying in/at ...
At the time, I was -ing ... ; Once, when/while | was ..., I had to ...,
In countries such as ..., it’s very important to ... . For example, when/while ...

B Write one of your anecdotes in 120-150 words. Use different past tenses. Look
at the audioscript on pages 149-150 to help you.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment




{// COMMUNICATION SKILLS

- Decision-making

Lesson outcome Learners are aware of different ways to make decisions and can use phrases
for expressing preferences.

Lead-in 1A People from different cultures make decisions in different ways. Work in pairs
and answer the questions.

1 How do you make decisions with other people?
2 Whatis the most effective way for you to make decisions (for example, when organising
an event like a party for a colleague or fellow student)?

E Read the information on how two different cultures approach decision-making.

1 Which culture, A or B, do you feel closer to?
2 Whatrisks are there when someone from Culture A is working with someone from Culture B?
V Culture A V Culture B

It's important to have consensus. This means it’s important It's important to be decisive. If the group can't reach a decision,
to act as a group and have a discussion before decisions are then the person responsible should make one, based on the
made. The process of reaching a result is just as important information available. Achieving results and reaching decisions are
as the result itself. Deadlines are useful to keep people more important than the process of getting there. People who
focused, but they should be seen as flexible and can be respect deadlines show both commitment and competence.
moved around as circumstances or objectives change. Those who don’t may be seen as unprofessional or disorganised.

O VIDEO 2 H 731 Watch as Stefanie and Paula prepare for a meeting with potential
customers from a Mexican chain of business schools, Susan and Pedro.

What goal do they each have for the meeting?
2 Which approaches do they want to take? Why?
What problems do you foresee?

In small groups, discuss which is the best approach (Option A or B) for Paula and
Stefanie to use to get commitment from their potential customers. As a class,
decide which video to watch first.

Option A - Focus on your expertise and lead the discussion toward fixed dates and
decisions you have in mind.

Option B - Focus on finding out more about their needs and priorities and make
decisions together about dates and other steps.

optionA [l 732 B Watch the videos in the sequence the class has decided and answer the same
optionB B 733 questions for each video.

1 How do Susan and Pedro react to the approach taken?
2 Whatis the solution that is agreed? Who suggests it?
3 Overall, how successful was the decision-making process? Why?

£ In pairs, discuss how you think Paula and Stefanie felt at the end of each video.
Think about the result and the decision-making process.

O 5 B 732 Wwatch the Conclusions section of the video. Note down the three
cultural differences mentioned and the recommendation for overcoming them.
Have you experienced any of the differences? If so, how did you overcome them?

Reflection 6 Thinkabout the following questions. Then discuss your answers with a partner.
1 Which communication style do you think is more effective when reaching decisions? Why?

2 Does your culture influence how you make decisions? How? What are one advantage
and one possible disadvantage of your own personal style?

3 Following this lesson, decide one thing which you can do to handle working across
cultures more effectively in the future.

== page 117 See Pronunciation bank: Strong or weak?

72



7.3 >| Communication skills: Decision-making

Functional Expressing preferences

language 7 Complete these expressions of preference from the video with a word or phrase
& inthebox.
happyto keen 1 I'm to [keep the focus on our launch date].
prefer [not] to 2 1/1d [try to find consensus].
sure  want 3 We're [work around your needs].
4 |just to [make sure that we're all being realistic].
5 I'm that [we don't want to waste your time].

@ 8A Match the beginnings of the phrases 1-7 with the endings a-g to complete more
expressions of preference.

1 My preference is / would be (not) a ld[choose the red one].

2 |don’t mind b to[stick to our current supplier].

3 lwould rather (not) ¢ [whatwe do/waiting for a bit longer].

4 I'm(not) keen d [had the meeting next week].

5 Ifitwere up to me, e [make the decision now].

6 Iwould rather [we/you/they] f [youemailed us the details].

7 Wed prefer it if g on|[theidea/changing our plan].

E Which phrase in Exercise 8A indicates that the speaker does not have a preference?

@9 Complete the dialogue with the correct form of the verbs in brackets.

A: Where shall we hold next year’s graduation ceremony? I'm not keen on ! (book)
the same hotel again. The catering was terrible.

B: Yes, I'd rather we? (look) at other options, too.

A: Ifit? (be) up tome, 14 (cancel) the whole event. It's such
a headache to organise.

B: Don‘tworry! I'm happy ® (do) some research. So, what are we looking for?

A: I'd preferitifwe® (choose) somewhere closer to the city centre.

B: Yes, but then it gets expensive. I'd prefer”’ (notincrease) the cost. People
don’tmind® (go) to a hotel further away if it has good public transport links.

A: OK, I'll leave it with you.

Teacher’s resources:
extra activities B Work in pairs and practise the dialogue in Exercise 9A.

10A workin pairs and look at the three situations. Discuss the points in the box
and any ideas of your own. Talk about your preferences and try to come to
an agreement.

1 Youwantto organise a team-building event for the staff in your department.

accommodation activities duration location timeofyear transport

2 You want to redesign the room you are sitting in right now.

colours décor equipment furniture lighting

3 Youwant to open a new retail store in your town.

advertising location pricing productrange target market
type of store

E Who had the strongest preferences in the group? Which phrases
from Exercises 7 and 8A did you use? Which ones did you find
difficult to use?

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



BUSINESS SKILLS
74) Relationship-building

Lesson outcome Learners are aware of strategies for building relationships and can use phrases
to keep a conversation going.

Lead-in 1A workin pairs and look at the topics in the box. Which do you talk about when you
meet people for the first time? Which do you avoid talking about?

family hobbies/interests professional experience and qualifications politics
relationships religion sport travel weather work

B How do you build relationships with new people in a social situation, e.g. at a dinner?

o Listening 2A Work in pairs. Look at the list of strategies for building relationships with new people
and discuss which you think are the most important.

STRATEGIES 1 Beinterested and ask questions. 6 Find out and talk about things you have in
FOR BUILDING 2 Be careful your interest doesn't sound like interrogation. common, e.g. interests, family, etc.
RELATIONSHIPS 3 Don't make assumptions about people from the first 7 If possible, adapt your usual communication
impressions you have of them. style to be closer to the other person’s.
4 Take time to get to know the other person. 8 Try to talk about things the other person wants

5 Think about how they behave and the possible reasons why. to talk about.

#» 702 Listen to the beginning of an informal dinner at an international
networking event.

Which topics does Peter try to talk about with Tadashi?

What topics do Peter and Pilar mention?

Which strategies from Exercise 2A does Peter use?

What first impression do you think Peter has of Tadashi and Pilar?
What impression do you think they have of Peter?

#» 7.03 Listen to the next part of the conversation.

How does Peter adapt to make the conversation more comfortable for both Tadashi and Pilar?
Which topics do they talk about?

Which strategies from Exercise 2A does Peter use?

#» 7.04 Listen to Peter later that evening, talking about what happened.
What conclusion does he reach about first impressions?
Which points from the list in Exercise 2A did he think about?

N =D wNneEM uaps wNn R

Functional Keeping a conversation going
language FA Lookat the example from Part 1 of the conversation. Then match the sentences 1-5
¢y toresponsesa-e and follow-up questions or comments i-v to show how to make
links in conversations. Check your answers in the audioscripts on page 150.

Initial question or comment Response Follow-up question or comment

1 What do you think of the a |wentto Brazil. i Yes that'sit.
elections? \

2 What doyou do? N b rm working on one at the moment. ii Butyoumust have anidea. What do

\ We're making ads thatwillrunin planes. | A1 you think?

3 Whatsort of campaigns do "¢ Idon't know. iii You're an accountant. Really? I'm a finance
you design? specialist. Who do you work for?

4 Where did you go on holiday? d Soyou'reinthe middle, then? iv Great!

5 You know, | also have two e |'manaccountant during the day and v That project sounds really interesting.
brothers, like you. I'play in a local band at weekends.




< e

B Now match sentences from each column in the table below to make
logical conversations.

Initial question or comment Response Follow-up question or comment
1 [I'vejust come back from a trip to a VYes, that's right. | play for my local club i Definitely! There are some fantastic
Tokyo. Have you ever been to Japan? most weekends. Do you play? theme parks and the food is amazing.
2 lunderstand you play a lot of tennis. | b I’'m working on a new project with the ii Ohyes, I've heard about that. The
Is that right? Milan team, but we're still trying to get funding process is really stressful,
funding. isn‘tit?
3 What are you working on at the ¢ No, but actually 'm thinking about going iii |do.Perhapswe should arrange
moment? next year with my family. Would you a match sometime.
recommend it?

C Work in pairs and practise the three-part conversation structure. Use a conversation
starter from Exercise 3B or your own idea. Use the phrases in Exercises 3A and B

to help you.
+ I'vejust come back from ...
Teacher’s resources: « lunderstand that/you ...

extra activities .
« Whatare you working on at the moment?

2 TASK

Z.A You are at an induction day in a new company. C Think about what did/didn’t go well.
Prepare to talk to some of the other recruits + Which topics from Exercise 1A were
and build relationships. Look again at the list discussed?
in Exercise 1A and the strategies in Exercise 2A. - Which strategies from Exercise 2A were used?

Think about what topics you will talk about

. . . 5
and what questions you can ask. Which phrases from Exercises 3A and B were used?

- Give each other feedback and make suggestions for
B Work in pairs. Introduce yourselves and spend how to improve next time you practise.
a few minutes making small talk and building o
your relationship. Aim to talk about at least two D Change partners and repeat the activity. Try to
to three topics. Try to reflect on the conversation respond to the previous feedback and improve
while you are having it and adapt your approach your approach.
if necessary.

 How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Self-assessment Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.



Lesson outcome ! !
In a written report.

Lead-in

WRITING
7-5) Making recommendations

Learners can give advice, make suggestions and recommendations

€ 111>

Functional language

1 Read the extract from a formal report about a problem w2 Complete the table using the words in the box.

in project teams. Underline all the examples of
suggestions, advice and recommendations. Then
compare in pairs.

Report on cross-cultural
project teams

Recently it has become obvious that staff
need to be trained in cross-cultural working
as we now have several project teams with
members from different countries. For these
projects to be most effective, it is advisable
that everyone is aware of the cultural
background of each team member. If
people are not familiar with the differences,
then cultural problems will become more
complicated. Consequently, to avoid
misunderstandings, it is essential that
everyone in the team learns how each
culture differs.

We therefore suggest that all staff in these
teams do a suitable cross-cultural training
course. You ought to do this quickly
because, unless training is arranged with
immediate effect, some projects will
probably suffer. If this happened, it would
be a disaster for the company.

Our recommendation would be to organise
a course for the staff immediately. Another
suggestion is to visit the other countries. If
team members visited other members in
their own countries, they would get to know
each other better and develop better
working relationships.

Self-assessment

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

advisable obvious ought suggest would

Formal

Itis? (that) everyone has training.

It is essential (that) you do it now.

I/We advise you to change supplier.

We strongly recommend (that) you add more designs.

Our recommendation be to merge with that company.
Itis recommended (that) everyone attends the course.

It has become 3 (that) our clients are not happy.

Neutral

You should increase prices.

My advice is to have a new marketing campaign.
Oneidea is to have drone deliveries.

One thing you could do is change the logo.

If were you, I'd change your supplier.

I/We therefore # (that) you recruit more staff.
Yous to have asale.

We need to train staff better.

Informal

Have you tried speaking to her?
What/How about having a new logo?
Let’s work together.

I think it's a good idea to work in teams.
Make sure (that) you change the order.
It's best to buy in bulk.

You'd better get some help.

Why don’t we change the design?

D Teacher’s resources: extra activities

D The report contains examples of first and second
conditional sentences. Go to MyEnglishLab for optional
grammar work

= page 124 See Grammar reference: First and second conditional

3 A Work in pairs. Proofread the informal email on page 131 and find eight language
mistakes. Think about grammar, missing words and unnecessary words.

B Look at the notes on a situation on page 129. Write a formal report of about 180 words
giving suggestions, advice and recommendations about the best course of action.

C Exchange reports with your partner. How many functional language phrases did your
partner use? Is there anything you think could be improved?




Learning to lead

Lesson outcome: Learners can use common verb and noun
collocations related to work and leadership.

Neuroleadership

Lesson outcome: Learners can use relative pronouns (who,
that, which, when, where, whose) in defining and non-defining
relative clauses when speaking and writing.

Communication skills: Giving and receiving feedback

Lesson outcome: Learners are aware of different ways to
give feedback and can use a range of phrases for giving and
receiving feedback.

Business skills: Leading meetings

Lesson outcome: Learners are aware of techniques for dealing
with interruptions and can use a range of phrases for leading
and managing meetings.

Writing: Informing of a decision

Lesson outcome: Learners can write an email informing staff
or colleagues about decisions taken.

Business workshop 8: Review 8:

Pronunciation: 8.1 Glottal stops

Video: Safari Vet School
Vocabulary: Leadership
Project: Research and write a short article about a great leader

Reading: Business leaders need neuroscience
Grammar: Relative clauses
Speaking: Truth or lie game using relative clauses

Video: Positive and developmental feedback
Functional language: Giving and responding to feedback
Task: Give and respond to developmental feedback

Listening: Managing a team meeting
Functional language: Leading and managing meetings
Task: Lead a mini-meeting

Model text: Email about decisions made by Board of Directors
Functional language: Formal and semi-formal language for decisions
Grammar: Reduced relative clauses

Task: Write a formal email to inform staff of decisions made

Grammar reference:

8.2 Phrasing and intonation in relative clauses

277¢€



8.1

Lesson outcome

Learning to lead

Learners can use common verb and noun collocations related to work
and leadership.

Lead-in 1A Discuss your views on these comments.

o4

Teacher’s resources:
extra activities

1

= Ul o pwWwN R

Great leaders are born not made.
Nobody really agrees about what the characteristics of a great leader are.
Being a leader is different from being a manager.

2

3

B Work in groups. Decide what the three most characteristic features of a leader are.
2

You are going to watch a video about a TV show called Safari Vet School. What do
you expect to see?

O 811 Wwatch the video and complete the notes.

1 The name of the reality TV show Safari Vet School

2 Thetype of contestants

3 The purpose of the show

4 Nadia’srolein the task

5 Therole of Steve the TV vet

Watch the video again and decide if these sentences are true (T) or false (F).
Correct the incorrect sentences.

The contestants come from South Africa.

Nadia admits she feels intimidated by this challenge.

The animal must be treated quickly or it could die.

The Park Manager criticises them for not completing the task.
Nadia feels the team members were not happy with her.
Steve says Nadia asked her team too many questions.

Work in pairs or small groups. Discuss these questions.

In what ways do you think Nadia will be a good leader? How might she become
a bad leader?

2 Doyou agree with Steve that Nadia needed to consult her team more during the task?

Why / Why not?

3 Inwhatsituationsis it better for a leader to ask their team questions? In what situations

should a leader take control?

4 Would you watch Safari Vet School? To what extent is it entertainment and to what

extent s it educational? Which do you prefer?

== page 117 See Pronunciation bank: Glottal stops

Vocabulary Leadership

& 6 Match the two parts of the phrases you heard in the video. What are the verb

and noun collocations?

1 ..knowingwhen to delegate a key decisions ...
2 ..thesearejustasimportantin running b responsibility?
3 Asteam leader, Nadia has to make c ateam..

4 ... you'dtakenontoo much d tasks.



8.1 © Learning to lead

& 7/ Replace the underlined phrase(s) in the sentences. Use one verb from the box
in each sentence and put it in the correct position.

copewith delegate prioritise run set trust(x2) win

A good manager knows when to give part of the work to a member of the team.

Let’s put these tasks in order of importance so we do the most important work first.

Staff must feel sure that their manager’s judgement is correct.

She wants to establish short-term and long-term goals for her career.

You need a lot of skills to be in charge of a large department.

People believe that great leaders are honest and will not do anything bad or wrong.

I think it's very hard to deal successfully with failure.

The new manager is finding it hard to gain his staff’s respect because he is younger than them.

M o N hwWNR

<

Find the verb (1-6) which collocates with all the words in a group (a-f). Check new
words in your dictionary.

1 copewith a an effort, decisions, mistakes, people feel safe
2 give b anexample, high standards, priorities, the tone
3 make € acrisis, constant change, stress, strong criticism
4 run d abusiness, the country, a meeting, a team
5 set e yourinstincts, the statistics, your team, each other
6 trust f clearinstructions, constructive feedback, praise, support
9 work in pairs. Discuss these questions.
1 Doyoufind it easy to cope with stress? How do you cope with it?
2 How can managers best give support to their staff?
3 What should a manager do when staff make mistakes?
Teacher’s resources: 4 Inwhatways can a manager set an example for the team?
extra activities 5 What can happen when managers and staff don’t trust each other?

) PROJECT: Great leaders

10A workin pairs or small groups. Research a great leader. Follow these steps.
« Individually think about leaders from two or three of the areas in the box.

business entertainment sports your family
your friends your organisation your community

« Try to define what makes them good leaders.

« Talk to your partner/group about one person and why
he/she is a good leader.

+ Who do you think are the best leaders from the
people you talked about?

5 Research the biography and key qualities
of one of the people you discussed in
Exercise 10A. Write a short article of
100-120 words about that person,
saying why you admire him/her.

Indra Nooyi, Pepsi CEO

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Self-assessment Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.
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Neuroleadership

Learners can use relative pronouns (who, that, which, when, where, whose)
in defining and non-defining relative clauses when speaking and writing.

Lead-in

D

with the definitions.

A Ul B W N

Children sometimes have strong will.

Itisimportant to reward good behaviour.
There are opportunities for professional development.
She had great empathy with people.

Look at the sentences. Can you work out the meaning of the bold words from
the context? If you need further help, turn to page 129 and match the words

The company seems to have a very old-fashioned mindset.
A moment’s reflection will show the stupidity of this argument.

Work in pairs or small groups. Discuss these questions.

N =

3 Why s reflection important in leadership?

Does a good leader always need to have a strong will? Why / Why not?
Why is it important for leaders to have empathy?

Look at the article headline. What do you think is the connection between
neuroscience and business leadership?

Read the article quickly. What is the writer’s conclusion?
a Inprincipleitis a good idea to train leaders’ brains to improve their skills.

b Leadership brain-training techniques are generally unethical and high risk.
Itis relatively quick and easy to adapt a leader’s mindset with brain training.

Business leaders need neuroscience

‘Do you want to sell it? Put a brain on it.” Molly Crockett, neuroscientist

Excitement about neuroscience is high among business
experts. Neuroleadership, 'which is based on research
into the brain activity of leaders and potential leaders, is
a fast-growing area. For decades experts saw managers as
interchangeable. Then researchers started to identify the
different types and mindsets of executives and what impact
their behaviour had on their

companies.

Now, ‘I'm reading everything
I can about neuroscience,’
says Abbie Smith of Chicago
Booth business school, *who
has looked at the benefits for
companies that appoint ‘“frugal’*
executives. “We take as a given
that these behaviours indicate
mindset. But the question is:
what can change?’

Brains can. Dr Tania Singer
recently presented ‘research
which shows intensive exercises
in empathy can break selfish
habits and change ‘the brain’s
hardware’ so people become more altruistic. If we can
work out how to change executives from one ‘type’ (selfish,
say) to another (altruistic), it could open up whole new
possibilities for training and development.

*frugal: careful to buy only what is necessary

30

Caution is essential. As neuroscientist Molly Crockett
pointed out, more people agree with the findings of a
scientific article with a picture of the brain than the same
article unillustrated. Neuroscience “that is reliable can teach
us more about leadership. However, there are also ethical
concerns. An unscrupulous boss could use brain-training

techniques to make his team better
35 at pursuing bad or short-term ends.

Despite this, leaders should
pursue positive, thorough
scientific methods to improve
how the brain performs. Barbara

40 Sahakian of Cambridge University
found entrepreneurs were better
adapted to taking ‘hot’ decisions,
such as making a risky investment,
than their managerial counterparts.

45 Extrapolating from those
results, companies could design
courses to retrain managers’
brains to make the risk-averse
become more entrepreneurial.

50 One obstacle is time. A new book,
Neuroscience for Leadership points out that to develop some
of these skills still ‘depends on tremendous motivation and
will, and years of practice, reflection and feedback’. Most
chief executives do not have years. But their successors do.



8.2 )| Neuroleadership

4
1
2
3
4
5
6

Read the article again and answer the questions.

What does the writer say is the reaction of business experts to neuroscience?

What was the assumption about managers when studying organisations in the past?
How can neuroscience potentially help companies and managers?

What six ‘types’ of executives are mentioned in the article?

Why should companies be cautious about brain training?

What five key elements are required to develop neuroleadership skills?

Teacher’s resources:
extra activities

Grammar Relative clauses

& 5A Read the information about relative clauses. Then look at the underlined phrases
(1-4) in the article. Which are defining and which are non-defining relative clauses?

A defining relative

clause is part of a B What are the relative pronouns that introduce the relative clauses? What are other
sentence that gives common relative pronouns?

essential information

about a person or thing. = page 125 See Grammar reference: Relative clauses

=% page 117 See Pronunciation bank: Phrasing and intonation in relative clauses

W 6A Complete the sentences with suitable relative pronouns (when, where, which, who,

. . whose, that). There may be more than one possible answer.
A non-defining relative

clause is part of a 1 Business needs leaders can adapt to complex and changing conditions.
sentence that gives extra 2 Barack Obama, father was a Kenyan economist, was born in Hawaii.
information about a 3 Thisis the brain-training app I told you about.
person or thing. 4 Do you remember the day you first started at the company?
5 Aleadershipstyle is autocratic involves individual control over all decisions.
6 Sheisamanager many people admire.
7 Oxford University, twenty-seven British prime ministers were educated, has
thirty-eight colleges.
8 DrTania Singer is the neuroscientist we saw at the conference.

B In which sentences can we omit the relative pronoun? Why?

& /A Combine the sentences using relative clauses.
0 Kyotoisin the central part of Honshu Island. It has a population of about 1.5 million.
Kyoto, which has a population of about 1.5 million, is in the central part of Honshu Island.
The workshop was cancelled at the last minute. She planned to attend it.
Leading a team must be very difficult. | wouldn’t like to do it.
The university has a course on neuroleadership. | studied there.
Her book instantly became a bestseller. It was published last year.
The restaurant has a good selection of desserts. We often go there for lunch.
London is an expensive city. It is the capital of the UK.

Teacher’s resources:
extra activities
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When do you need to use commas with the relative clauses in Exercise 7A? When
can you omit the relative pronoun?

Spea king 8a Prepare five sentences about your life using relative clauses. Make some true and
some false.

1 go to Frankfurt, where my mother’s family live, every summer.
My sister, who works in Marketing, used to be a professional basketball player.

B Listen to each other’s sentences and ask questions. Decide which sentences are true
and which are false.

Oh really? Remind me, what's the name of Frankfurt airport?
That’s interesting. Can you tell me which team she played for?

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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



COMMUNICATION SKILLS

Giving and receiving feedback

Lesson outcome Learners are aware of different ways to give feedback and can use a range of
phrases for giving and receiving feedback.

Lead-in 1 pairs, read the definition of ‘feedback’ and discuss the questions.

feed-back /fi:dbak/ ®®O 53 W3 noun [uncountable]
1 advice, criticism, etc. about how successful or useful something is

1 Whyisfeedback important for you?
2 Why s feedback important in business?

@ VIDEO 2 [ 531 Watch as Matt prepares for the project-closing meeting, following the
successful launch in Mexico and Japan. What sort of feedback is he looking for?

In small groups, discuss which is the best approach (option A or B) for giving
feedback to your manager. As a class, decide which video to watch first.

Option A - Positive feedback
Feedback confirming what someone did well and their successes.

Option B - Developmental feedback
Feedback telling someone what they can improve on.

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

What do they say Matt did well?
How does Matt respond?

optionA @832

Overall, how successful do you think the feedback meeting was? Why?

How does Matt respond?

1
2
3
optionB 833 1 Whatdo theysay Matt could have done - or could do in the future - to improve?
2
3 Overall, how successful do you think the feedback meeting was? Why?
Cc

Work in pairs. Based on the two videos, what do you think are the benefits and
the risks of each approach to feedback?

O 4 s34 Watch the Conclusions section of the video and make notes under the
following headings. How far do you agree with the tips? Why?

Giving feedback 1

Receiving feedback 1

Overall conclusion

Reflection 5 Thinkabout the following questions. Then discuss your answers with a partner.
1 Ingeneral, which approach do you prefer when giving or receiving feedback?

2 Do you actively ask for feedback from others? Do you think it's a good idea? Why / Why
not? Who do you ask for feedback from? What kind of feedback?

3 Following this lesson, decide one thing which you can do to give or receive feedback
more effectively in the future.

82



8.3 >| Communication skills: Giving and receiving feedback HED

Functional Giving and responding to feedback
language ¢

Put these examples of feedback from the video into the correct category in the table.
1 Ithinkyou did a very good job of [communicating with the team].

It [is/was] your responsibility to [make sure that we all knew each other], but ...

I think in future if [you gave us all a timeline], that might [help].

It [is/was] good that you [asked Stefanie to help out].

['m always very busy, but] I don’t think [you understood that].

What [Keniji's] saying is that [you often waited until things were urgent].

N o v B W N

You could have [called each of us], that would have been good.

Positive feedback Developmental feedback

I'mreally impressed with/by [the work | The [work wasn’t completed on time], do you have any
youdidon ...]. idea why?

Not a big deal, but [for next time], remember to ...

& 7 Now add these headings to the table for responding to feedback.

Explore Responding to feedback
Respond and reflect PR FE— G
Thank Great! Thanks Stefanie. Can you be a bit more specific I'm happy you feel that.
| appreciate that feedback. | about..? Right, I'll [certainly] bear that in
Can you say more about whatyou | mind.
mean by ..? I'll [certainly] take those

Can you give me an example of ...? | comments into account.

8A Look at these situations. If you were the manager, what would you say?
1 Anew member of staff seems very shy and never contributes ideas in meetings.

2 Afellow manager dominated a recent meeting with important clients and interrupted
them all the time.

3 Amember of staff has started arriving at work late. Other colleagues have noticed this.

Teacher’s resources: B Compare your ideas in small groups. What were the best examples
extra activities of developmental feedback?

9A workin pairs and roleplay the
situations from exercise 8A. Take :
turns to give and respond to the 4
feedback. ¢ TASK
B Work with another pair. Choose .
your best roleplay from Exercise
9A and repeat it for the other
pair. In your groups discuss
how easy it was to give
developmental
feedback. Who
responded best to
feedback?

|

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



8 4) BUSINESS SKILLS

; Leading meetings

Lesson outcome Learners are aware of techniques for dealing with interruptions and can use
arange of phrases for leading and managing meetings.

Lead-in 1 workin pairs and discuss which statement (a or b) in each pair you most agree with.

1 a Meetings are where decisions are made. People should argue strongly about their
opinions and disagreement is not unusual.
b Meetings are for having discussions and sharing opinions. The decisions should be made
later by individuals.

2 a Theleaderis ajust afacilitator. Everyone can speak freely when they want.
b The leader controls the meeting. People must be invited to speak.
3 a Meetings must start and finish on time.
b It's OK to start up to fifteen minutes late and finish late if necessary.
4 a Thereshould be no external interruptions, e.g. mobile phone calls.
b Important phone calls may be accepted during a meeting, but only for up to five minutes.

& Listening 2 # 801 Listen to the beginning of a meeting and answer the questions.
1 Why has John arranged the meeting?
2 Whatis the goal of the meeting?
3 Whatare the five stages of the meeting? focus on the goal, ...

& 3 4 802 Read the 7 Golden Rules and listen to the middle part of the meeting.
Which strategies does John, the leader of the meeting, use to manage interruptions?

Allow the interruption, and then go back to the original speaker.

Acknowledge the importance of what the interrupter is saying.

Stop the interruption and let the first speaker finish.

Limit the length of speaking time.

Stop the interruption and check with the first speaker if the interrupter can continue.

Golden Rules
for managing
interruptions in
meetings Raise your voice and speak louder.

Move the focus back to the agenda and the process.

NOoO U h WN=

W 4A %803 Listen to the end of the meeting. What are the action points for each person?

B Listen again. Which of the following did John do?

1 Review the discussion 4 Assign action points to different people

2 Review the decisions 5 Askforacceptance or understanding of the tasks
3 Askfor confirmation of the decisions 6 Setaday and time for the next meeting

Functional Leading and managing meetings

language 5A Complete the phrases from the start of the meeting in Exercise 2 with the words in the

X box. If necessary, use the audioscript on page 150 to help you.

focusing thinking goal called

Welcoming Thanks, everyone, for coming to [this special meeting today].

Openingthe | I this meeting because [I need your help to prepare the
meeting presentation].

The? for this meeting is to [decide which information we want to
present to senior management].

So, we have one hour. Let's start by 3 on [our goal, then we can
collect and discuss some ideas and make some decisions].

OK, let’s begin by * about [the management meeting].




8.4 )| Business skills: Leading meetings

B Now complete the phrases for dealing with interruptions with the words in the box.

agenda back concern important limit

Managing | can understand what you're saying is * ,but please let Angela
interruptions | finish. We can come to you next.

Could you try to2 your [overview] to about [two minutes]?

0K, 3 to you [Philippel.

[Bettinal, | understand your* .
[The market research results] aren‘t on today’s ®

C Put the words in the correct order to make sentences for the closing stages of a meeting.

Reviewing 1 hasbeen/This/ productive / a very / meeting
thediscussion | > through / useful / both our successes and areas for concern / It was / to talk

Referring to 3 are/from this/action / meeting / points/ The/ ...

action points | 4 of/ philippe / an overview / the media campaign / you'll prepare

5 tasks/OK/ s everyone / their / with /?

6 haveany/todo/theyhave/questionsabout/Does anyone / what/?

Teacher’s resources: Next steps 7 at2p.m.on/Let’s meet/week/finalise everything / again to / Friday next
extra activities 8 your completed tasks / of business / on Thursday / Please send me / before close

6A workin groups of
three. You are going
to take turns to lead
a mini-meeting on one of
the topics below. Read the
information, decide who will
lead each meeting and prepare.

> TASK

Meeting topics

1 Decide on an event for an end-of-
year party. Discuss what needs to be
planned, a timeline for planning and
action points.

2 Decide on the best time to do homework
from this course. Discuss your ideas and why you
think your preference is best.

3 Share a problem you're having in one area of
your life. Discuss the problem, identify possible
solutions and decide the next steps.

C After each meeting, give feedback to the leader.
Use the checklist to help you.
Preparation The leader:

+ Meeting leader: Use the categories and phrases
in Exercise 5 to help you prepare. Think about the
structure of the meeting.

+ Meeting participants: Prepare the language and
phrases you think you’ll need to discuss the topic.
During the meeting, you will try to interrupt another
speaker once or twice.

started the meeting with a clear goal and process.
managed interruptions well.

reviewed the discussion and decisions.

assigned action points.

closed the meeting.
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In your group, discuss how easy or difficult it was to

B Hold your meetings on each of the topics. lead each meeting. Give reasons for your answers.

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Self-assessment Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.



WRITING (EmEED
Informing of a decision

Lesson outcome Learners can write an email informing staff or colleagues about decisions taken.

Lead-in 1 Read the formal email informing managers of decisions made by the Board of Directors.
Proofread the email and find eight spelling mistakes. Then compare in pairs.

< = 4 < 1) = m|

From: David Jenks, CEO To: All managers Subject: Board Meeting decisions ‘

This is to inform you of the decisions reached at the meeting yesterday about the
future leedership and management structure of this organisation. |

As | am retiring at the end of the year, | am pleased to announce that my succesor
has been apointed. The Board has decided that the new CEO will be Franco Sorrento,
currently CEO of our Italian subsidary.

Secondly, it was decided that all directors serving on the bored should have hands-on
experiense within the company as there seems to have been a disconnect between
them and the management team recently. The debate about the disconnect was lively,
but finaly we reached a consensus that directors will visit each departement over the
next month and hold question and answer sessions.

The final decision of the meeting was to overturn the decision taken last year to
reduce the number of current managers. It was agreed that with the ongoing increase
in export sales, this was no longer necessary.

Functional 2 complete the table using the words in the box.

language

guag < agreed announce came consensus couldn't inform know reach tell
Formal Semi-formal
Thisisto? you of our decision to ... I'm writing to’ you about

We are pleased/delighted to? that... the decision to. .

. .
The Board has decided/agreed that ... Justtoletyou® ______ whatwas decided.

Let me tell you what we decided.

We reached a? that/about ...
) . We all agreed/decided that ...
The final decision was to ... g
We'
, - It was * that e've arranged to
D Teacher’s resources: . Wethought that it was best to ...
extra activities Wefailedto®>_ anagreementabout ...
D The email contains We 6 to a decision that/about ... We’___agreeabout..
examples of reduced

I'm happy to say that we’ve decided to ...

relative clauses. Go to
MyEnglishLab for optional
grammar work. =2 page 125 See Grammar reference: Reduced relative clauses

FA Workin pairs. Read the informal email on page 131. Rewrite the email to make
it more formal.

B Look at the meeting notes on page 135 and write a formal email of about
180 words to inform staff of the decisions made.

C Exchange emails with your partner. Which functional language phrases did
your partner use? How many were different from the ones you used?

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

+ Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment



Business Workshops

Office space p.88

Lesson outcome: Learners can exchange information
about texts they have read and can contribute ideas in
a discussion to design an office space.

Kloze-Zone p.90

Lesson outcome: Learners can understand the
challenges facing a retailer and can describe ideas for a
promotional event and marketing campaign.

Social media manager required p.92

Lesson outcome: Learners can compare CVs/résumes,
talk about professional experience and ask and answer
questions in job interviews.

Supermarket wars p.94

Lesson outcome: Learners can use key information
from a text to complete a chart and can make choices
about company strategy, giving reasons.

Robots wanted for a warehouse p.96

Lesson outcome: Learners can understand the
details of supplier processes and can negotiate and
summarise the key terms and conditions of a deal.

Doable crowdfunding p.98

Lesson outcome: Learners can understand the main
points in crowdfunding pitches and can prepare and
deliver a short crowdfunding pitch.

Cross-cultural consultants p.100

Lesson outcome: Learners can exchange information
about texts they have read and can give a brief
presentation with recommendations for working
across cultures.

Talent management p.102

Lesson outcome: Learners can understand details in
conversations about training needs and can participate
in a discussion to design a personal development plan.

Listening: Employee views on their workspace
Reading: Millennial-friendly workspaces
Task: Design a new office space

Listening: Customer and staff feedback on a clothing store
Task: Brainstorm a brand awareness campaign
Writing: An email summary of the campaign

Video and listening: Three video CVs

Listening: First interviews

Reading: Analysis of three CVs and covering letters
Task: Conduct a second interview

Reading: Profiles of competing supermarket chains
Task: Select the best strategies for growth

Listening: Compare your strategies with a business
news report

Listening: Criteria for choosing a supplier;
Teleconferences with suppliers

Task: Negotiate and select a supplier

Writing: A formal email confirming the result of the
negotiation

Video and listening: Three crowdfunding pitches
Speaking: Decide which crowdfunding project to back
Task: Prepare and deliver a crowdfunding pitch

Reading: Blog posts on cultural awareness

Listening: Interviews with staff about working
internationally

Task: Recommendations for working in your culture

Writing: A formal email confirming the outcome of the
presentations

Listening: Employees talking about their training needs
Reading: Profiles of training courses

Task: Design a development plan for an employee
Writing: An email to justify a training course

287«



BUSINESS ,
WORKSHOP 1) Office space

Learners can exchange information about texts they have read and can
contribute ideas in a discussion to design an office space.

Lesson outcome

Backg round 1 Readthe background and discuss the questions with a partner.
1 Whatis ‘arbejdsglaede’? Is there a similar concept in your country?

2 Inwhatways do you think the physical environment can make someone more or less productive
or happy at work?

3 What physical features do you like most and least about the place where you work or study?

Ditigal is an internet media organisation offering music, news and entertainment to millions
of subscribers. This dynamic, fast-growing enterprise, which is only seven years old, has over
300 employees. The company is planning to move into bigger headquarters soon.

7

Danish co-founder and CEO, Clara Jensen, is a strong believer in the concept of ‘arbejdsgleede
- from ‘arbejde’, the Danish for work, and ‘glaede’, the word for happiness - literally meaning
‘happiness at work'

Jensen is aware that employees who enjoy their work environment will be more engaged,
productive, innovative and happy. This in turn will lead to greater customer satisfaction and
success for the organisation.

Giving everyone a voice is a core value of the company and Jensen wants her employees’
input on design of the new offices.

Finding out what 2A As part of the consultation process, employees at Ditigal were asked what they
employees think $ would change about the current workspace. Look at the survey results and

complete the sentences.

The most popular request was for .

This was followed by the need for and .
More than the staff commented on problems with noise.

Onein two people wanted .
Three in ten people wanted the option to

Ul B W N =

Most desired workspace changes

More natural light

Bigger personal workspace
More private meeting rooms 70%
Nicer communal areas 80%
Fewer noise distractions 55%
More visual & acoustic privacy 55%
Access to outdoors 50%

Option to work away from the office 30%

B Work in pairs. What other conclusions would you draw from the graph?

@ 3 £ BW10l Listen to some employees giving their views. Which speaker talks
about a) the communal areas, b) the office layout and c) the general impression?

Teacher’s resources: @ 4 Listen again and summarise the main suggestion(s) each person has for changes
extra activities to the workspace.
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The office as
somewhere
to enjoy

offices happy places to work.

Business workshop 1

Work in pairs. Find out about what some companies are doing to make their

Student A: Read the article on this page.

Student B: Read the article on page 132.

Teacher’s resources:

extra activities

KT

Picnic tables and Xbox

Digital start-up GoCardless is typical of a millennial-

friendly workplace. Its open-plan office in a warehouse

in East London centres on a hub of picnic tables and an

Xbox. Its 50-strong team is frequently treated to lunch and
5 monthly company evenings.

For 28-year-old co-founder Hiroki Takeuchi, these perks
are not just gloss and gimmicks. ‘The way we built the
environment is just the way we wanted to work ourselves,’
he says. Mr Takeuchi is one of a new generation of chief

10 executives creating a workplace that blends the office and
the home while forking out on a healthy ‘social budget’ to
promote team interaction.

‘In a way, it’s rooted in work and play not being
necessarily completely separate things. We want this office

15 to be somewhere you enjoy your time. Not somewhere you
come for a set number of hours and then go home as quickly
as you can,” he says.

Work in small groups. Discuss your ideas for the new Ditigal headquarters.
Clara Jensen, the CEO, says you can use your imagination. For now at least,

there is no budget restriction.

Remember to think about:

+  what will be most attractive to young staff.
+ how many zones you want to create and the purpose of each.
+  what messages you want to transmit to visitors.

+ how you want your staff to feel when they’re at work.
+ what will attract workers into communal spaces.

+ what decor and artwork you would like.

Work in pairs with someone from another group.
Present your ideas. Are there any new ideas you
would like to incorporate into your office design?

Turn to page 130 and read the email to find
out what happened after the first year in the
new headquarters. Decide what action the
company should take now.

———

20

25

30

Tell your partner in your own words about the article you read. Which of the
office features mentioned in the articles would be most attractive to you?

At a time when technology allows individuals to work
almost anywhere, companies need to give a younger digitally
literate generation a good reason to come into the office. This
is where stylish physical environments play a role.

The trend has been led by U.S. tech firms, such as Google
and Facebook, that focused on the innovative use of office
space when they could no longer compete for young talent
on salary and on the previous generation’s sweetener of the
company car. What they are competing on now is really
attractive community-based workplaces.

But employers should think carefully before opting for
a fully open-plan office. People think young people want
the office to be a constant brainstorm. But even for highly
collaborative, creative work, you still need space to focus.

Contrary to expectations, technology has not led to the
death of the office but has raised the need for better designed
workplaces.

+ How successfully have you achieved the lesson outcome? Give yourself a score

from O (I need more practice) to 5 (I know this well).

+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.
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BUSINESS
WORKSHOP

Background

Customer and staff
satisfaction

Feedback from
customers and staff

Teacher’s resources:
extra activities

90

Kloze-Zone

Learners can understand the challenges facing a retailer and can describe
ideas for a promotional event and marketing campaign.

Read the background and answer the questions with a partner.

What kind of company is Kloze-Zone?
What kind of brand is it?

u A W N

Kloze-Zone is a successful Japanese fast-
fashion retailer that has expanded globally. It
now has over 1,500 stores in 60 countries and
a reputation for quality clothing for young
people at affordable prices.

The retailer has taken on assistant managers
in its newly opened stores in international
locations. Their duties consist of helping the
store manager, supervising staff, dealing with
deliveries, helping customers, etc.

What are the responsibilities of an assistant store manager?
What kinds of problems is the newly opened Berlin store having?
What will be the possible benefits of solving these problems?

However, some stores that have recently
opened are not doing well. Kloze-Zone has
problems with brand awareness in Europe as
well as poor sales, for example, in Berlin. In
addition, customers complain about long
queues and demotivated staff, while shop
assistants say they are under-staffed and work
long hours.

Depending on their performance, assistant
managers will be promoted to store
managers in new locations in the near future.

Work in pairs. You are assistant store managers in the newly opened store in
Berlin. You are in a staff meeting discussing ways to boost sales in the new
store. What questions can you ask customers to check their satisfaction with
the in-store experience? Consider these points:

+ window displays
« promotional offers
- in-store customer service

- fitting rooms
- waiting time for payment

What questions can you ask staff to check their satisfaction with working

in the store? Consider these points:
+ training / opportunities for promotion
« working hours, breaks and holidays
- staff discounts

- staff turnover
- work atmosphere

#» BW2.01 Listen to some comments from customers and staff about Kloze-Zone.
Match the speakers (1-6) with the problems (a-h). You need to match some

speakers with more than one problem.

owQu "o a N T v

Brand awareness is low.

Window displays do not always engage customers.

Fast fashion is mostly marketed at women.___

Staff work long hours: from 9 a.m. to 7 p.m., including Saturdays and Sundays. ___
The store should have more promotions and offers for customers.

They should have more interesting marketing campaigns.

Shop assistants don‘t help customers in the fitting rooms.

Staff turnover is fairly high in some locations. ____

Which of the issues mentioned relate to customers and which ones to staff?

Which ones relate to both?



Business workshop 2>

Consumer ratings 4 Look at the consumer ratings for Kloze-Zone and its main competitor, the
Spanish retailer Fun & Sun. What are the main problems for Kloze-Zone? Discuss
your answers in pairs.

A: The bar chart shows that consumers think Fun & Sun clothes are better quality than
those of Kloze-Zone.

B: Yes, but they also think both retailers offer good value for money.

A: That’s true. However, as we can see from the chart, the Kloze-Zone brand is not nearly
as recognisable as Fun & Sun.

Il Kloze-Zone 100% /N
I Fun &Sun

Teacher’s resources: 1 H ﬂ d ﬂ ﬂ E

extra activities high excellent innovative in-store customer good brand
quality design experience service value awareness

X/ :
’ //
5 Work in small groups. Hold a brainstorming* meeting to plan a) a one-day

promotional event in November, and b) a new marketing campaign. Both A brainstorming

strategies need to raise brand awareness and attract more customers. ‘ L
Discuss these points: L

meeti
,.. 4 : M

« the main features of the promotional event: what, when, where,
who and how.

 how you will use social media, street marketing and other
marketing channels to promote the event.

« the main features of the creative marketing campaign
including a new slogan.

At the end of the meeting, decide who will do what.
Take itin turns to chair the meeting.

6 Youare going to present your ideas from the
brainstorming meeting to the rest of the class.
Follow these steps.

« Remember to include ways of using different
marketing channels, e.g. online, print, etc.

- If necessary, make a final decision on the slogan for
the marketing campaign.

» Presentyour ideas to the rest of the class.

« Listen to your classmates’ ideas, then vote on the most
innovative marketing event, slogan and campaign.

7 Write a short email of about 150 words to
your manager summarising your ideas for
the promotional event and your marketing
campaign. Describe the event, explain the
marketing channels you will use to promote
it and suggest a slogan.

*brainstorming: a way of developing new ideas and solving
problems by having a meeting where everyone makes suggestions
and these are discussed

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).
- Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.

Self-assessment
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BUSINESS 3) Social media manager
\WORKSHOP required

Learners can compare CVs/résumés, talk about professional experience and
ask and answer questions in job interviews.

Lesson outcome

Background

1 Read the job advert and answer the questions with a partner.

1 Whatkind of job is being advertised?

2 Whois the employer?

3 Isexperience necessary for the job? What kind of work experience would be useful?

4 What kind of candidate are they looking for? What kinds of qualities and skills are required?
5 Would you apply for this job? Why? / Why not?

6 What would you say about yourselfin a one-minute video CV?

7 Why do you think some companies like to ask for video CVs?

SOCIAL MEDIA MANAGER REQUIRED

Do you have a proven track record in communications and marketing? Candidates with relevant experience in
Are you a social media addict? Would you like to join our multilingual, social media are preferred, although
creative team? previous experience in a management

position is not required. You must be a
team player and be able to work to tight
deadlines. Knowledge of languages is
desirable. The salary is negotiable
according to experience.

Media Solutions is a prestigious media company specialising in media and
PR* solutions for clients worldwide. We are based in the city of
Copenhagen, although our clients range from engineering firms in Germany
to High Street chains in Singapore.

Applicants must send a CV with a covering
letter and a short video CV to our HR
Manager at: jobs@mediasolutions.com.

Job responsibilities include:
+ Managing and contributing to our social media sites
Improving the profiles of key clients in social media
Delivering easy-to-read social media reports and updates for clients
Liaising with both the marketing team and key clients
Reporting to the Head of Communications

Your video CV should be one minute long
and answer the question, Why should we
hire you?

*PR: Public Relations

Video CVs 2 workin pairs. Student A is the Human Resources Manager and Student B is the
Head of Communications at Media Solutions. Use your notes from Exercise 1 to
make a list of the qualities, skills and experience your ideal candidate will have.

& 3A @ Bw3ol o BW301
Cindy. Take notes about their qualities, skills and experience. What are your first
impressions of each candidate?

B Work with your partner again. Compare your notes and first impressions. Who is
the best at selling herself? Why?
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Read the CVs of two of the candidates. The headings are missing from Birte’s CV.
Which headings could you use? Use the CV of the other candidate to help you.

Student A, the Human Resources Manager: Go to page 132 to read Amalia’s CV. Then go to
page 137 to read Birte’s CV.

Student B, the Head of Communications: Go to page 134 to read Cindy’s CV. Then go to
page 137 to read Birte’s CV.

Who would you hire at this stage? Make notes about the two CVs you read and then
compare your ideas with your partner.

The candidate needs to be someone who ...

I'd prefer someone who has ...

1'd hire/employ Amalia/Birte/Cindy because she has good ... skills ...

I think we should hire/employ Amalia/Birte/Cindy because of her experience in ...

_ Strengths _ Weaknesses
Awmalia: |
Birte:

Teacher’s resources: Cindy:
extra activities .

Analysis of Look at the covering letters / emails from the applicants on page 133. Which of
covering letters the candidates write effectively? Give reasons for your answers. Who would you
hire at this stage?

First interviews #» BW3.02 Listen to extracts from the interviews in which the candidates

¢y answer the question, What is your proudest achievement? Make notes and then
Teacher’s resources: decide which one of the three candidates you are going to call for a second
extra activities interview: Amalia, Birte or Cindy. Compare your ideas with a partner.

Work in new pairs and agree on which candidate you have decided to call for
a second interview. Student A is the Human Resources Manager and Student B
is your chosen candidate. Follow these steps.

Student A: Human Resources Manager

Prepare some questions for the interview. You will ask the candidate some general
questions about his/her education and work experience. Include three or more difficult
questions, for example why you should hire him/her, and ask for examples of his/her
proudest achievement and his/her communication skills.

Make sure you describe the job position and the responsibilities involved.
Be prepared to answer the candidate’s questions at the end.

Student B: Candidate

Think about what questions you expect to be asked in the interview and prepare your
answers. Think about why they should hire you, and be ready to give examples of your
proudest achievement and your communication skills.

Deal with difficult questions using different strategies and expressions.

Be prepared to ask the interviewer questions at the end about the job position and the
responsibilities involved.

Social media The company checked the candidates’ social media profiles after the interviews
profiles before making a final decision. Read the information on page 136 then discuss
the company’s decisions with your partner.

Do you agree with the company’s final choice? What other factors could
influence their final decision?

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.
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4) Supermarket wars

Learners can use key information from a text to complete a chart and can
make choices about company strategy, giving reasons.

Lesson outcome

Backg round 1 Compare the two photos. How often do you go shopping in places like these?
What are the advantages and disadvantages of shopping in each place?

—
8

2 Read the background. To what extent does this represent the situation in your
country? Discuss with a partner and give examples.

The supermarket sector is highly competitive throughout the world. In many countries
a small number of retailers control a large proportion of the grocery market. In Australia
the industry is dominated by just two main competitors, while the USA has four major
players and South Africa has five. Market research group Kantar reports that four
supermarket chains have two-thirds of the market in the UK.

In many European markets the competition has become even more intense in recent
years. This is because discount supermarket chains selling similar products for much lower
prices have gained a considerable market share.

However, the supermarket industry has not been able to expand across international
borders well. Major chains from the USA, France and the UK have not had much success
in the largest retail markets in Asia, such as Japan and China.

Consumer habits 3A Read the newspaper article about changing consumer habits. What are the four
ways it mentions that people can do their shopping? What reasons does the article
give for changing shopping habits? Can you think of any other possible reasons?

Recent studies show that hypermarkets in many countries are becoming less popular.
Today’s busy consumers don’t want to waste time driving to ‘big box’ stores and walking
down long aisles with loaded shopping trolleys. More and more people want the
convenience of shopping closer to home or near where they work. They also want to
reduce waste by shopping more often and for smaller quantities.

This shift in consumer habits means that smaller neighbourhood shops are becoming
popular again and big supermarket chains have reintroduced smaller convenience stores
in towns and cities.

Online shopping and home delivery services are also growing in popularity. Many big
retail chains have started to offer a Click & Collect service allowing customers to shop
online and pick up their shopping at a time and store that is convenient for them.

E How might these changing consumer habits affect the business strategies of the
big supermarket chains?
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Three 4A workin groups of three. Each of you read one of the profiles of the three
su permarket supermarket chains on pages 128, 133 and 137. What type of supermarket is it?
chains Do you have any supermarkets similar to this in your country?
Read the profile again and answer the questions.
What is the supermarket chain’s approach to pricing and/or costs?
What impression do you get of the in-store experience?
How would you describe its product range?
What are the main challenges the chain faces?

B W N R @

5A share the information you have about each supermarket chain and complete the
pie chart and bar chart together. What conclusions can you draw from the charts?

> Total market share 2 Product range on sale
in stores

30,000

20,000
10,000
0
Teacher’s resources:
extra activities E Which supermarket do you think faces most challenges? Why?

6A Work in small groups. Choose one of the supermarket chains in Exercise 4A.
Look at the list of possible strategies. Which strategies would be best for your
chosen supermarket? You can use more than one and suggest ideas of your Growth
own. Give reasons for your decisions. strategy

o Build bigger and better stores

o Sell off non-core businesses

o lnvest in remodelling existing stores

o Rent out store space in Wypermarkets to other companies
¢ Produce own-brand Wigh-end products

o Use more locally sourced suppliers and products

¢ Reduce the number of product lines to cut costs

Remember to think about:

) Competition in the market

[ Changing consumer habits
and preferences

o tuter large overseas markets such as Asia [ The options offered by
o Introduce more product lines and luxury 9o0ds smartphor)es and digital
o Buy or rent wmore swall stores in town centres technologies

o Introduce a loyalty card and personalised discount vouchers

o Offer aClick & Collect service in urban areas Q The risks of doing nothing

B Work in new groups with students who thought about the other supermarket chains.
Tell each other about the chain you chose and the strategies you think best for it.

@ 7 W BW401 Listen to a recent business news report about the supermarket industry.
Which strategies is each company pursuing? How do they compare to your ideas?

« How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

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

Self-assessment
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Background

Criteria for
choosing suppliers

D

Teacher’s resources:
extra activities

96

Robots wanted
for warehouse

Learners can understand the details of supplier processes and can negotiate
and summarise the key terms and conditions of a deal.

Read the background and answer the questions with a partner.
1 Whatkind of company is Meble BDB?
2 What does the Polish Minister of Development hope for the furniture market?

3 Why do Meble BDB want to use new technology in their warehouse?
——

B ESYEE

= 45
== %%

AN

Meble BDB is a furniture company based in Poznan, Poland, that manufactures quality
furniture. The furniture industry in Poland is a success, so the company has
increasingly been processing more international orders. Poland is now the third largest
exporter in Europe, after Italy and Germany, and the sixth in the world. The Minister of
Development recently visited an international furniture fair and said, ‘We want Polish
furniture to be exported all over the world with a label “Made in Poland”’

At Meble BDB's warehouse, furniture is selected from high shelves and items are
packed carefully before being transported. Given the number of increased orders
recently, the Logistics Manager has been talking to the Company Director. They have
decided to introduce robotics technology to automate the process of selecting and
lifting goods from shelves. Their aim is to minimise human error, avoid damage and
deal more efficiently with the goods being prepared for shipment.

Work in pairs. Student A is the Company Director of Meble BDB and Student B is
the Logistics Manager. What are your criteria for choosing a supplier of robotics
technology? Individually, number the factors in order of importance (1 = the
most important).

after-sales service and maintenance delivery terms guarantees price quality

Xis far more / much more / a lot more important than Y.
Xis just as/ not nearly as important as Y.

Compare and discuss your answers with your partner. Can you think of any
other factors?

#» BW5.01 Listen to Tadeusz (Ted), the Company Director of Meble BDB, and
Anna, the Logistics Manager, discussing their criteria. Answer the questions.

1 Which factors do they mention?
2 Whatother concerns do they have?

3 Whois more in favour of automation?
4 Whatare the next steps for Tadeusz and Anna?
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Analysis of #» BW5.02 Listen to two teleconferences between Meble BDB and the suppliers.
proposal & Complete the notes.

SUPPLIER #: NOVAROBOT, SINGAPORE SUPPLIER B: BOT-AUTOMATION, JAPAN

Strengths: Strengths:

Installation: Installation:

Guarantee: Guarantee:

Training: Training:

Maintenance: Maintenance:

Discounts offered: Discounts offered:

Payment terms: 1o be discussed Payment terms: 1o be discussed
Teacher’s resources: Compare your notes with your partner. Which supplier would you prefer
extra activities to work with at this stage?

You are going to roleplay further discussions between Meble BDB
and the two suppliers. In groups of four, assign the roles of:

Tadeusz Walentowicz, Company Director of Meble BDB

Anna Wozniak, Logistics Manager of Meble BDB

Tony King, representative of Novarobot, the Singaporean supplier
Kin Izumi, representative of Bot-automation, the Japanese supplier

Look at your information and prepare your questions and answers
for the discussion.

Tadeusz, look at page 130. Tony, look at page 135.
Anna, look at page 136. Kin, look at page 128.

Work as a group in two pairs, Tadeusz and Kin together,
and Anna and Tony together. Roleplay your initial negotiation
and take notes of key information and points of agreement.

Regroup with Tadeusz and Anna together, and Tony and
Kin together. Compare and evaluate your negotiations and
discuss the questions.

1 How satisfied were you with the outcome/result of the negotiation?

2 Whatdo yousstill need to discuss or confirm in the next stage of the
negotiation?

3 Tadeusz and Anna, which supplier will you continue negotiating
with? Why?

Work in groups of four. Two students represent Meble BDB and two

students represent the chosen supplier. Hold the second stage of the

negotiation to confirm the final terms and conditions. Try to focus on

the key points.
+ Referto the points in the criteria for choosing a supplier in Exercise 2A and

the information from Exercise 5.
+ Remember to take notes.

 Atthe end of your negotiation, make sure you summarise the terms you have
agreed with the other party.

Writing Regroup in pairs, the two students from Meble BDB together, and the two students
representing the chosen supplier together. Write a formal email of between
160 and 180 words to the other party, confirming the main points agreed.

Read the other party’s email and check that you all understood the same terms
and conditions.

———

How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

Go to My Self-assessment in MyEnglishLab to reflect on what you have learnt.
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6) Doable crowdfunding

Learners can understand the main points in crowdfunding pitches and can
prepare and deliver a short crowdfunding pitch.

Lesson outcome

Backg round 1 Readthe background and discuss the questions with a partner.
Have you ever visited a crowdfunding site like Doable?

Have you or has anyone you know ever backed a crowdfunding project?

98

1
2
3

app, a new video game, etc.

Crowdfunding websites allow businesses
which want to raise funds for their projects
to gain access to lots of potential backers.
People generally contribute to a project
because they feel a connection to it, or want
the rewards offered, or simply like the
presentation of the project.

Doable is a crowdfunding platform that
raises finance for creative, personal and
business projects. Entrepreneurs can upload
their presentations pitching their idea. The

What types of project would you consider backing? e.g. a filmmaker, a musician, a new

What types of rewards would most interest you? e.g. free products, discounts, etc.

site is open to entrepreneurs and backers
from all over the world. Contributions can
be as little as €10 and as much as €3,000.
The average is €25.

The site takes 5 percent of each
contribution, is free to the user and easily
syncs with social media. If a project doesn't
receive the target amount by the deadline,
potential investors get their money back.
The site provides users with advice on how
to present a crowdfunding pitch.

Getting abacker 2 [ swe601 # BW601 Watch or listen to three extracts from crowdfunding pitches
¢y on Doable’s website. What does each speaker want backing for?

Teacher’s resources:
extra activities

Ben Fischer Theatre Company

This award-winning theatre company
performs at ' all over
the world. Our latest production of
Brecht's The Good Person of Szechwan

has just been 2 . Afire
destroyed all our 3 .
Before the * pays the

compensation to rebuild and replace
everything, we need to raise €10,000
to complete our * Al

donations to our cause will be repaid.

Alison’s Tees

I'm Alison Chadwick, the founder of
this company which allows you to
6 T-shir

It's simple, fun and creative. You can choose

the colour and style and you can have
any design or logo you like, including
photos. All our
7 and ethically sourced.
We need your support to help us
develop ® _____soourusers
can design and ® their
own tees on their 1

T-shirts are 100 percent

@ 2 watch again and complete the notes about each project on Doable’s website. Use one
to three words.

Holidapp

Our new tour guide mobile app is like
n on your mobile phone.
The app is

and easy to use. Fo ™

you will get an expert guide to man
destinations in Europe and the USA
Our guide contributors receiv

“ of the reven
generated by their guides. We need
your backing to of
production, audio recording,
programming and photography.
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Making a 4 Hereis some advice Doable suggests for crowdfunding pitches. Match the
successful pitch advice (1-5) with the extracts from the pitches (a-e).

¢ 1 Compareyour project to something  a We're helping independent cotton farmers.

backers already understand b ...youwill receive discounts on tickets ...
2 Attack the problem ¢ It'slike an audio guide but on your smartphone.
3 Suggesta sense of solidarity and d ...yourvery own unique T-shirt. Friends will
community be amazed.
4 Use coolness e No more shopping for hours looking for
5 Offeranincentive or reward something you actually like.

5A Discuss in pairs. Which project would you back and how much would you
contribute? Why?

B Many successful crowdfunded projects use the same method of finance again
Teacher’s resources: and again. How could the three businesses in Exercise 2 return for
extra activities crowdfunding in future? What other rewards could they offer backers?

6 workin small groups. Write a crowdfunding pitch of your
own. You can:

 choose from the new projects below for one of the three
companies in Exercise 2, or

« think of an idea of your own for one of the three companies, or
« useyour own ideas for a completely new company.

Prepare and give
a crowdfundlng

Remember to:
+ Create a short video script (maximum two minutes long).
+ Sum up your project in as few words as possible.

« Include some of the advice from the Doable website
that you saw in Exercise 4.

« Decide your scheme of rewards for potential
backers. Think about what will most attract them.
Structure the rewards according to the amount
they contribute.

/' Use your smartphone to video your presentation.

& Watch the other presentations. Which project would you back? Why?

 How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).

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

Self-assessment
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Cross-cultural consultants

Learners can exchange information about texts they have read and can give
a brief presentation with recommendations for working across cultures.

Backg round Read the background and answer the questions with a partner.

1 Whatservices does Connecting Cultures offer?

2 Why does Betker Finance need intercultural training?

3 Whatkind of feedback has Betker Finance received from international employees?

4 Whatwill happen if this course is effective with the managers?
Connecting Cultures is a consultancy and have meetings with colleagues and as very direct, even impolite. As a result,
based in Amsterdam that specialises in sales staff from around the world, the Dutch managers have requested
cross-cultural training for businesses. including Europe, Japan, India and Brazil. ~ training to improve communication with

Betker Finance, a Dutch multinational
dealing in financial services, has asked
the consultancy for courses in business
communication. Dutch managers from
Betker Finance often go on business trips

Company blog

international colleagues and clients to
help their understanding of international
markets. If the course is successful,
Betker Finance will offer similar cultural
training to all its employees.

Following an internal employee
satisfaction survey, international
employees say some managers are not
familiar with working practices in
different cultures and often come across

Look at the introduction to a blog post on cultural awareness and answer the questions.
Can culture be defined as the behaviour of one nationality?

How can people’s behaviour differ in different cultures?

Does an individual have the same personality characteristics as the people from his/her country?

B W N R

What do you think the five areas to consider when doing business internationally will be?
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The way we do things around here

The best definition of culture | ever heard was from an expert who told me culture is about ‘the way
we do things around here'. This is true for a region, a community, a business sector or any
organisation. What does this mean? Well, it means that accountants from one country will probably
have similar ways of thinking and working to accountants in another culture. On the other hand,
behaviour may differ enormously when it comes to areas such as being direct, or attitudes to time.

Here are five areas we should consider when doing business internationally. Of course, there
are many more, but we hope these tips help you survive your next meeting or interview with an
international client or supplier. These are just general guidelines, and although you may find
information on websites about a particular culture, remember that an individual may not share
the same characteristics as the ‘national’ character. We should NEVER fall into the trap of
stereotyping people, e.g. ‘all Americans and Germans are very direct.’ Instead, we could say,
‘Americans and Germans tend to be more direct than people from Asia or the UK.

If youd like more information on these issues and our training courses, please contact us at
Connecting Cultures, and we'll help you connect with your partners and clients!

By Sofie Vroom

100

Teacher’s resources:
extra activities

Work in groups of three. You are going to read different parts of the blog post.
Make notes and then exchange information about the topics and key points with
the rest of your group. Which five topics are mentioned?

Student A: Look at the extract on page 136.
Student B: Look at the extract on page 131.
Student C: Look at the extract on page 135.

How is your culture different from other cultures in terms of the topics mentioned?
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What international 3A # BW701 You are consultants for Connecting Cultures. You are interviewing
colleagues say O international staff from Betker Finance about working with their colleagues in
the Netherlands. Match the ideas (a-g) with the speakers (1 and 2).

a business relationships are based on trust e they're notvery punctual

b face-to-face meetings are preferred f theyare multi-active

¢ family members often work together g they believe in firstimpressions

d itisrude tosayno’

B #BW7.02 Listen to interviews with speakers 3 and 4 and correct the summary
notes about their experiences. There are six errors in each.

SPEAKER 3 says the manager Scemed very indirect. She thinks it’s good 1o have an
agenda to a wmeeting, but in their culture, they always make coffec before getting
down to business. It's important to get the number of the other person to establish
a conflictive atmosphere and they like to do business with people they don't like.

SPEAKER 4 thinks the Dutch sales representative didn’t talk a lot and didn’t
understand Japanese. The visitor thought they Mad finished the wmeal, when they Mad
only started! The sales rep seemed a little emotional when e said he would check
with Mis boss. tte was surprised that she quickly confirmed points that they had
agreed on. ttopetully, the next meeting will be more musical.

Teacher’s resources:
extra activities C Work in pairs. How could Betker Finance avoid these misunderstandings in the future?

tt,
recommendations for doing business in your culture. Use all sections of the blog AT

and the interviews to help you. Follow these steps. Present a

1 Discuss these questions: recommendation |

« What are the characteristics of your culture?

- What national stereotypes are there? Is there any truth in these stereotypes?

« Are there any considerations in your culture that could make or break a deal when
working internationally? Give examples.

2 Prepare recommendations for Betker Finance on how to avoid misunderstandings
when they do business in your culture. Consider these points:

- attitudes to time and how this affects ways of working.

+ how being linear-active, multi-active or reactive might affect a business trip.

« how being direct vs. indirect affects business meetings and conference calls.

- attitudes to authority; how visitors should behave towards authority
figures in your culture.

« attitudes to the collective vs. the individual in your culture and how this
affects business communication.

ZLA Work in pairs or small groups. Betker Finance have asked for your initial

E Take turns to present your recommendations. Listen to each
other and ask questions at the end of each presentation.

C Which group do you think Betker Finance should contract?
Why?

5 Write a formal email of between 180 and 200 words to the
director at Betker Finance, confirming the group you have
chosen. Give reasons for your choice based on your discussions
in Exercise 4C.

 How successfully have you achieved the lesson outcome? Give yourself a score
from 0 (I need more practice) to 5 (I know this well).

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

Self-assessment
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Learners can understand details in conversations about training needs and can
participate in a discussion to design a personal development plan.

Backg round Read the background and discuss the questions with a partner.
1 Whattypes of products do you think Grupo Tula distributes to retailers?

2 Why do you think a growing number of multinational companies are adopting English
as an official or second language for business?

3 What type of training might a recent graduate in his/her first job need?
4 Why might managers need different types of training throughout their careers?

5 Whatare some of the pros and cons of companies recruiting managers externally or
appointing internal staff to more senior positions?

Grupo Tula is a Mexican distributor* of consumer electronics.  the company develops high-performing employees for

It has recently merged with a South Korean multinational leadership roles in the organisation.

and is expanding rapidly across the world. The CEO recently Employees set objectives based on feedback from their
introduced English as the company’s official language. managers, and have personal development plans. They
Managers at the company's headquarters are encouraged receive training to improve the technical and business skills
to conduct all business in English. they need for their current and future management roles.
Grupo Tula wants well-trained managers able to respond Continuous personal development is an essential element

to the complexities of global markets, changing technologies ~ of the company’s strategy. All management training is
and business competition. As part of its training programme  conducted in English and tailored to individual needs.

*distributor: intermediary between a manufacturer and a retailer

Training needs #» BW8.01 Listen to three employees talking about their training needs. Which
¢y Jobdoyou think each person does? Complete the job titles in the notes below.

Operations Manager Senior Finance Manager Trainee Sales Manager

@ 3 Listen again and complete the notes. Use one to three words in each gap.

CRIS MARTINEZ ALEX CORTES DANNI LEE
JOB: JOB:

JOB: -
te has done a lot of * She wants to learn 1o gets te’s doesn't know if He is focusing

courses over the years. et on’ andl feels

She has to negotiate with ¢

10

tte wants to build up a*

th? ' T tte wants sowme Software training,
CI Ry within and outside Mexico. ¢ o &SI G
1o share ideas and solutions. especially”
She doesn’t feel confident ™
tre says * Should be ) s tte also wants to know how to
o and wants to improve her . ,

part of a senior manager’s [0b. 2 one day.

Teacher’s resources: Who do you think seems most resistant to leadership training? Why do you

extra activities think that is?
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Training options Match the programme descriptions 1-5 with the course titles in the box.

o

coaching executive decision-making presentations team-building
time management

2
1
A leader’s success depends on the staff's 3

priorities, getting things done, dealing with course gives you iz ierells e -aret edsserl1 El o many mljn?ﬁers
interruptions reducing procra;stination and techniques you need to become a great 't?] o ZYS : utsme.ss world. This g
much more. 'i'hese practical tips will help you mentpr @ ygur staff. In twelve‘days eI tree— aytl'n elr;swlg :I]OUFSEkIS aln\;e
to get more out of your day, focus on the most 2 pEitiog .Of i mgnths you W|I|‘Iear.n 2 '|r|1T>n—nah|ve tnghls °ped erli:” otu
important tasks and becom;a more productive. how to give effgctlve feedb:fmk, inspire Wit earn oW 55 one yort ski's fo
your team and improve their make a greater impact and sound
performance. more persuasive in this fun, highly

practical course.

4

As a strategic leader, it is your responsibility to
ensure that your organisation is moving in the
right direction. This two-day course studies the
latest neuroscience research into how effective
decisions are made. Through theory and
practice, executives will be able to apply these
ideas to their own real-world projects.

5

Learn strategies and techniques for creating
successful group dynamics and getting people
working effectively together on this six-week blended
course. Develop skills that enhance communication
and trust. Make sure your team members share goals
so they can plan, communicate and work effectively.

& O Read the course descriptions again. Which type(s) of training:
a istheshortest course? d develop communication skills?__,__and__
b isontheinternet? __ e are most useful for managers with staff? __and __
¢ isrunoverthe longest period? __

D Teacher’s resources:
extra activities Which type of course(s) would most interest you at the moment? Why?

Work in small groups. Choose one of the employees from Grupo Tula and design
a development plan. Use your own ideas as well as the training options on this
page. Think about:

+ the person’s position in the company and training preferences.

+ short- and long-term training needs.

+ how he/she can be encouraged to do continuous professional
development.

+ ways to train and develop leaders, such as on-the-job activities, -
online courses, coaching.

+ possible new training techniques like computer games,
m-learning and blended learning.

Take turns to present your development plans. After
listening to the other groups, would you like to make
any changes to your plan?

The Training Manager has asked all course applicants
to write a short justification of why they need the
course. Imagine you are applying to do one of the
courses from your development plan in Exercise 8A.
Write a short email of between 100 and 120 words
to the training manager, formally requesting

the course.

———

+ How successfully have you achieved the lesson outcome? Give yourself a score
from O (I need more practice) to 5 (I know this well).

-+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt.
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1€ Review

1.1 Roles and responsibilities C: Youtoo.
) ) B: Excuse me. Sorry to be® like this, but I've
& 1 complete the text using the words in the box. gota meeting in five minutes. Before | leave, ©

to Miranda Scales. She works in head office.

after care charge for head involves leads A: HiMiranda, I'm Jack Levine from the New York office.

makes reports with Nice to finally meet you’

. . ) . D: You too. So, 8 in London?
Grigor's new job ! meeting new clients and . .
he? to the Sales Manager. He is responsible RYES, it
3 presenting the products and winning D: Wellthankyou®____ tothis meeting.
orders. His boss, who * the sales team, A: You're welcome.
motivates his staff well. As > of Sales he sets
them targets every month. He looks © them . . . Lo
very well and it is a happy team. Grigor works closely 1.4 Asking and answering questions in first
7 the distribution team and 8 meetings
sure that orders are delivered on time. He also has to
take® of the paperwork. Grigor hopestobe %9 4 Choose the correct option in italics to complete
in 10 of his own company one day. the dialogue.

A: Can | ‘offer / take you a drink?
B: That?could / would be great, thanks.
A: Where are you 3positioned / based at the moment?
& 2 Choose the correct option in italics. B: In Geneva, but | was in Rome for two years before that.
1 Iwas late this morning. I'm sure | ‘m going to get / ‘m A: Do you “work / report to Roger Kleitz?
getting a warning from the boss. B: Yes, | do. Do you know him?
2 The office opens / is opening at 10 o’clock on Fridays. A: | 5worked / joined with him last year.

3 Whatdo you think? Are we going to sell / Do we sell B: When did you %join / attend the company?
more this month?

1.2 Future forms

) ) ) A: Five years ago.
4 He’s decided he asks / s going to ask his boss for a pay

rise today.

5 What time are you meeting / do you meet him at the
station later?

B: Areyou’open/ free for lunch today?
A: Sorry, I'm meeting Matt Miller.

6 What? The course finishes at 6 p.m? I’m going to / | miss 1.5 Ordering information
my train.

7 They've closed the airport because it snows / s going to & 5 Putthe sentences in the correct order.
snow more this afternoon. Dear MrUmbala

8 |’'mseeing / see the new clients later today. a I'vetherefore arranged, after a coffee break, for

the Quality Control Manager to take you through
the procedures.

Functional lang uage b Please do not hesitate to contact me if you have any

1.3 Greetings, introductions and goodbyes IS DR ST
¢ We look forward to seeing you on October 7th at our

& 3 Complete the dialogue using the phrases in the box. factory premises.

d The Production Manager will meet you at the entrance
at 9.30 to show you and your colleagues around.

abitofadelay firsttime forcoming haveyoumet
inperson insucharush let'sgoand say hello e After that you will understand how we manage to
not bad, notbad seeyouagain maintain the highest quality control.

f Yourssincerely

: Hil s it going? o

A: HitHow's it goings g lwilljoinyou and the other managers for lunch at 1 p.m.

B .Whataboutyou? in our staff restaurant.

A: Fine thanks. h Inthe afternoon we can meet in my office to discuss the

B: Good trip? details of your order.

A: We landed only 30 minutes late. 2 at i |am writing to confirm that we have organised your visit
Frankfurt Airport. to our factory on October 7th.

B: 3 Julia Knopf before? She runs the j lunderstand that you are particularly interested in the
marketing office. quality control we do.

A: Yes, | have. Niceto* . Brian Watkins
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2 RevIEW

2.1 Marketing and brands

& 1 Complete the text using the words in the box.

2.4 Signposting in presentations

& 4 Complete the missing words. The first letters

We have decided to take a cautious !
to expansion, because we know there is a lot of bad

are given.

approach base core devalued growth Let's b with the most important part - the
history loyalty marketing stretching venture new line of products.
4F ,I'd like you to 3t a look

at this slide. It shows the new packaging and logo,
which I think look really great. Secondly, the products

2 with many companies whose brand- themselves have been redesigned and now look much

: strategies have led to the brand being fresher and more up-to-date. *F , this last

¢ .Thisin turn can cause the brand slide outlines plans for our digital marketing campaign.
. ; ;

____,whichhadbuilt up overyears, to As | said Se , We aim to attract younger

disappear. Thanks to our interactive

which has broadened our client’

our beauty products have seen very fast ®
over the last two years. We've now decided to
move away from our ® business and to

© into the ultra-luxury spa hotel business.

, sales of

2.2 Connectors

& 2 Choose the correct option in italics to complete

2.

w5

customers. This is very ®i if we want to

remain competitive.

I'd like to thank everyone for their input on this project.
The Marketing Manager will say m about
that later. Well, thank you very much for &L

I'llhand over to Fran now.

5 Accepting and declining an invitation

Match the sentence halves.

the text. R
Recently / Previously / As well as we decided that the matre!
brand needed refreshing so we discussed what to do. 2 We very much
We got together with focus groups 2such as / also / 3 Idliketo
and elicited customer feedback to determine how our 4 I'mwriting
brand is cqrrently perceived. 3Then / Previously / While 5 [twould be great if
our branding consultants got to work on the new logo. )
“As well as / In addition / For instance, we asked staff to 6 I'msorry
come up with some ideas for a new logo, too. *However 7 Unfortunately, |
/ Although / But the consultants produced some great 8 I'dloveto come
ideas, a design from a member of staff was finally )
chosen. sNow / Recently / When we still have a a can‘tmakethe openday as|am away.
lot of work to do before the product range can be b toyouropenday butI'm away.
launched with the new branding and the ad campaign ¢ butlcan't come to the open day.
finalised, but we are confident we are making changes d toinvite vou to our oben dav next Frida
for the better. y P y Y
e lookforward to seeing you at our open day.
. f invite you to our open day.
Functional language g you could come to the open day.
2.3 Giving and responding to advice h that!will be unable to come to the open day.

w3 Complete the advice given by a manager using the
phrases in the box.

why don‘twe weneed youshouldn’t
have you tried this would be

it'simportant

A: | never seem to have enough time to do my work.

B: ! planning your work for each day and
week? That can help.? to sort this problem
out now. > for each team member to meet
the deadlines.* be missing them so often.
2 have a look at your tasks for this week
together now? | think an opportunity for
you to improve your organisational skills.

>105<



3 RreviEw

3.1 Getting a job Functional language

w1l Complete the text using the words in the box. Some 3.3 Active listening

(s G o w3 Complete the dialogue using the phrases in the box.

applied character clichés come competition don't understand what _exactly do you mean
sy enpleyes  anfleer i tellme a bit more you are frustrated what | meant

intern internship jobseeker motivated

motivation responsibility sort stand A: Hi, Sam. I'm afraid we’re not going to meet the project
deadline.
Asa(n)? ,Jim has not been very successful B: OK, why don’t you * about it?
2 . _—
S0 ik 2 [ _—for overa hgndre_dpbs, bu A: We're going to be at least a week late. There are some
not one potential 3 has invited him for an g g
. . N , issues which are out of our control.
interview. Why is this? Maybe he doesn’t * , ] ,
across well in his CVina very s job market. B: What_______ by outof our control?
While he was at university, he © some A: Well, the construction workers have gone on strike
experience during a(n)’ with a big because of a few small incidents.
company. Hismanager found himvery®____ B: I3 you said about going on strike.
andlhard-workmg. Unfortunately, Jim’s job applications A: Well, three people had small accidents and now
don't? out from the crowd so now he .
: " they want more money because they say the work is
has paid an expert to the problem out. q .
. . angerous, but | disagree.
The expert says Jim uses too many * in o
his CV and he needs to add something which shows his B: So you don‘t think they should get more money?
L2 . A: That'snot* .l don’t believe the work is

more dangerous than any other project but | do think
they’ve got a point about the pay.

: lcansee that® with the situation. If we
offer them a small bonus if they can get the work done
on time, do you think they’d accept?

A: | don't know, but we can try.

3.2 Indirect questions

& 2 Rewrite the direct questions as indirect questions.
1 Whatdegree did you do?
We'd like to know
2 Why do you want to work for us?

3.4 Useful phrases for candidates

Could you tell me ?

3 Where do you expect to be in five years’ time? o4 Complete the text. Use only one word in each gap.
Canyou tellme ? Thank you for your?! today. I'm really

4 What will my responsibilities be? interested in this job. Could you tell me more 2
d like to k it, please? For example, could you tell me what a normal

ke toknow ' dayis? and can | speak to some of the

5 Why do you think you're the right person for the job? people | would be working * ? And, finally,

Could tell us ? when can | expect to® from you if I've been

6 How long were you working in China? successful or not?

We'd like to know

3.5 Useful phrases for covering letters

& 5 Choose the correct option in italics to complete
the covering letter.

Dear Sir or Madam

Please find my CV 'advertised / attached. | have just
2studied / completed my management degree and
would like to be *considered / thought for the
*post / placement of Trainee Manager. | worked

for a multinational company last summer and
sproved / appeared that | could work under pressure.

| would very much ¢regard / appreciate the opportunity
of an interview.
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4.1 Business strategy collocations

wl

Complete the text using the words in the box.

cut developed emerging lines

risks tackle takeover

major

margin - missed

One of ourrivals has just made a(n) * bid for
our company. In the ast year, sales have suffered greatly
due to cheaper product? coming from

new 3 markets and we are no longer one
of the* players in this industry. We have
tried various strategies to® the problem,
but we are not making enough money to survive. We

have® opportunities to move into different
markets and have not”’ asuitable strategy
to® costs and maintain a healthy profit

g .We are notin a position to take any more
© and | feel that accepting the bid is now

our only option.

4.1 Word building - verbs, nouns
and adjectives

w2

1

Complete the sentences with the correct form of
the word in capitals.

His ideas were totally and

changed the way the company worked. INNOVATE
The of our business is due to

the success of our new product. EXPAND

We are not doing well due to our
to appeal to a younger market. FAIL

A press release announced the

before staff were told about it. ACQUIRE
When we the company, we

kept all the staff. TAKEOVER
If this new strategy , we will

be making a profit again. SUCCESS

4.2 Modal verbs

w3

1
2

Choose the correct option in italics to complete the
sentences.

We shouldn’t / don’t have to miss the project deadline.

You don‘t have to / mustn’t work late tonight if you don’t
want to.

New regulations state everyone will have to / must wear
hard hats at all times.

It's a good idea to do a training course. You have to /
should book it now.

We recommend you clean the machine regularly. Ideally,
you should / must clean it every two weeks.

You shouldn’t / mustn’t eat or drink at your desk. It's not
allowed.

Functional language

4
w4a

>

> W

: Of course. No problem. ®

.3 Offering and asking for help

Complete the dialogue with the phrases in the box.

I'd really like
needahand thanks for
would you like me would you mind

is there anything else | can manage

would be

: I haven’t got the sales figures and this report has to be
finished by the end of the day.

t  tofind them foryou?
g offering but I think? tofind
them.
E lcando?> to helpifican.
306 collating those market reports? That
7 helpful.

: No, thanks. I think that's everything.

4.4 Leading and participating in
problem-solving meetings

w5

A:

> O

B:
A: Would it be?
B:
C:

with anything else?

Complete the dialogue using one word in each gap.

Canyou!
We're losing customers because of our pricing strategy.

what the issue is exactly?

toreduce our prices?
If we? that, we'll reduce our profit margin.

To* up on what Adam just said, could we
the reduce price for a short while?

: Ithink that® a lot of sense.
: And we'll need to look for new suppliers for the future.
: I'mhappy to® that on.

4.5 Reporting problems, reasons and results

o6

0

Write sentences using the words in brackets.
Product recalled. Safety issues. (because)
The product was recalled because of safety issues.

Sales fell. Poor product quality. (due to)

Poor product quality. Unhappy customers. (led)

High costs. Customers bought cheaper rival products.
(result of)

Product was redesigned. Attract new customers. (order)

The new strategy. Production problems. (resulted)

>107<



5 ReviEw

5.1 Logistics Functional language
& 1 Choose the correct option in italics to complete 5.3 Agreeing and disagreeing
L wa Complete the dialogue using the phrases in the box.
Many companies use ‘courier / robot companies instead
of the ?posting / postal service. However, this has made agreeatall I'mafraid I'm notsure that’s

traffic 3crowding / congestion in cities worse in the past
few years. Instead of delivering to customers’ homes,
some companies now use collection *lockers / couriers.
One main customer concern about online shopping is

might work rubbish that makes

A: We need to recruit more staff urgently.

the safe delivery of their goods, so suppliers must make B:ldont’____ .Weonlyneedtoreorganise the
sure that they are Sproperly / rightly packed. shifts and then we can manage with the existing staff.
A:2_ thebestsolution.
I . B: Why not?
5.1 Word building - verbs, things / .
A: The staff are already overworked. Many are doing
and people overtime and they’re making more mistakes.
& 2 Complete the text with the correct form of the B: That's>_____.They're not overworked.
words in brackets. A | disagree with you. Look, why don’t we
The rise of online shopping means that fast * recruit five temporary staff until we’ve caught up?
(deliver) of goods is key to a company’s success or failure. B: It® | suppose.
Consequently,? _ (manufacture) or retailers A: Then we can review the situation and decide what to do.
must ensure that the 3 (distribute) of orders B: 6 sense. OK
is carefully planned and this is the job of a 4 I — U
(logistics). Furthermore, the ® (pack) needs
to be sufficient to keep good; safe. Som.e companies 5.4 Negotiating
6 (operator) their own vehicles for
transporting’ (pack) to customers, but & 5A Choose the correct option in italics to complete
others use specialist companies. the sentences.
1 How does that develop / sound / go to everyone?
5.2 Passive forms 2 My proposal/ offer / purpose would be that we look at
° increasing our orders.
¢y 3 Complete the passive sentences. 3 Look forward / Good / Welcome to see you again.
1 We must buy new software. 4 Thatseems good idea / sensitive / reasonable.
New software . 5 Todiscuss/end/ start, Id like to ask Mike to outline the
2 They have already found a new factory. key points for discussion.
Anew factory : B Match sentences 1-5 in Exercise 5A with
3 The company will launch a new product. negotiating steps a-e.
A new product ) a Welcome d Request feedback
4 We have just changed the design. b Invite others to present e Give feedback
The design : ¢ Presentsuggestion

5 They didn‘t finish the project on time.

The project : 5.5 Useful phrases for letters of complaint
6 They couldn’t return the goods.

& 6 Choose the correct option in italics to complete
the text.

Two days ago, we ‘took / received / delivered our order
from you. 2Unfortunately / Unluckily / Unfavourably, the
order was incorrect. We ordered 2,000 units but only
1,800 arrived.

If you do not *react / answer / respond to this letter
immediately, we will be “forced / required / bound to
look for another supplier and *appeal / request / require
that you collect the 1,800 units from our warehouse.

We hope that this situation will be ®committed /
resolved / determined to our mutual ’satisfaction /
approval / fulfilment.

The goods

108



6 ReviEW

6.1 Running a business

wl

Complete the text using the words in the box.

advice angel crowdfunding financial
founders funding gooutof investment profit

setup start-ups target market

Look online and you'll find experts happy to give

L to those who want to ?

a new business. If you have a great idea that you think
will sell, you need to get to know your 3

because, sadly, the majority of 4 will

2 business in the first year. You might make

asmall® in the first year, but can you sustain
it? Many’ of new companies look for a
business @ who believes the business is a
good? in order to get the ©

needed to expand. Finding an investor who can offer not
only help but also experience is often the
ideal solution, although recently ,where
lots of people provide small amounts of money, has
become very popular as an alternative.

6.2 Reported speech

w2

1

4

6

Complete the reported speech.

‘We finished by lunchtime today.’

The manager said they day.
‘What's your plan for the new business?’

He asked me .

‘They won’t be working here in a year’s time.’

I said in ayear’s time.
‘Have you been working in hospitality for long?’

They asked him for long.

‘The Sales Manager will visit tomorrow.’

I told her day.
‘| can finish the report now.’

He said he

‘Where do you work?’
They asked me

Functional language
6.3 Dealing with objections

o3

1
2
3
4
5

6
7

Chose the correct option in italics to complete
the sentences.

Does that solution address / challenge your concerns?
That makes / sounds like a very good idea.

What sort of price did you have in idea / mind?

I'm aware / know that the price is an issue for you.

You could spend / spread the cost by paying in
instalments.

Is the instalment payment plan interest- rate / free?

We appreciate / support that you have budget
restrictions.

6.4 Presenting visual information

& 4 Choose the correct option in italics to complete

the text.

In this islice / part of my presentation, I'm going to

talk about sales. On this ?graph / slide there are two
visuals. The 3pie / round chart shows our share of the
overall market and you'll “notice / understand that we
now have a 5 percent share. The °line / straight graph
shows our monthly sales totals and it’s ®significant /
considerable that growth has been very steady this
year. Looking more "nearly / closely at it, it's Sinteresting
/ correct to see that sales did not decrease in the
traditionally slow summer months.

6.5 Summarising

o5

1

=3

a
b
c
d
e

Match the sentences 1-5 with the summary tips a-e.
Focus on the parts in bold.

Xavier, the winner of the New Business Award, talks
about how he started his company.

There were many problems at the beginning. Some
issues were out of his control. __

He explains how he managed to maintain customer
loyalty.

As costs kept going up, he made a decision not to put his
prices up. Costs rose but he kept prices the same.

However, as a result of this he managed to keep his
loyal customers and attract new ones, so sales increased
greatly.

identifying main purpose/topic
paraphrasing

using synonyms

using linking words

using reporting verbs
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7€ ReVIEW

7.1 Working abroad

& 1 Complete the text using the words and phrases

in the box. Some are not used.

be putoff comeacross common fluent

alone nuances rude tendto

Working abroad can present difficulties, especially if
you are not! in the language of the
country and you may 2 by a lack of
understanding of cultural differences. Your colleagues
might3 as rather impolite, but it may
simply be that their culture is just more reserved. People
from a culture which is more indirect *

appear less friendly than those from a culture where it is
2 practice to be more direct. Remember
that it can take a few weeks or months to get used to
living and working in different cultures. Be patient and
make an effort to get to know your colleagues socially
so that you don’t spend too much time ©

7.1 Adjectives, prefixes and
opposites

& 2 Add the correct prefix to make the opposite of the

words in brackets.

When [ first started working in Venezuela, people
thought I was? (sociable) when I refused
tojoin them for lunch and dinner. They thought | was
being? (friendly), but it was because | was
shy; not because I was being 3 (respectful).
I hadn‘t been 4 (honest) when | said that |
spoke good Spanish on my CV, but | did have problems

following® (formal) conversations. My
studies had been rather® (helpful) in
thatarea.

7.2 Past tenses: Past Simple, Past
Continuous and Past Perfect Simple

w3 Complete the text with the most suitable past

tense form of the verbs in brackets.

Many years ago, while | *

HR Manager for a multinational, |2
(make) a big mistake. My job 3 (involve)
recruiting engineers for our overseas branches. After
1% (recruit) someone, |

(prepare) them for the cultural differences. One
engineer ® (insist) on taking his young
family with him immediately to East Africa and the
Engineering Director agreed. But, after three weeks,
he’ (resign) and (return)
tothe UK. 1° (warn) him before leaving
that life would be very different there, but he

10 (not listen). He came home because
his family ' (not be able) to get tomato
ketchup so they *2 (can not) eat their
food. Crazy but true!

(work) as the

Functional language

7.

3 Expressing preferences

w4 Complete the sentences using the phrases in the box.

1
2
3
4
5
6

I'd cancel the meeting I'd prefer it if
not pay in advance the bossisn’t keen

to change the design  we don’t mind

If it were up to me, .
waiting a few days.
you'd organise the trip for everyone.
They would rather
on the new plans.
My preference would be

7.4 Keeping a conversation going

o5

a
b
c
d
e
f

9
h

i
j
k
L

7.

o6

Put the dialogue into the correct order. The first
line is done for you.

What do you do? 1

Did you go there for business or a holiday?

I'm sure you’ll enjoy it. It's a very interesting country.
I'm designing an ad campaign for a large car producer.
Yes, I'm looking forward to it.

Soyou can't tell me? That’s OK, | shouldn’t have asked.
I'm sorry I'm a bit tired today. I've just come back
from Korea.

What are you working on at the moment?

No, but I'm going there next month for business.
Business. Have you ever been there?

I'm a graphic designer.

I'm afraid not. It's all secret at the moment.

Oh right, can you tell me which company it’s for?

5 Making recommendations

Choose the correct option in italics to complete
the text.

It has become *suitable / obvious / probable that many
staff have problems working across cultures. Therefore,
we strongly 2recommend / mention / note that all

staff have cross-cultural training, and it is >optional /
advisable / advisory that you organise this immediately.
My *instruction / approval / advice is to find a good
outside company which specialises in this. In fact, if |
>shall be / am / were you, I'd contact Jack Higgins from
BVC. They used a good company last year. We bought /
should / must to contact all staff as soon as possible and
draw up a schedule for them to attend.



8.

wl

8¢ reviEw

1 Leadership

Complete the text using the words in the box.

cope delegate gives make praise prioritise
sets takes trust won

Why is it that some people just seem to be hopeless at
being a manager, unableto! key decisions
or? with crises? One manager | know just
refuses to? any important tasks to his
team and only ever* critical feedback
because he does not allow his staff to do the work they
are employed to do. He is always stressed because he
on too much responsibility. For some
reason, the senior management team © his
judgement and opinions and see nothing wrong. On the
other hand a friend of mine works for someone with
excellent leadership skills. He has ’ the
respect of his staff and helps them to ¢
tasks. He ® goals with them, and always
motivates them to do their best and he never forgets to
give them ° when they have done well.

8.2 Relative clauses

O 2A

Complete the sentences with when, where, which,
who, whose.

The conference, was held in the Bahamas,
was really useful.

The hotel we had the training session was
amazing.

This factory, was built 100 years ago, will
be replaced next year.

Our Chief Financial Officer, has been with
us for ten years, is retiring next month.

The business guru, new book came out
this week, is giving a talk here next week.

He’s the person has applied for the
manager’s position.

She’s the Chief Executive Officer company
has won many awards.

2017 was the year we first made a
reasonable profit.

In which sentence can we also use that? And in

which sentence can we omit the relative pronoun?

Functional language
8.3 Giving and responding to feedback

& 3 Choose the correct option in italics to complete
the mini dialogues.

>

: I think you did a really good *work/ job / task of
planning the office relocation.

: I'm happy you %are / mean / feel that way. It was quite
difficult to get everything done so quickly.

0

I think in future you should ask a colleague to help you.

: Thanks, that's interesting. I'll3bear / put / have thatin
mind.

o

E: I'm very *impressed /aware / good with the quality of
your work.

-

Thanks.

G: It was your responsibility to get the task done on time
but your team was late.

I

: Oh!'I'll certainly take those comments into ®mind /
feedback / account.

8.4 Leading and managing meetings

& 4 Choose the correct option in italics to complete
the dialogue.

A: Thanks for ‘coming / attending / being to the meeting,

which | know | 2held / made / called at very short notice.

The3agenda / goal / thinking for this meeting is to find
ways to cut costs. We have one hour for this meeting so
let’s start by *talking / focusing / thinking on possible
new suppliers.

B: What about my request for more staff?

A: | understand your °difficulty / concern / business but
thatisn't on today’s °diary / paper / agenda.

8.5 Informing of a decision

& 5 Match the sentences halves.
1 Thisistoinformyou
Just to let you know that we
The final decision

2
3
4 Intoday’s meeting, we came
5 Wethought that

6 Wereached

7 I'mwriting

to a decision about packaging design.

an agreement about the new pay structure.

to inform you of the policy changes.

are having a meeting tomorrow morning.

a

b

c

d of our decision to introduce new contracts.

e

f itwas best to change the date of the interviews.
g

was to ask people to suggest ideas for a logo.

: Ireally *understand / appreciate / realise that feedback.
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Introduction Ppronunciation is important because even if you use the right words and the right
grammar, you won't be able to communicate effectively if listeners can’t understand
your pronunciation easily. Awareness of the key elements of pronunciation will also
help you to understand spoken English better.

Syllables, stress Different words have different numbers of syllables:

and intonation 1syllable grow, growth 4 syllables in-ter-view-er, co-or-di-nate
2 syllables  prod-uct, re-port 5syllables char-ac-ter-is-tic
3 syllables in-ter-view, pro-duc-tion 6 syllables re-spon-si-bilsi-ty

In words with more than one syllable, one of the syllables is stressed, i.e. clearer, louder
and longer than the other syllables, and it carries the main intonation, i.e. the movement
of the voice up or down:

PRODuct INterview INterviewer

rePORT proDUCtion coORdinate

In longer words and compound nouns there is often a secondary stress, i.e. a less strong
stress earlier in the word:

characteRlIStic responsiBILity mobile PHONE

Stress is important in making words recognisable, and stress and intonation are used
to highlight important information:

A: Are you still using that same old comPUter? B: No, I've got a NEW one.
A: Did you get it as a PREsent? B: No, | BOUGHT it.

The sounds of These are the sounds of standard British English and American English pronunciation.
Eng[ish See also the section ‘Varieties of English” on the following page.

Consonants Vowels
Symbol Keyword Symbol Symbol Keyword
p pen BrE AmE
b back I I kit
t tea e e dress
t (AmE) city ® ® bad
d day A A but
k key U U foot
g get o odd
tf church 2) 2 about
d3 judge i i happy
f fact u u situation
v view i i feel
0 thing a a father
0 this o b} north
s soon uz u goose
z zero 3] > stir
J ship e1 e1 face
3 pleasure ar ar price
h hot o1 o1 boy
m more B ou no
n nice av av mouth
n ring ic) r near
I light ed er fair
r right U or jury
j yet
w wet

/t/ means that many American speakers use a voiced sound like a quick /d/ for the /t/ in words like city, party, little.
:shows a long vowel
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Sounds and n English, the relationship between spoken and written language is particularly complicated.

spelllng The same sound can be spelt in different ways, e.qg.:
« /ouv/ slow go loan toe although know
o /s sell science cent

The same letter can be pronounced in different ways, e.g.:
« the letter v can be pronounced /a/ as in cut, /u/ asin full, />:/ as in sure in British English
or /1/ asin busy;
« theletter s can be pronounced /s/ as in sell, /z/ as in easy, /f/ as in tension or /3/ as in decision.

Using d dictionary Once you are familiar with the phonetic symbols in the table in The sounds of English section,
you will be able to use a dictionary to find the pronunciation of any word you are unsure about.
As well as the sounds in a word, dictionaries also show word stress. Look at this dictionary
entry for controversial:

con-tro-ver-sial /kontra'vs:fsl/ adj causing a lot of disagreement, because many
people have strong opinions about the subject being discussed

» The'sign shows you that the syllable immediately after it is stressed.
» The,signshows you that the syllable immediately after it has secondary stress.
» The:sign shows you that the vowelis long.

Simplifications In normal everyday speech, however, words often do not have the same pronunciation as
shown in dictionaries. This is important for listening. Vowels in stressed syllables are usually
pronounced clearly, but otherwise speakers make various simplifications:

» Some sounds are missed out, e.g. facts can sound like ‘facs’, compete can sound like
‘cmpete’, characteristic can sound like ‘charrtristic’.

« Some sounds are merged together, e.g. on Monday can sound like ‘om Monday’, ten
groups can sound like ‘teng groups’, this show can sound like ‘thishow".

Varieties of English English is of course spoken by some people as a first language, but it is spoken by much
larger numbers of people who learn it as an additional language and use it as a lingua
franca for international communication.

There is a large amount of variation in how English is pronounced:

« Variation among traditional ‘native’ accents such as British, American and Australian.
There are even considerable differences between the accents of different regions of the
United Kingdom.

« Variation among accents of English as a lingua franca, with many of the differences
caused by the influence of speakers' first languages, e.g. Japanese speakers often do not
distinguish between /l/ and /r/, and Spanish speakers often add an /e/ at the front of
words beginning with /sp/, /sk/ and /st/.

Consonant sounds are generally similar in different varieties, but there is much more
variation in vowel sounds - both the number of vowel sounds used and the exact quality
of the sounds.

In the audio and video recordings which accompany this course - and in your everyday life
and work - you will hear speakers from various English-speaking and non-English-speaking
backgrounds communicating successfully with each other despite such differences in
pronunciation. For example, many speakers do not use the /6/ sound of ‘think’ and the

/8/ sound of ‘then’, but this does not generally affect their ability to make themselves
understood. Particularly important things to concentrate on include:

« word stress,

« stressand intonation in phrases and sentences, for highlighting important information,
« consonantsounds,

« groups of consonants at the beginning of words - e.qg. strong,

« thedifference between long and short vowels.

Good pronunciation does not necessarily mean speaking like a ‘native’ speaker; it means
being understood by others when communicating in English. Awareness of pronunciation
principles and regular pronunciation practice will help you improve your speaking, but also
your listening comprehension.
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Lesson 1.1
Word stress

& We can record the stress pattern of a word by using

114

large and small circles. For example, photographer
has four syllables and the second syllable is stressed:

pho-tog-ra-pher o0oo

Work in pairs. Write the words in the correct place
in the table according to their stress pattern.

advertising coordinate director involves
manager marketing operator programme
report resources responsible website

Oo

Ooo

0000

00

000

ol v A W N R

0000

#» P1.01 Listen and check. Then listen again
and repeat.

Work in pairs. Use one large coin and (up to) three
small coins to show one of the stress patterns in
Exercise 1. Your partner says one of the words that
has this stress pattern, and uses it in a phrase or
sentence.

Lesson 1.3
Intonation and politeness

In order to sound polite and interested, we use a
varied intonation when we ask questions.

> P1.02 Listen to two versions of three questions.

Which version sounds polite and interested, the
first or the second?

Are you very busy at the moment?

2 Where are you based?

Do you travel a lot for work?

#» PLO3 Listen to the polite and interested

versions again. Mark the word with the main stress

in each. Then listen again and repeat.

Work in pairs. Take turns to ask one of the questions,

sounding either polite and interested or impolite
and uninterested. Answer in the same style.

D

D

Lesson 2.1

Stress in compound nouns and
noun phrases

In compound nouns and noun phrases, the main
stress may fall on either word. For example:
JEWELLERY brand  soft DRINK

Work in pairs. Underline the word with the main
stress in each pair of words.

advertising campaign
clientbase companylogo core business
luxury brand  mobile phone online advertisement

brand image

product placement TV programme

#» P2.01 Listen and check. Then listen again
and repeat.

Work in pairs. Take turns to make sentences
including two of the compound nouns and noun
phrases in Exercise 1.

Lesson 2.2
Connectors: intonation and pausing

Some connectors used at the beginning of sentences
have a fall-rise intonation and a slight pause
between the connector and the rest of the sentence.
For example:

N

Recently, Asian brands have started to appear in
U.S. shops.

#» P2.02 Listen to the sentences and repeat the
underlined connectors. Copy the intonation.
Previously, there were very few Asian brands in
European shops.

In recent years, France has become a popular destination
for Chinese customers.

For example, luxury handbags and watches are popular
in Asia.

[n addition, Asian shoppers are keen on scarves and
jewellery.

Work in pairs and practise saying the sentences in
Exercise 1.
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Lesson 3.1
Stress in derived words

When we add endings to words, the stress sometimes
stays on the same syllable and sometimes moves.

For example:

reCRUIT — reCRUITment

FLEXible — flexiBILity

Work in pairs. Look at the words. In which pairs
does the stress stay on the same syllable? In which
does it move?

character = characteristic
communicate = communication
effect — effective

interview — interviewer

responsible — responsibility

#» P3.01 Listen and check. Then listen again
and repeat.

Work in pairs. Ask and answer the questions using
words from Exercise 1.

1 Whatdo you thinkis the most positive aspect of your
C ?

2 How importantis body language for e
C ?

3 Isitther ofani
candidate make a good impression?

to help the

Lesson 3.2

Voice range and intonation in
indirect questions

In indirect questions, it helps to create an impression
of politeness and friendliness if the voice starts at
a high level and falls quickly on the main stress.

> P3.02 Listen and repeat the indirect questions.
Try to imitate the voice range and intonation.

1 Canyou tell me what your greatest weakness is?
2 Could you tell me about your work experience?
3 Id like to know if you've ever done any voluntary work.

Prepare six indirect questions to ask your partner.

Work in pairs. Ask and answer the questions you
wrote in Exercise 2A.

D

D

Pronunciation bank )|

Lesson 4.3

/i

L

i/, /1/, /e1/ and /a1/

These vowel sounds can be spelled in various ways.
For example:

/iz/ meet, key
/e1/ grey, eight

/1/ decision, manage
/a1/ side, try

Work in pairs. Put the words below in the correct
column, according to the pronunciation of the
letters in bold.

advice briefed business change colleague

day idea limited opinion people raise style

iz/ /1/ /e1/ /a1/

> PA01 Listen and check. Then listen again
and repeat.

Work in pairs. Take turns to point to words in
Exercise 1, and say sentences containing the words.

esson 4.4

Intonation in ‘OK’

a N T 92

The intonation of ‘OK’ is never completely
predictable, but there are typical patterns.

#» PA.02 Listen to four extracts from a meeting and
match them with the uses below.

Getting people’s attention:

Asking someone to agree withyou:

Showing you understand and agree: _____

Showing you understand but don't necessarily agree: ___

Work with a partner and practise the extracts and
intonation patterns.

OK, let’s get started. Good morning, everyone.

A: ...we contract a call centre to handle first contacts,
and then they contact our sales staff.

B: OK, but I'm not sure how that would work.
A: You may be right.

B: OK, then I think we need to look at recruitment as the
quick solution.

I'll send Stefanie over to Tokyo for a couple of weeks, OK?
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Lesson 6.1
Consonant-vowel linking

Lesson 5.1
Pausing and stress in presentations

¢y Inpresentations, pay special attention to words that ¢y Inspoken English, a consonant at the end of a word

are stressed and the places where speakers pause
for effect.

> P5.01 Listen to two versions of the beginning of
a presentation. Which is more effective and why?

Online shopping is now a major part of the retail
sector. Itis convenient and often cheaper than
buying in traditional stores. E-commerce operators

is often linked to a vowel at the beginning of the
next word.

#» P6.01 Listen and repeat these phrases.
millions_of people

make_a phone

but_on the other hand

the situation_in_Eastern Congo

have invested heavily in their logistics systems so
that consumers receive a quick and efficient service.

Work with a partner. Mark where there will be
consonant-vowel links in this extract.

... that's why we started a company instead of, you know,
doing art projects, for example.

> P5.02 Listen to the more effective version again.
Mark the pauses and underline the words the
speaker stresses.

Online shopping is now a major part of the retail
sector. |Itis ...

#» P6.02 Listen and check. Then listen again
and repeat.

L . . Take turns to say the phrases in Exercises 1 and 2.
Work in pairs. Take turns to give the presentation.

Lesson 6.4

Intonation and discourse marking
in presentations

Lesson 5.2
Auxiliary verbs in passives

k) Auxiliary verbs in passives are usually weak forms
or contractions.
Ifthe items aren’t clean, they haven’t been /bin/
washed at the right temperature or the appliance
has /haz/ been overloaded.

& When you present information, use a fall-rise intonation
for an introductory phrase, then pause, and then use
afalling intonation for the information itself.

N —

On this graph | you can see how demand has grown recently.

If we use strong forms, it is usually to emphasize
contrast.

A: Why hasn’t the order been delivered?
B: It has /hz/ been delivered. It was delivered this

morning. (B stresses has to contrast with A’s idea
that the order hasn’t been delivered.)

#» P6.03 Listen to these presentation extracts.
Mark where the speaker pauses.

1 Today, Id like to tell you about our latest product.
2 ['llbegin by giving you some background.

3 Inthe next part of the presentation I'd like to present
some more technical details.

As you can see from the chart, Poland is one of our
biggest markets.

B: Sent? It's already been delivered! 5 I'm going to finish by telling you a little story.
3 A: When were these invoices paid?

Is each of the words in italics in these exchanges
weak or strong? 4

1 A: Hasthe order been sent?

Work in pairs and practise saying the sentences

B: | think they were paid last week. Let me check - yes, h .
in Exercise 1.

they were, on Wednesday.
4 A:ldon‘tthinkdriverless vehicles can be tested safely.
B: They can be - they can be tested in closed areas.

2 P5.03 Compare with a partner, then listen
and check.

Work in pairs and practise the exchanges in
Exercise 1.
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Lesson 7.2

Phrasing and intonation in past
sentences

In sentences with various past tenses, we often
use a fall-rise intonation for the background
information at the beginning of the sentence
and then a falling intonation for the main
information.

i P7.01 Listen and mark the main information.

1 While Luis was working in India, he was surprised to see
ashrine on the table in the chairman’s office.

2 Evenifthey’d previously agreed to a deadline, they later
admitted they couldn’t meet it.

3 Because her boss had copied in all the members of the
team, Shivani was so embarrassed that she quit her job.

Work in pairs and practise saying the sentences
in Exercise 1.

Lesson 7.3
Strong or weak?

Some very common words such as a, an, and, are,
as, have, the, to, etc. are usually spoken in their
weak forms, unless they are stressed, for example
for contrast.

A: Are /3/ these your glasses?

B: Yes, they are /a:/ - thanks!

iy P7.02 Listen and repeat this extract.

I don't agree that /dst/ deadlines can /ken/ never
be /b1/ moved around - | think they can /keen/ be /b1/
sometimes.

Work in pairs. Do you think the words in italics will
be strong or weak?

1 The processis asimportant as the result.

2 Deadlines are useful to keep people focused - that’s
their main purpose.

3 Ithink consensus isimportant - what do you think?

4 Ifwe can'tall reach an agreement, what do you think we
should do?

#» P7.03 Listen and check. Then work in pairs and
practise saying the sentences.

D
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Lesson 8.1
Glottal stops

The sound /t/ is sometimes replaced by a glottal
stop, in which the air is stopped in the throat. Some
regional accents of English, and some individual
speakers, use glottal stops more than others.

i PB.O1 Listen to the exchange, first with /t/ and
then with a glottal stop.

A: When are we going to start?
B: Straightaway.

#2 P8.02 Listen and underline where /t/ is replaced
by a glottal stop.

1 Greatleaders are born not made.

2 Nobody really agrees about what the characteristics of
a great leader are.

3 Weforgot the whole point was just to start the truck.

Work in pairs. Take turns to say the sentences using
either /t/ or a glottal stop. Tell your partner which
of the sounds you heard.

Lesson 8.2

Phrasing and intonation in relative
clauses

In speech, non-defining relative clauses are usually
separated from the rest of the sentence by pauses
which correspond to commas in writing. Non-defining
relative clauses are also often spoken on a lower pitch
than the rest of the sentence. Defining relative clauses
are not separated from the rest of the sentence in
these ways.

> P8.03 Listen to two sentences. Which is defining
and which is non-defining?

#» P804 Listen and repeat the sentences.
1 A Mysister, who works in marketing, used to be a singer.

B I've got two sisters. The one who works in marketing
used to be a singer.

2 A Thisis the new app | was telling you about the
other day.

B The new app, which | was telling you about the other
day, is selling well.

Work in pairs. Practise saying the sentences.
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1.2) Future forms

We can talk about the future using a variety of forms
depending on the function:

» We use the Present Simple for events scheduled to happen
(something that is timetabled).

I have a job interview tomorrow.
Our train doesn’t leave until 8.30 this evening.

Does the departmental meeting start at 9 o’clock on
Monday as usual?

« We use the Present Continuous for plans/arrangements
(something you have confirmed for the future). This often
involves other people.

I’m visiting the suppliers tomorrow.
He’s on holiday so he isn’t coming to the meeting on Friday.
Are you having a leaving party next week?

» We can use be + going to + infinitive in two different ways:

i totalkabout personalintentions (something you want
to do).

I'm going to get to the office early tomorrow.
We aren’t going to change the software.
Is she going to come to the meeting?

Note: We use the Present Continuous more for plans/
arrangements with other people and be + going to +
infinitive for personal intentions. However, often we
could use either form because many events can be seen
as either plans/arrangements or intentions.

I'm visiting the suppliers tomorrow. (This is a plan/
arrangement between the supplier and myself.)

I'm going to visit the suppliers tomorrow. (This is my
intention.)

I’'m going to get to the office early tomorrow. (This is my
intention.)

F'nr-getting-to-the-office-earty-tomorrow: (This is not

correct because it is not a plan/arrangement.)

i totalk about predictions when something is probable
(something you expect to happen).

He’s very good. | think he’s going to get promoted soon.

Look at this office! It's not going to be big enough for
four people.

She does a great job. I'm sure they’re going to make her
Chief Executive.
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1.5 Present Simple and Continuous

We can use the Present Simple to talk about:
« permanent situations.
He supervises the production line.
He works in the finance department.
- general facts.
Water freezes at O degrees.
It’s one of the biggest companies in the world.
+ repeated/regular actions.
They work in an office.
She deals with customers.
We can use the Present Continuous to talk about:

- things happening at the same time as we are speaking or
writing.

We’re waiting for a delivery.
He's showing Mr Jones around the factory.
« temporary situations.
I'm staying with a friend while I'm in London this week.

He’s acting as Head of Finance while his boss is on
maternity leave.

« future plans/arrangements.
We’re meeting the clients tomorrow morning.
She is visiting our offices next week.

There are some verbs which are rarely used in the continuous.
These include:

be, believe, contain, dislike, hate, hear, know, like, love, need,
own, possess, smell, sound, understand.

There are also some common verbs which change their
meaning in the Present Simple and Present Continuous.
These include:

o think

I think you're going to find it very interesting. (This is my
opinion.)

I'm thinking about the induction day. (This is the topic.)
» have

I have a good car. (= have got / own / possess)

He’s having breakfast. (= eating)
. see

| see your point. (= understand)

I'm seeing him tomorrow. (= meeting)



2.2) Connectors

Connectors are words or phrases that signal to the reader or
listener how things relate to one another in a text or speech,
and help to support understanding. They can also be used to
manage and direct the focus of the reader or listener.

There are different categories of connectors depending on the
role they perform in the sentence. For example:

 adding ideas, e.g. and, also, as well as, in addition.

As well as discussing the in-store customer experience, we
also need to look at brand awareness if we want to improve
sales figures.

In addition, we feel that our stores should use new
technologies to attract customers.

- contrasting ideas, e.q. although, but, however, while.

Initial response to our new product range has been positive.
However, there is still a lot of work to do to reach our
target. (Note: we use a comma after However.)

I think she’s a great brand ambassador, although | don’t
like her music very much. (Note: we use a comma before
although.)

Certain luxury brands are popular in some countries, while
different brands are popular in other markets.

- referring to time, e.qg. earlier (this year), in recent years, now,
previously, recently, when.

In recent years, Chinese customers have started to combine
holidays abroad with shopping expeditions.

- giving examples, e.g. for example, for instance, such as.

There are many successful global luxury brands, such as
Bulgari, Chanel and Hermés.

Our stores use new technologies, for instance, we have
created an app that lets the assistant know when a loyal
customer enters the store.

+ sequencing, e.q. first of all, then, to start with.

Ifyou'd like to go into marketing, first of all, you should feel
passionately about brands.

The success of our brand is due to two factors. To start with,
we have a well-designed, great product. Then we have the
support of many, many loyal customers.

Grammar reference )|

2.5 Verbs + -ing vs. infinitive

When a verb is followed by another verb, the first verb dictates
the form the second verb takes. There are various possibilities:

» verbs which take to + infinitive

afford, agree, arrange, attempt, claim, decide, demand,
deserve, expect, fail, guarantee, hesitate, hope, learn,
manage, offer, plan, prepare, promise, refuse, seem, tend,
would like

They have decided to sponsor the exhibition.

Wed like to invite you to our offices in Delhi to meet the
team.

- verbs which take -ing

avoid, consider, delay, deny, dislike, enjoy, finish, involve,
Justify, miss, postpone, practise, risk, suggest

He denied writing the email to the boss.

They postponed launching the new product for six months.
- verbs + preposition which take -ing

apologise for, insist on, look forward to, put off, succeed in

He apologised for arriving at the meeting late.

We look forward to seeing you soon.

+ verbs which take to + infinitive or -ing with a change in
meaning

forget, go on, remember; stop, try

| remember discussing modern art with you last month.
(Here remember refers to a past action, something the
person knows happened.)

Please remember to bring this invitation with you. (Here
remember refers to a future action, something the person
needs to do.)

She tried to write an email to apologise, but she couldn’t
find the words. (Here tried refers to something the person
wanted to do, but wasn‘t able to.)

She tried writing an email to apologise, but he still isn’t
talking to her. (Here tried refers to something the person did,
but which didn't work as planned.)

« verbs which take to + infinitive or -ing with little or no
change in meaning

begin, continue, hate, intend, like, love, prefer, start

They began arguing / to argue the moment the meeting
started.
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3.2 Direct questions

The usual word order in question forms is:

(Question word(s)) + auxiliary verb + subject + main verb +
object/time/place/manner, etc.

Have you worked in sales before? (no question word(s))
Why did you decide to travel for a year? (why = question word)

Direct questions can be open or closed. Closed questions have
a yes/no answer, while open questions start with a question
word or words, for example, what, who, when, where, why,
how, etc.

Do you have any experience for this position? (CLOSED)
Are you prepared to travel? (CLOSED; invert the verb be)
Why would you like to work for us? (OPEN)

Indirect questions

We often use indirect questions to be more polite with people
we don‘t know very well, e.g. in an interview, or when a question
is more difficult or challenging.

There are different ways of starting an indirect question.
For example:

« Can/Could you tell me/us ...
Can you tell me how many people work in the department?
Could you tell us what your greatest strengths are?
« I'd/We‘d like to know if/wh- question word(s) ...
Id like to know what the starting salary will be.
We'd like to know if you have experience in this sector.

Note: I'd/We‘d like to know ... does not need a question
mark (?).

In closed questions, I'd/We'd like to know ... and Can/Could
you tell me/us ... are followed by if/whether, while in open
questions they are followed by a question word or words.

I'd like to know if you provide any training. (= Do you provide
any training? (CLOSED))

Id like to know what kind of training you provide. (= What kind
of training do you provide? (OPEN))

Can/Could you tell me whether | will need to travel? (= Will |
need to travel? (CLOSED))

Can/Could you tell me how often | will need to travel? (= How
often will I need to travel? (OPEN))

Note: Always check the word order in indirect questions as
there is no inversion of the subject and the (auxiliary) verb.

I'd like to know who I will report to. (not ... who witt | report to.)
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3.5 Past Simple and Present

Perfect

We can use the Past Simple to talk about:

« events that took place at a definite time in the past.

In this case, we often use the Past Simple with time
expressions such as yesterday, last week, at 8 o'clock, three
years ago, etc.

| organised a surfing team at my university.

Last year we won the national inter-university surfing
competition.

finished time in the past.

I lived there for ten years. (This means that | don’t live there
anymore.)

details of something that happened in the past.

I've been there several times. In fact, | went there last week.

We can use the Present Perfect to talk about:

« indefinite time in the past.

In this case, we either don’t know when something
happened or we don’t consider when it happened
important.

| have spent the last three summer holidays working for a
local surfing company. (In this case, we don’t know exactly
when, but it was sometime before now.)

past actions or states which are relevant now.

In this case, we often use the Present Perfect with
expressions such as already, before, ever; never, recently,
always, still and yet.

I've just completed a sports education degree.
I have always kept up-to-date with current trends.

Have you ever worked for Microsoft?



4.2 Modal verbs

We can use a range of modal verbs to talk about obligation,
necessity, prohibition and recommendation. For example:

+ We use have to + infinitive when we talk about actions that
are necessary and obligations. These obligations can include
laws, rules and regulations.

Companies have to pay 20 percent corporate tax in the UK.

In British English it’s also common to use have got to when
speaking.

I've got to go to the dentist’s tomorrow.

« We can also use the modal verb must + infinitive when
we talk about actions that are necessary or obligations. We
can generally use either have to or must in most cases.

Companies have to pay 20 percent corporate tax in the UK.
Companies must pay 20 percent corporate tax in the UK.

However, we use have to more frequently for external rules
and must more frequently for obligations we make for
ourselves.

I have to get to work early tomorrow. There’s a meeting at
9 o'clock.

I must get to work early every day. It’s when | get my best
work done.

We use have to when we need to use a past, future, present
perfect, gerund or infinitive form.

Did you have to do a test as part of the interview process?
We will have to cut prices in order to compete.

The European Bank has had to lower interest rates again.
Having to work shifts at the hospital is not easy.

We can use both have to and must for strong
recommendations.

You have to visit the National Portrait Gallery. It’s brilliant!
You must tell the hotel you want a room with a sea view.

«  We use should/shouldn’t + infinitive to make
recommendations and suggestions and to give advice
and opinions.

If you ask me, we should catch the earlier train.
Should | call the supplier if they haven't replied to my email?

We shouldn’t leave the air-con on when we leave the office.
It's a waste of energy.

+ We use mustn’t + infinitive to say thatitis important or
necessary not to do something or thatitis not allowed.

We mustn’t lose market share to our competitors.
Staff mustn’t talk about company strategy in public.
Passengers mustn‘t use mobile phones during take-off.

« We use don’t have to + infinitive to say that it is not
necessary or compulsory to do something, but that you can
doitif youwant.

You don’t have to wear smart clothes but clean clothes
are essential.

I don’t have to work tomorrow. It’s a public holiday.

Grammar reference )|

Be careful because mustn’t and don’t have to have very
different meanings.

You mustn’t smoke anywhere in the building. (This is not
permitted.)

You don’t have to go outside to smoke here. (This is not
necessary.)

4.5 Comparison

We can use a variety of structures to make comparisons.
These include:

Comparative adjectives

short adjectives

For adjectives with one syllable (and some two-syllable
adjectives, e.qg. clever, quiet, narrow), add -er :

They prefer to visit bigger supermarkets.

Note: There are some common exceptions. For example:
good - better; bad - worse

adjectives ending in -y

For adjectives ending in -y, drop the -y and add -ier :
The company boss is wealthier than we thought.

long adjectives

For some adjectives with two syllables and for most
adjectives with three syllables, use more or less:

Local stores are offering a more limited range of products.
notas... as
To say that two things are not the same, use not as ... as:

The HR department is not as noisy as Sales. (This means
that Sales is noisier than the HR department (though the HR
department may be noisy, too).)

The training session wasn't as interesting as | had expected.
(This means that | expected the training session to be more
interesting than it was.)

Emphasising comparisons

We can use words such as much, far, considerably, slightly
and a bit before a comparative adjective to make the
comparison stronger.

We wouldn’t go, even if prices were much lower.
The launch was far more difficult than we expected.

We can also repeat the comparative adjective to indicate
that something is changing over time.

Customers have to wait longer and longer. (This means
that the average time customers are waiting is becoming
progressively longer)

Comparing nouns

We can use words and expressions such as more, less, fewer
and not as much/many ... as to compare nouns. For example:

There are not as many staff members as before to help them.
The company wanted fewer out-of-town stores.

This year customers spent less money than last year.
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5.2) Passive forms

Past, present and future

We make past, present and future passive forms using the
appropriate form of the auxiliary verb be + past participle of
the main verb. We use the passive form when we don’t know
who or what is responsible for an action (the agent), or the
agentisn‘timportant, or when we simply want to emphasise
the importance of an action rather than the person/thing
responsible for doing it. We often use the passive instead of the
active form to describe systems and processes and in formal
writing (technical manuals, reports, scientific writing, etc.).
When we include the agent we use the preposition by. For
example:

« Agent not known
First the goods are packed and then the lorry is loaded.
The goods were badly damaged in transit.
The shipment will be delivered on Friday.
» Agent known
The paperwork is done by our shipping agent.
The invoice was paid by the client last month.
The parcel will be sent by courier.
Be careful with word order in questions.
Was the bill paid last week? (no question word(s))

What time will the shipment be delivered? (what time =
question words)

How many people were involved in the process? (how many
= question words)

If you want to be more direct, or simply use fewer words, it’s
best to use the active form.

Who packed this? (rather than Who was this packed by?)

Present Perfect Simple passive

We form the passive of the Present Perfect Simple using the
auxiliary verb have + been + past participle of the main verb.

This robot has been designed to deliver packages.
It hasn’t been done properly.
Have these invoices been paid?

Remember, we often use the adverbs already, just and yet with
the Present Perfect Simple. We use already to confirm that
something has been done (often earlier than expected), and
we use just to show that something has been done recently.
We usually use yet in negatives and questions. Be careful with
the word order with all three adverbs.

These goods have already been sent.
Your order has just been sent by courier.
I'm afraid the order hasn't been fulfilled yet.

Have the goods been delivered yet?
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Passive form of modal verbs

We form the passive with modal verbs using have to / can /
could, etc. + be + past participle of the main verb. Remember,
we use have to, should and must to talk about obligations and
can, could and might to talk about possibilities.

The orders are processed and then they have to be packed.
Packages must be left in collection lockers.
Parcels can be delivered by robot or drone.

Goods could be damaged in transit if they are not well packed.

5.5 Linking

We can use a range of linking words to introduce differences,
but the language structures following them vary. For example:

But connects two statements or phrases when the second
one adds something different or seems surprising after the
first one. Though is like but and adds a fact or opinion that
makes what you have just said seem less definite or less
important.

We visited the offices but/though the manager wasn't
there.

« Although contrasts one clause with another in the same
sentence.

Although we visited the offices, the manager wasn't there.

» Even though is used to introduce a statement that makes
the main statement coming after it seem surprising.

Even though we visited the offices, the manager wasn't
there.

 Nevertheless and However are often used to begin a
sentence. They can also be used in the middle of a sentence
to join two different ideas.

However/Nevertheless, he said he would meet us the
following day.

« Despite and In spite of are used to say that something
happens or is true even though something else might have
prevented it. Note: You cannot use of with despite.

Despite sending the order in early, delivery was still ate.

Despite the fact that we sent the order in early, delivery was
still late.

« In spite of means the same as despite but is used differently
unless you add the fact that. Itis usually followed by a noun
phrase.

In spite of all the problems, we still managed to complete
the project.

In spite of the fact that we sent the order in early, delivery
was still late.

« WWhereas makes comparisons and says that something is
true of one person, thing or situation but is different for
another.

This supplier offers better quality whereas the other one
offers better design.
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6.2 Reported speech

When we tell someone what another person said, we usually
change the verb tenses from direct speech:

+ Present Simple — Past Simple

‘I want to go to Harvard Business School.”

She said (that) she wanted to go to Harvard Business School.
« Present Continuous — Past Continuous

‘I'm studying to be a software engineer.’

She said (that) she was studying to be a software engineer.
+ Present Perfect — Past Perfect

‘I've worked in the company for three years.’

She said (that) she had worked in the company for three years.
+ Past Simple — Past Perfect

‘I went to Paris on business.’

She said (that) she had been to Paris on business.

Modal verbs also change: can changes to could; will changes to
would; may changes to might, must changes to had to, etc.

‘I'll phone the client.”

She said (that) she would phone the client.

‘We must finish the project on time.’

She said (that) they had to finish the project on time.

We often use the verbs say and tell when reporting what
someone said. Both verbs can be followed by a clause with or
without that.

Note: The verb tell needs an indirect object or an object
pronoun before the clause.

‘We must finish the project on time.”
She said (that) they had to finish the project on time.
She told me (that) they had to finish the project on time.

Changes to personal pronouns and adverbs of time and place

We often need to change the pronoun and the adverbs of time
and place when we change from direct speech to reported
speech.

‘We spoke earlier today.'

He said (that) they had spoken earlier that day.

‘I'll phone tomorrow."'

She told me (that) she would phone the next day.
Other common examples of adverbs of time include:
now — then yesterday — the day before

Adverbs of place also change. For example:

here — there  this — that

Note: When we report what someone said on the same day,
or if a person says something which is still true, we can often
retain the verb tense used in direct speech.

'We launched the site in 2012.'
He told me (that) they launched the site in 2012.
He told me (that) they had launched the site in 2012.

Reported questions

« When reporting yes/no questions we often use ask + if/
whether, then change the verb tenses, pronouns and
adverbs of time and place if necessary.

‘Do you enjoy the work?’

| asked him if/whether he enjoyed the work.

‘Have you been back to Harvard?’

| asked him if/whether he had been back to Harvard.

+ When reporting Wh- questions we use the same question
word, then change the verb tenses, pronouns and adverbs
of time and place if necessary.

‘What do you like most about being an entrepreneur?”

I asked him what he liked most about being an
entrepreneur.

‘Why has the business been such a success?”
| asked him why the business had been such a success.

Note: We do not use question word order or question
auxiliary verbs in reported questions.

6.5 Order of informationin
sentences

Topic words and known information

We usually begin a sentence with the topic word or known
information. This is followed by new information and ideas
about the topic. For example:

George Johnson started making toys for his children. (George
Johnson is the topic word or known information so it comes at
the beginning of the sentence.)

George Johnson started making toys for his children. (Making
toys for his children is the new information and therefore
comes at the end of the sentence.)

Common changes
Often other words in a sentence may change. These include:
« pronouns.

These toys were very popular with other parents. (These
toys refers back to ‘the toys made by George Johnson'. These
specific toys are now the topic of this sentence and known
information.)

They wanted to buy the toys. (They refers back to ‘other
parents’. This was the new information in the previous
sentence and is now the topic of this sentence.)

« using a noun form instead of a verb form.

Managing finances carefully from the start is fundamental.
(The topic of this sentence is managing finances so we need
it at the beginning of the sentence.)
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7.2 Past tenses: Past Simple,
Past Continuous and
Past Perfect Simple

Past Simple
We can use the Past Simple:

- totalk about finished or completed actions/situations in
the past, or past events that happen one after the other
(consecutive events). The events may have happened
recently or in the distant past.

| asked what the music was and he told me that it was
Indian mantra music.

During my first year of working abroad, | learnt the
language. In the second year | got to know the culture
better.

» with time expressions such as ago, yesterday, last week/
month/year, etc. These usually go at the end of the
sentence.

| came here last year.
We started this business venture a few months ago.

There weren’t many students in class yesterday.

Past Continuous
We can use the Past Continuous:

« totalk about past actions/events that were in progress
or happening at the same time. We often use the Past
Continuous together with the Past Simple and with when
orwhile.

When | started working, | was still living with my parents.

While | was living in Kenya, | discovered that optimism is
highly valued.

- togive the background situation in a story.

They were doing a course in cultural awareness to improve
their communication with international partners.

The entrepreneur was running a village shop at the age of
eight but went bankrupt twice before he was eighteen.
Past Perfect Simple
We can use the Past Perfect Simple:

- totalk about a finished or completed past action/event
that happened before another action/event in the past. It
is often used with the Past Simple.

Before working as a cross-cultural consultant, she had lived

in many countries.

They admitted that they couldn’t meet the deadline,
although they had previously agreed to it.

- totalkabout life experience before a point of time in the
past. We often use the adverbs ever, never, already, yet and
Just with this usage.

I had never seen this kind of thing before!

The meeting had already begun when we arrived.
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- with time expressions such as by the age of, by the
time, etc.

He had set up his own business empire by the age of
twenty-five.

By the time | had learnt about differences when working
in Saudi Arabia, it was time to go home.

7.5 First and second conditional

First conditional

We use first conditional sentences to talk about potential
consequences of actions. The usual structure of a first
conditional sentence is:

If + present simple, will + main verb.
The two clauses can appear in either order.

If people are not familiar with the differences, then language
problems will become more complicated.

He'll think you're rude if you start with the business chat
immediately.

Unless

We can use unless in first conditional sentences to mean if not:

Unless training is arranged with immediate effect, some
projects will probably suffer. (= If training isn’t arranged, ...)

He’ll think you're rude unless you start with small talk.
(=...ifyou don’t start with small talk.)

Second conditional

We use second conditional sentences when we are less certain
of potential consequences. In these situations, we consider
the action more difficult to achieve and so less likely to happen.
The usual structure of a second conditional sentence is:

If + past simple, would + main verb.

Like the first conditional, the two clauses can appear in either
order.

If team members visited other members in their own countries,
they would be able to get to know each other better.

We would arrange for everyone to meet in Rome if we had
more money.

Note: If you begin a conditional sentence with if or unless, then
you need to put a comma after the conditional clause. You do
not need a comma if you start with the main clause.
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8.2) Relative clauses

We can use relative clauses to add extra information to a sentence.

+ Defining relative clauses add information which is essential.
David is the one who/that won the competition.

The newspaper which/that she likes most is the Financial
Times.

London is where they have their company headquarters.
Nine o'clock is when we are meeting them.
It’s Tracey whose computer isn‘t working.

+ Non-defining relative clauses add information that is extra
and not essential.

Note: We use commas before and after these clauses.
David, who is highly competitive, likes to win.

The Financial Times, which she reads every day, is her
favourite newspaper.

London, where we went last summer, is in the Southeast of
England.

At weekends, when most people can relax, it's busy at the
call centre.

Tracey, whose sister works with me, is the HR Manager.

We usually introduce a relative clause with a relative pronoun.
The most common relative pronouns are when, where, which,
who, whose and that. The relative pronoun we use depends on
whether we are talking about times, places, things, people or
possessions.

« In defining relative clauses we can use that instead of who
to talk about people.

She is the author who wrote the book.
She is the author that wrote the book.

+ Indefining relative clauses we can use that instead of
which to talk about things.

The course which starts tomorrow is about leadership in the

21st century.

The course that starts tomorrow is about leadership in the
21st century.

« Innon-defining relative clauses we can only use who to
talk about people.

David, who is highly competitive, likes to win. v/
othatishi et i X
« Innon-defining relative clauses we can only use which to
talk about things.

The Financial Times, which she reads every day, is her
favourite newspaper. v/

. it Times. ¢ ”
favotrite-nevwspaper. X

With both types of relative clauses we use:

» when to talk about time.
Nine oclock is when we are meeting them.

At weekends, when most people can relax, it's busy at the
call centre.

« where to talk about place.
London is where they have their company headquarters.

London, where we went last summer; is in the Southeast of
England.

» whose to talk about possession.
It’s Tracey whose computer isn’t working.

Tracey, whose sister works with me, is the HR Manager.

Omission in defining relative clauses

If the relative pronoun refers to the object of the verb, we can
omit it in defining relative clauses only.

She is the neuroscientist who/that | spoke to at the conference.
She is the neuroscientist | spoke to at the conference.

This is the book which/that he recommended to me.

This is the book he recommended to me.

That was the day when e first met.

That was the day we first met.

Note: If the relative pronoun refers to the subject of the verb,
we cannot omit it:

She is the author who/that wrote the book. v/
Shes theauthorwr ethebook

8.5 Reduced relative clauses

Relative clauses usually have a relative pronoun and a full
verb. For example:

It was decided that all directors who are serving on the board
should have hands-on experience.

This is a summary of the decisions which were reached at the
meeting yesterday.

However, sometimes, relative clauses can be reduced. There are
various possibilities:

« Ifthe verb in the relative clause is active, we can omit the
relative pronoun and the auxiliary verb be and use the
present participle.

It was decided that all directors serving on the board
should have hands-on experience.

« Ifthe verb in the relative clause is passive, we can omit
the relative pronoun and the auxiliary verb be and use the
past participle.

This is a summary of the decisions reached at the meeting
yesterday.

« Ifthe relative pronoun and the verb be are followed by a
prepositional phrase, we can also reduce the relative clause.

The debate which was about the disconnect was lively.
The debate about the disconnect was lively.

The file which is on the table belongs to the boss.

The file on the table belongs to the boss.
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Lesson 1.4

Role cards

Lesson 1.2

Tall organisations have lots of management levels.
There is generally more bureaucracy and decision-
making is slow and centralised in the top levels of the
hierarchy (top-down decision-making). A criticism of

Read through the information and prepare for the roleplay.
You can include any additional information you want.

Student A
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tall organisations is that they are slow to innovate
and therefore are less competitive. However, there
are also many opportunities for promotion. Large
complex corporations with a lot of staff are typical
examples of tall organisations.

Flat organisations are less hierarchical. There are
few levels of middle management. Decision-making
is more decentralised and therefore quicker. The
lines of communication between staff and senior
managers are more direct and two-way (top-down
as well as bottom-up). Flatter organisations are said

Visitor role (Scenario 1)

PROFESSIONAL

Name: Use your own name

Job: Sales assistant

Location: Australia - office in Sydney
Local manager: Bruce Mansen

Time in company: 7 months

Length of visit: One week

Number of times

to be more creative and innovative. However, with in London: Once before

fewer management levels, there are fewer cha.n<‘:(.es. of Project experience:  Zero

promotion. Managers can have more responsibilities

and stress. Start-ups with fewer staff are typical flat PERSONAL

organisations. Background: Originally from Canada
Travel: Have visited fifteen other countries
Studied: At university in Canada and

Lesson 2.3

1 Your company is in the city centre, a 20-minute bus
ride from your home. However, it now plans to move
to a new industrial estate over an hour away by car.
There are always traffic jams getting there because
there are no public transport links yet. Ask your
father/mother what you should do.

2 You have moved to a new country to improve your
language skills and job prospects. You had no idea how
lonely you would feel after six months. Your colleagues
at work do not socialise outside the office and you
have found it hard to make friends any other way
because your language skills are still quite basic.
Should you just give up and go back to your country?
Talk to your flatmates about what to do.

Australia
Weather back home: Wonderful
Plans for the evening: No plans

Host role (Scenario 2)

Welcome your guest to the meeting and make small talk
to put your guest at ease. You can ask questions about
your guest’s role in the company (e.g. job title, location,
manager, experience), how long he/she is in town,
whether he/she has been to your city before, where he/
she comes from, travel, where he/she studied, the
weather and his/her plans for the evening.

3 You have recently been promoted at work. The job
involves managing staff, which you have never done
before. Ask some senior managers for their top tips on
how to manage staff - a lot of whom are older than you.

Observer role (Scenario 3)

Observe the meeting and notice how the host and guest
make small talk. What areas do they perform well in?
How could they improve?

Lesson 3.4

Interviewers

1 Decide on the structure and working environment of
your company. As the interviewer, which parts of the

Lesson 1.5 job are your priority?
a Going to conference. 2 Read the audioscript of the interviews on page 147.
b Butmay be late Friday. Think of four questlons to as.k the |.n.terv.|ewee.
i Include questions about their qualifications,

¢ Cango Friday. experience, attitude and personal qualities. Include
d Sorry. both open and closed questions.
e Thanks for email re induction day. 3 Think about questions the interviewee may ask you
f Dentist appointment at 8.30 that day. and how you will answer them: e.g. How big is the

, company? Is the work environment formal or informal?
g I'mnotfree Thursday.

What are the working hours?, etc.
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To: Kiran Kaur Pannu

Cc: Marisa Shields

From: Ted Vesely

Subject: Re: Exhibition preview sponsored by C&P Partners

Hi Kiran

Thanks for the invite. I'm sorry but | can’t come on
22nd November. I'll be away that day.

But this event sounds great and my colleague,
Marisa Shields, is interested in coming instead of me.
Can you put her name on the guest list?

Cheers! Hope it goes well.
See you soon!

Best

Ted Vesely

Lesson3.2 D 3

What do you like doing at the weekends?

Did you Wave any trouble finding us?

ttave you ever been in hospital?

Do you prefer working independently or in a team?
Are you prepared to work long ours?

What were your favourite subjects at college/
university?

Do you plan to have children in the near future?
Do you prefer tea or coffee?

DY NWN

So N

9 Tell wme about a successtul project you've
worked on.

10 what is your greatest passion?

11 wWhat's your proudest achievement?

12 Where did you 90 on holiday last year?

13 wWhat do you know about us / our company?

14 Who was a wmentor for you at university [ in your
previous [ob?

18 wWhy don't you cat meat?

16 1'd like to know why you didn’t include any
references in your CV.

1F Can you give we the phone number of your
best friend?

18 Can you tell me about a time when you worked
well in a team?

19 we'd like to know why you left your previous
job.

20 If you were an animal, what kind of animal
would you be?

Additional material |

Lesson 3.4 )» 6B

Interviewees

1 Look at the job information and define your
transferable skills, in case you don't have everything
the company is looking for.

2 Think of the questions the interviewer might ask and
prepare your answers: e.g. think about your
experience and qualifications, your transferable skills,
your personal qualities, etc.

3 Review the expressions and questions in Exercise 5.
Prepare three or four questions to ask about the
organisation (e.g. its size, location, etc.), the working
environment (e.g. if it is formal or informal), the job
(e.g. working hours, how performance is measured, etc.)
and any other information you would like to know.

Lesson3.2 » 11A/B &Lesson3.5)> 1

SALES INTERNS
NEEDED FOR
IMMEDIATE

Do you have a degree in business studies
or sports education? Are you competitive?
Are you looking for an internship with a
dynamic, international employer?

At Surfing Technologies we need graduates who

are highly motivated, organised and communicative.
You must be prepared to learn quickly about the
latest trends in surfing and you will be responsible
for selling to key clients.

Surfing Technologies are based in Sydney and we
have a proven track record in offering our successful
interns an exciting career in sales with opportunities
to travel around the world. This position is for 3-6
months. No previous experience is required and
working hours are flexible.

If you think you have the necessary skills and are
passionate about surfing, please send your CV with
a covering letter to our Head of Recruitment at
hr@surftechnologies.au.

Successful candidates will be called for an interview.
We would love to hear from you!
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| Additional material

Lesson1.4) 5A

Role cards

Read through the information and prepare for the roleplay.
You can include any additional information you want.

Student B

Observer role (Scenario 1)

Observe the meeting and notice how the host and guest
make small talk. What areas do they perform well in?
How could they improve?

Visitor role (Scenario 2)

PROFESSIONAL

Name: Use your own name

Job: Works in Human Resources,
team member

Location: Germany - Frankfurt office

Local manager: Peter Mann

Time in company: One year

Length of visit: Two weeks

Number of times

in London: Never

Project experience: Zero

PERSONAL

Background: Originally from Germany

Travel: Have visited two other countries

Studied: At university in Switzerland

Weather back home:  Very good
Plans for the evening:  Would like to see a musical

Host role (Scenario 3)

Welcome your guest to the meeting and make small talk
to put your guest at ease. You can ask questions about
your guest’s role in the company (e.g. job title, location,
manager, experience), how long he/she is in town,
whether he/she has been to your city before, where
he/she comes from, travel, where he/she studied, the
weather and his/her plans for the evening.

BUSINESS WORKSHOP 4 > 4A

Student A

Mulberry’s is one of the main
Mulben‘y’s players in the UK with 16

percent market share. It has
1,370 grocery stores including 760 convenience stores. In
recent years it has suffered a decline in sales and its market
share has fallen due to competition from the discount
supermarkets.

In the last decade the chain invested heavily in building
‘big box’ outlets away from town centres selling
everything from clothes to electronic goods. Analysts
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Kin, the representative of Bot-automation,
the Japanese supplier

You are the supplier from Japan. You have quoted

an approximate figure of 6.4 million zloty for the
delivery and installation of three robots. Considering
the size of your client’s warehouse, it would be
much more efficient with four robots: each robot
costs 2.1 million zloty, although you are prepared to
negotiate a discount for the after-sales service for
this contract. The final price of the deal will depend
on the terms and conditions you negotiate.

+ Prepare some questions to get to know your
client better.

« Explain why they should buy from you. Give
examples of good relationships with other clients
and referrals.

+ Answer the client’s questions about payment and
delivery terms: confirm it is 50 percent on signing
the contract, and 50 percent on delivery and
installation. During installation, two engineers
adapt the system to the client’s needs.

+ You offer one installation period as you find this is
more efficient for you and the customer.

« You work with very reliable transportation
companies. If the robots are damaged in transit,
your company is responsible for replacing
damaged goods.

« Explain your guarantee terms, i.e. if there
is a major technical failure, you will send a
maintenance technician to repair it within
36 hours. This work is outsourced to a robotics
specialist in the client’s country.

+ You provide hands-on training in English during
installation so that staff learn how to operate the
robots and basic maintenance. But this service
is provided at an additional cost of 43,000 zloty.
The training is normally done by two specialist
engineers.

argue that the chain needs to focus on its core business
and sell off other businesses, such as in-store cafés. The
chain’s self-service checkouts have cut staff costs. Its
online shopping service only makes 1p on every pound
because of delivery costs on its minimum order of £25. It
stocks 25,000 product ranges including 1,500 own-brand
products, which keeps distribution costs high and
overwhelms customers. According to Kantar Retail, the
average household buys only 400 products a year, with
just 41 items in their weekly shop.
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Sample PEST analysis

Additional material p|

Lesson5.4 » 6B

Introduction

Lagartijo is a small Spanish-based company founded in
2006. It produces handmade leather bags, shoes and
accessories and sells these in high-street shops. The
products are made with Spanish leather but manufactured
in Indonesia, which has cheaper labour costs, and then
the finished products are imported back to Spain.
Lagartijo also imports products made with rare animal
leather, such as shoes, bags and belts made from python
and alligator skin.

Political factors Economic factors
Spain and Indonesia The Spanish economy is
have good trade recovering from a long
relations. economic crisis and is
Spain has a minority growing slowly.
right-wing government. Spain has a long tradition
of making leather goods
but the industry has
mostly closed down.

Social factors Technological factors
People’s attitude to the Similar products can be
use of rare animal skins manufactured more

in consumer products. quickly and more cheaply
Consumers in Spain are in Asia.

prepared to pay for More people are shopping
reasonably priced leather | online these days.

goods.

Conclusion

By outsourcing manufacturing to Indonesia, Lagartijo has
been able to keep costs low while at the same time
producing high-quality leather goods. It is clearly missing
an opportunity to sell its goods online both in Spain and
to other countries which value Spanish leather goods as
well as luxury products made from more exotic animals.
However, there is a threat that conservation movements
may begin campaigning against the use of python and
alligator skins, which would affect Lagartijo’s business. To
reduce the risk, the company needs to find out if there is a
conservation problem about using these skins and decide
whether it wants to continue with these product lines.

Lesson 7.5 » 3B

Situation on cross-cultural teams

Staff don't get on — projects delayed [ misunderstandings

Suggestihavise

o get feedback from cach team member
wore training

o grrange meeting with whole team

o wove wmembers 1o other teams

Recommendation

Y > 1<

ATAX (Seller)

ATAX has had a very successful year and is planning to
produce more coats (40 percent more next year), and is
opening a new factory in southern Turkey. LAURA is an
important customer for you. You see the potential for
medium- to long-term cooperation, so you want to sign
a new contract for next year.

You have five areas to negotiate, with different options
in each area:

 number of coats (units) - number of colours
« number of designs - level of discount « terms of payment.

Each area has a number of associated points. If you
score over 25 points, you win a personal €5,000 bonus.

Comments Points
Number of coats
2,000 Want to sell maximum 4
3000 number possible.
5,000 or more
Number of colours
3 More colours means 6
7 higher production costs,
so a lower number is
10 or more better. 2
Number of designs
3 More designs means 6
6 higher production costs,
so a lower number is
10 or more better, 2
Discount
15% You are growing, so you
>0% have some flexibility on
price.
25%
Terms of payment
30days or Managing cash flow is 7
below important, so you prefer
45-60 days to have speedy payment | ¢
of invoice.
Above 60 days 3

Don’t forget to plan the process and who says what
in the negotiation.

Lesson8.2 > 1

a the process of gradually becoming bigger, better,
stronger or more advanced

b someone’s general attitude, and the way in which
they think about things and make decisions

¢ determination to do something that you have
decided to do, even if this is difficult

d careful thought, or anidea or opinion based on this

e the ability to understand other people’s feelings and
problems

f thethingsthata person or animal does
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Do you have a degree in media? Are you very competitive
and looking for a fast-paced job working with a small
highly motivated team? Then you might be the person
MolMedia is looking for.

We want someone who is very ambitious, has excellent
communicative skills and is career-focused. Intensive
training is given by our Senior Sales Executive so an
ability to learn quickly is vital.

The job involves sourcing and developing new client
relationships, initially by cold-calling, so good telephone
skills are necessary and the hours are flexible.

If you think this is you, send a CV to:
marcslater@MolMedia.com

< > | =2 | 4 | b

To: Marc Slater
From: Tim Worthy
Subject: Re:

Dear Mr Slater
I’'m writing about your job. | attach my CV.

I’'ve got a degree in media and need to find a job as
quickly as possible.

| like talking on the phone and working flexible hours.
My friends tell me that I'm very good at selling things
so | think I'll be good at this job.

| look forward to working with you.
Bye
Tim Worthy

Lesson 4.5 > 3B

Problem Reason Result
customer (1) can't contact customers cancel
complaints customer service | contracts

by phone

(2) staff rude and

unhelpful
phones not raw material replace handsets
working supplier
poor network not enough phone | phones useless in
service masts some areas

Lesson 5.5 » 3A

Problem Details Demand
late payments month overdue immediate
payment / court

damaged goods

wrong goods

invoice incorrect

BUSINESS WORKSHOP 5 » 5B

Tadeusz (Ted), Company Director of Meble BDB

The Japanese supplier has quoted a figure of 6.4
million zloty for the delivery and installation of
three robots. A fourth robot will cost an additional
2.1 million zloty but your maximum budgetis 7.7
million zloty. As Company Director, you don’t think
afourth robot is necessary for now. The final price

of the deal will depend on the terms and conditions
you negotiate. You also have to consider the costs of
training existing staff or hiring new staff to use the
robotics technology.

+ Askthe supplier for examples of client satisfaction
or referrals.

+ Check payment and delivery terms, e.g. they have
quoted 50 percent on signing the contract, and 50
percent on delivery. You prefer not to pay the final
50 percent until after a trial period of six months.

+ Check how the robots will be transported. They
must not be damaged in transit. If they are
damaged, or parts are damaged, the item has to
be replaced immediately.

+ Ask about guarantee terms, e.g. if the automated
system breaks down, you want the supplier to
send a maintenance engineer to repair it within
24 hours.

 Check the terms for training and after-sales
service. You want free maintenance to be
provided in the first two years. Training should be
given in Polish.

BUSINESS WORKSHOP 1 » 7
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To: Clara Jensen
From: Angela Martinez

Subject: Hot-desking* policy

Hot-desking was introduced a year ago when we
moved into the new headquarters as a way to
make more flexible use of workspace. It has had a
positive effect and encourages new relationships
and connections. However, there are a few issues:

1 Many people can feel really strongly about
where they sit and as a result, most of our hot
desks are informally allocated to the same
individual on certain days of the week.

2 The organisational hierarchy is reflected in who
always gets the best desks. This can cause
resentment among staff who feel less valued.

3 People tend to leave personal possessions
around on these desks.

4 There is a rush every morning for the best
remaining spots. ‘

| recommend we introduce a few principles that
can improve our current hot-desking procedures.

inferior quality

late deliveries
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*hot-desking: a way of saving office space and reducing costs. Staff
do not have their own desks. They use an available desk when they
are working in the office.
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Hi Josh

I've just get your email about the supplier problem.
Have you tried talk to Salvador Greco, the boss,
about the delivery problems? You ought speak to him
immediately. However, make sure that you aren’t too
direct about the business. He'll probably will ask
about general things first. He'll think your rude if you
start with the business chat immediately.

Unfortunately, unless the problem continues, you will
have to find a new supplier. We don’t afford to delay
production anymore. You'd better to start looking for
alternative suppliers if you can’t speak to Salvador.

Lesson 5.4 » 6B

LAURA (Buyer)

ATAX is an important supplier for you. The products are
generally popular, and you believe you can sell more if

you have more colours and designs. You have five areas
to negotiate, with different options in each area:

» number of coats (units) - number of colours
+ number of designs - level of discount - terms of payment.

Each area has a number of associated points. If you
score over 24 points, you win a personal €5,000 bonus.

Comments Points
Number of coats
2,000-2,500 You want a slight
>501-3500 increase on last year.
3,501 or more
Number of colours
3 More colours means
6 better sales opportunity,
so a higher numberis
8 or more better.

Number of designs

3 More designs means
5 better sales opportunity,
so a higher number is
6 or more better.
Discount
15% If you have more designs
18% and_colours, you can be
flexible on price.
21% or above 5
Terms of payment

30days or below | Managing cash flow is
45 days important, so you prefer

to have slower payment
60 days or above | of invoice.

Don’t forget to plan the process and who says what
in the negotiation.

Additional material p|
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Hi Jose

Sorry you missed this morning’s sales department
meeting. Just to let you know what was decided.
Firstly, we all agreed that Sylvie du Martin should
chair the International Sales Managers’ meeting
next month. We thought she was the best person
for this.

Regarding better communication between
Production and Sales, we couldn’t agree about
regular joint meetings, I'm afraid. It seems
Production will continue to complain that we give
out the wrong information, or accept orders that
are too large.

Finally, we've arranged a social event for Friday
evening next week because we thought it was a
good idea to try and sort out a few problems
informally if we could.

BUSINESS WORKSHOP 7 » 2B
Student B

2 Directness vs. indirectness

Being direct is a concept that is often admired

in cultures such as the USA and parts of Europe,

but not necessarily in the UK. Being polite means
different things to different cultures. Being
courteous and indirect is a characteristic of many
Asian cultures. In China and Japan, for example,
people find it very difficult to say ‘no” as this would
offend the other person, in their eyes, especially
when speaking to a person in authority. On the
other hand, American, Spanish, German and Polish
speakers might appear very direct, even rude to
Asians. The concept of being (in)direct can therefore
cause friction in business. Remember, not everyone
believes you should ‘say what you mean’. In
practical terms, it is always good business practice
to check and confirm what you have understood to
avoid ambiguity and misunderstandings, especially
concerning delivery dates, or terms and conditions
of contracts.

3 Individualism vs. collectivism

The concept of the individualis very strong in
Anglo-American cultures, whereas other cultures
believe what the ‘collective’, or group, thinks or
does, is more important than an individual’s opinion.
In the business world, the idea of team-building,

for example, is highly valued, where the ‘collective’
works together as a team with common goals.

Y i<
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Student A: Human Resources Manager

Amalia Attwood-Azinheira’s CV

Profile

+ An experienced Marketing and PR professional

+ A creative team player who's highly skilled at
problem-solving

- Excellent written communication and language
skills

Employment History

Jan 2014-present Communications department of
a coffee shop chain

My duties include writing promotional copy and press
releases, working with the Communications team in all
communications for both social media and the
traditional press.

2012-2014 Assistant Store Manager (part-time) of

an international coffee shop chain

My responsibilities included the following:

+ Managing the day-to-day food and beverage
operations

« Ensuring all customers are provided with excellent
service

« Ordering supplies, inventory control and
relationships with suppliers

« Organising, training and motivating staff

« Assisting the General Manager

2007-2012 Hotel receptionist, working for an
established hotel chain in Lisbon, Paris and London.

2006-2007 Travelled abroad

Education and Qualifications

2012-2014 MA in Communications and Public
Relations

2002-2006 BA Degree in Marketing, University

of London

2000-2002 A-levels* in French, Spanish,
Portuguese and Business Studies, Wandsworth Sixth
Form College, London

Computer skills
I am familiar with most office software packages.

Interests

Cinema, classical music, reading, hiking and yoga
Additional information

| have a clean driving licence.

Referees: available on request

BUSINESS WORKSHOP 1

Student B

Employers are enticing staff with
informal workspaces

In Poland today leading companies, competing for
the most talented employees, want to attract and
retain their staff with work environments a cut
above traditional offices.

Many Polish millennials - those born in the 1980s
and 1990s - like their counterparts in other
European countries, are adopting a different
approach to their careers. They value teamwork and
creativity and are not used to strict hierarchical
management. A small but growing number of office
developers are attempting to capture this spirit.

The less formal approach to workplace design, now
common among high-tech companies in the USA,
is a new phenomenon in Central and Eastern
Europe. Companies there are now mimicking
Google and Facebook. Their offices include areas
designed for different types of work, such as
creative spaces with walls for writing notes; ‘silence
boxes, where people can concentrate in peace, as
well as relaxation rooms with games consoles and
spacious kitchens with full fridges.

The office has to support creativity, conversations
and teamwork. Companies have noticed that their
workers are much more efficient if no one imposes
where they have to work.

Last year KPMG moved its offices to the brand new
Gdanski Business Centre. KPMG's website stated
that the move was ‘not only a change of address but
also a step forward in thinking about the company
as a workplace'. Indeed, its Warsaw employees brag
about having new spacious kitchens, modern
conference rooms and a large rooftop terrace.

Standard facilities in modern office blocks today in
Warsaw include restaurants, hotel-like lounges in
the reception, cycle racks and showers. The new
Warsaw Spire, the second tallest building in the
Polish capital, offers renters not only 100,000 sq
metres of office space but also a green area with
ponds, an amphitheatre, art galleries and cafés.

*A-levels: public exams that students take in England and Wales
when they are 17-18
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18th November
Re: Application for Social Media Manager position

Dear Sir/Madam,

| am writing to apply for the position of Social Media Manager at Media Solutions, as advertised on your website.
| believe | would be a real asset to your company: | have a degree in marketing and an MA in Communication and
PR. In addition, | have worked in a variety of sectors, from the hotel industry to telecommunications. I'm currently
working in the Communications department of a well-known coffee chain.

| consider myself to be reliable, flexible and | have excellent communication and language skills. | speak
Portuguese, as well as Spanish and French and | am currently learning Chinese.

Please find a copy of my video CV enclosed.

I look forward to hearing from you with regard to a possible interview.

Regards

Amalia Attwood-Azinheira

: . . < L= 7
To: jobs@mediasolutions.com o To: jobs@mediasolutions.com -
From: birtebernsen@yahoo.com o) From:  cindycas@gmail.com
Subject: job as Social Media Manager = Subject: Social Media Manager post | @ MOV 1MB
Hil To whom it may concern:

My name is Birte, and i'd love to work for
medium solutions. I've seen your web and it
looks really intersting. i'm a ‘people person”:
i love social media and spend all my time
doing it. 'm not only sociable, but also really
creative and I'd get on well with all the team
and the clients. My english teacher always
said | was great at writing stories, so I'm sure
writing reports won't be a problem. Also, |
love all kinds of team sports and I'm a
martial arts expert. See my video!! It's a bit
longer than a minute - sorry ...

Looking forward to hearring from you soon.

Birte Bernsen

1] > R

| would welcome the opportunity of working for your
company as a Social Media Manager. | have recently
completed a degree in business administration and
have worked as an intern in the marketing department
for local government.

Currently, I'm working as a Customer Service Manager
in a call centre. This is a challenging position as | am
responsible for a large team, although | enjoy dealing
with people and problem-solving on a daily basis.

In addition, | have always kept up-to-date with current
social media trends. Please find attached my video CV
where | describe my key qualities and skills. | am
confident that my skills will prove useful for this post.

| would very much appreciate the opportunity of an
interview to find out more about the position and
demonstrate how | can be of value to your company.

Best regards
Cindy Castro ‘

BUSINESS WORKSHOP 4 » 4A

Student B
I:l with 350 stores and online
delivery. It has largely ignored
the price war between the major players and discount
retailers. Instead of competing on price, it differentiates
itself by offering premium food, specialist products and
well-staffed stores. The retailer, with a strong reputation
for not compromising on quality, had its best results ever
last quarter by capturing 5 percent of the UK grocery
market. Many consumers go to the discount supermarkets

White’s is an upmarket retailer

for the essentials, such as tinned goods and cleaning
products, and White’s for fresh and organic produce,
especially meat. White’s also has a range of gourmet
meals-to-go which are popular with busy customers who
don’t want to eat out and want to treat themselves.
Although they already stock over 10,000 products, the
store needs to keep innovating with its own brand
products to meet the changing preferences of demanding
consumers. Its larger supermarkets are not as profitable
as its convenience stores.

Y <
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Student B: Head of Communications

Cindy Castro’s CV

A talented, well-organised and strong performer who has a proven track record of achieving excellent results.
| am passionate about raising standards and am committed to furthering my professional development in an
organisation that can provide me the opportunity to develop my skills and knowledge in social media.

Customer Service Manager in a call centre for a national telecom company.
My responsibilities include:

April 2017 to present

* managing a large team

* problem-solving and dealing with difficult customers

* communicating management directives to staff

* ensuring excellent results, according to monthly targets

July to December 2016  Internship in marketing for the Department of Transport in local government

in the Philippines — this was a six-month position.

2014-2018 Degree in Business Administration, Hamburg Business School, Germany — this included
a one-year Erasmus exchange programme with the University of Copenhagen
2012-2014 International Baccalaureate*, Santo Tomas School, Manila, the Philippines

+ Captain of the women'’s hockey team at university
* | sing and play lead guitar in a local rock band.
* | won an award for public speaking while studying for the International Baccalaureate.

Contact information
Email: cindycas@gmail.com Mobile phone number: +49 40 706 8221

*International Baccalaureate: international school-leaving certificate that students take when they are 17-18

Lesson 6.5 » 3A

Business advice for entrepreneurs

George Johnson gives entrepreneurs advice about setting up
a business and says it is different for everyone. His first point is
that they must believe passionately in their product or service
and love it or they won‘t be able to sell it. After that, the first
thing they should do is conduct extensive market research and
listen to feedback. He also says that good planning is vital,
especially time management, and that this plan should act

as a map for the business. The best piece of advice someone
gave him was to be open to advice but to remember that not
all advice is helpful and that he should ignore any advice that
doesn’t feel right. However, entrepreneurs should be ready to
ask for advice when they need it. Another important thing is
to manage their finances carefully so that they know exactly
what their money is doing and this becomes even more
important as the company and the amounts of money get

134

bigger. Since he has worked with retailers, George knows that
it's very important for entrepreneurs to value their product
and not to sell it to retailers at prices which are too low. They
need to know exactly what is the best unit price for themselves
and keep to it. But without customers a company is nothing,

so developing customer relations is very important because
without customers a business will fail. Another thing which
isimportant to remember is that it can be frightening when

an entrepreneur suddenly discovers that he is a leader and is
managing a company. His advice is to learn to trust key people
and to delegate work appropriately. This is hard for someone
who has been responsible for everything. Finally, it's important
to know how hard it is to succeed and that they will probably
work harder than they have ever worked.
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Tony, the representative of Novarobot, the

Singaporean supplier

You are the supplier from Singapore. You have 4 Linear-active, Multi-active or Reactive cultures
quoted an approximate figure of 6.4 million zloty According to cross-cultural expert, Richard Lewis*,
for the delivery and installation of three robots. Italians, Spaniards, Latin Americans and Arabs
Considering the size of your client’s warehouse, it are ‘multi-active’. They are generally talkative
will be much more efficient with four robots: each and lively and do many things at the same time.
robot costs 2.1 million zloty, although you are These cultures are known as ‘polychronic’. In
prepared to negotiate the price of the fourth one contrast, the Germans and Anglo-American, are
for this contract. But the final price of the deal will ‘linear-active’, meaning they have a linear vision
depend on the terms and conditions you negotiate. of time and action. They like to plan and organise
« Prepare some questions to get to know your and do one thing at a time - they think this way
client better. they are more efficient. These cultures are called

‘monochronic’. ‘Reactive’ cultures are those that
value respect and courtesy, as reflected in most
Asian cultures. Reactive cultures prefer to listen

) ) rather than talk, and take their time to consider
+ Answer the client’s questions about payment and proposals carefully.

delivery terms: confirm it is 20 percent on signing
the contract, 30 percent on delivery and 50

 Explain why they should buy from you. Give
examples of good relationships with other clients
and referrals.

percent on finalinstallation. During installation, 5 Authority and hierarchy
an engineer adapts the system to the client’s Behaviour regarding authority can mean that
needs. in China the most important or senior person is

« You offer two installation periods as this allows treated with a great deal of respect, while Anglo-
more flexibility for the client. American countries and the Netherlands tend

to be less formal with people in authority. These
cultures will also have companies with flatter
and less hierarchical organisational structures.
Nevertheless, we've found it depends on the
sector, so an IT company anywhere in the world
will usually have a less formal culture than say, a
bank or financial institution.

If you bear in mind these five areas and remember
the way we do thingsin our culture isn’t the only
way, you will connect with other cultures more
successfully when doing business around the globe.

 Iftherobots are damaged in transit, your
company is responsible for replacing or repairing
damaged goods. However, the goods must be
unloaded with care.

« Explain your guarantee terms, i.e. if thereis a
major technical failure, you will send a locally
sourced maintenance technician to repair it
within 48 hours.

» You provide training in English during installation
so that staff learn how to operate the robots and
basic maintenance. This service is provided at
an additional cost of 21,000 zloty. The training
is done by a specialist engineer. You expect the

company to provide their own interpreter. *Richard D. Lewis, cross-cultura_lcommu.nication consultant
and author, ‘When Cultures Collide: leading across cultures’.

Lesson 2.1)» 9A Lesson 8.5 » 3B

« Inyour analysis of the advertisement, first describe the - . ;
product and the advertisement. Which marketing channels Decisions from Monday’s sales meeting
are used? e.g. print, TV, online, product placement, celebrity Point discussed Decision
endorsement (with a famous person promoting the brand).

 Describe the advertising campaign in more detail. Think need customers’ view of ask them to do online ;
about these questions: How often does the logo appear? new product range survey + offer incentives?
What is the slogan? Who is the target market? Is the replacement team leader John Hedges - previously
product part of the brand’s core business, or an example of for national sales regional team leader -
brand stretching? 2 years

» When you compare your analysis with another pair, new sales staff lack of contact training company
describe your personal emotional response to the advert training immediately to arrange
and the findings from your class survey. :

» Remember to say why you think the advertisements are conference dates to be confirmed
effective or ineffective. Are your classmates a possible conference venue Plaza Hotel or Grand Moon

target market? Did people respond emotionally to the
advert? How was the advertising campaign memorable?

Y > .5<
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Anna, Logistics Manager of Meble BDB

The Singaporean supplier has quoted a figure of
6.4 million zloty for the delivery and installation of
three robots. A fourth robot will cost an additional
2.1 million zloty but your maximum budget is 7.7
million zloty. As Logistics Manager, you think a
fourth robot will be a very good investment. The
final price of the deal will depend on the terms and
conditions you negotiate. You also have to consider
the costs of training existing staff or hiring new
staff to use the robotics technology.

 Askthe supplier for examples of client
satisfaction or referrals.

1Time

Different cultures have different attitudes to time. In
countries such as Germany and Switzerland, people
like to be punctual to the minute and will often
dedicate specific speaking times in meetings. Certain
cultures view time as linear, for example, in Germany,
Switzerland, Scandinavia, the UK, the United States
and the Netherlands. In Dutch there is the proverb.
‘Stay a while, lose a mile’. The idea is not to waste
time. However, in Southern Europe, Latin America and
the Middle East, relationships and the event are what
count, and schedules are less relevant. Time is flexible
because of the business relationship. Although it’s
good to be punctual for business meetings, be aware
that meetings might start late and/or over-runin
cultures with a flexible attitude to time.

In most Asian countries, people see time as cyclical, as
with the life-death cycle. This cyclical, or circular and
repetitive, view of time affects the way people make
business decisions and may cause conflict in business
communication. Westerners, for instance, often want
to make a quick decision. Asians, however, always + Askabout guarantee terms, e.g. if the automated
think long term: opportunities and risks need to be system breaks down, you want the supplier to
assessed carefully, and they need to consider what send a maintenance engineer to repair it within
has happened in the past. We cannot assume business 24 hours.

decisions in other cultures will be made in the same « Check the terms for training and after-sales

way as in our culture. As any person working in sales service. You want free maintenance to be
will tell you, in order to strike a deal, we need to make provided in the first two years. Training should

a connection. be given in Polish.

+ Check payment and delivery terms, e.g. they
have quoted 20 percent on signing the contract,
and 30 percent on delivery. You prefer not to pay
the final 50 percent until after a trial period of
six months.

+ Check how the robots will be transported. They
must not be damaged in transit. If they are
damaged, or parts are damaged, the item has to
be replaced immediately.

BUSINESS WORKSHOP 3 » 8A
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Amalia Birte Cindy
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This candidate had relevant
qualifications, spoke several
languages, demonstrated good
writing skills and showed a
passion for social media; they
found she posted photos and
articles on social media sites every
day. Unfortunately, Amalia was
nervous in both the video CV and
the interview, so both the Head
of Communications and the HR
Manager thought she would be
better suited to a different kind

of position in the company. They
were worried she would not come
across well when communicating
face to face with clients. The HR
Manager has kept her CV on file

in case a more suitable position
comes up in the near future.

The Head of Communications

at Media Solutions wanted to

hire Birte because she was very
personable, enthusiastic and
came across wellin the video CV
and the interview. However, the
HR Manager thought her writing
was awful, that she would have
difficulty when writing reports and
also thought some of the team
would find her a little irritating.

In addition, they looked into her
social media profile and found she
had posted some inappropriate
videos and posts about her
personal life. Birte has since
become a very successful personal
trainer and YouTuber with a huge
fan base.

When the company checked
Cindy’s social media profile, they
found she wrote a regular blog
about marketing and PR trends.
She has now been hired. Why do
you think that is?
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Role cards

Read through the information and prepare for the roleplay.
You can include any additional information you want.

Student C

Host role (Scenario 1)

Welcome your guest to the meeting and make small talk
to put your guest at ease. You can ask questions about
your guest’s role in the company (e.g. job title, location,
manager, experience), how long he/she is in town,
whether he/she has been to your city before, where
he/she comes from, travel, where he/she studied, the
weather and his/her plans for the evening.

Observer role (Scenario 2)

Observe the meeting and notice how the host and guest
make small talk. What areas do they perform well in?
How could they improve?

Visitor role (Scenario 3)
PROFESSIONAL

Name: Use your own name

Job: Financial officer

Location: Canada - office in Toronto
Local manager: Pauline Jones

Time in company: Nine months

Length of visit: Six days

Number of times

in London: Never

Project experience: One small project at university
PERSONAL

Background: Originally from San Francisco, USA
Travel: Have visited three other countries
Studied: At university in the USA

Weather back home: Cold at the moment

Plans for the evening: Wants to go to see a soccer
game in London

BUSINESS WORKSHOP 4 » 4A
Student C

C&Cis a leading discount supermarket
chain with 650 stores in the UK. It sells a
very limited range of items - under 800
mostly packaged products - and offers
no services, such as home delivery or online shopping.

For the first time ever the company gained a 6 percent
share of the grocery market last year and sales reached a
record £7.7 billion. However, profits fell as the price war ate
into the retailer’s profit margins. Its strategy is to sacrifice
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Birte Bernsen’s CV

1

birtebernsen@yahoo.com
Skype name: birte.bernsen

2

I have just completed a degree in
marketing and event management,
specialising in advertising events
and consumer analysis. I am an
enthusiastic team player with
excellent communication and
leadership skills. I enjoy working
with others and am always ready to
take on new challenges. I am looking
for the chance to work for a dynamic
international organisation.

3

e Taekwondo instructor for children
aged 5-12

e Monitor on a summer camp,
responsible for organising sports and
other activities for children.

e Volunteer work for a charity that
provides help for people with eating
disorders.

4

2014-2018 BA Degree in Marketing with
Event Management, University of
Copenhagen

2011-2013 School-leaving Certificate

5

Social media (I write my own blog),
martial arts, black belt in
Taekwondo, sports and health, dancing
Lindy Hop and travelling.

short-term profit margins in order to gain a bigger market
share. Analysts believe C&C's cheapest price guaranteed
strategy will not allow it to grow in the future.

A recent survey of 50,000 customers revealed general
dissatisfaction with older store design, signage, lighting,
cleanliness, cramped aisles and check-out areas. Customers
also want more fresh food options which would involve
investment in chilled space.
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1.1.1 p=Presenter A=Arti N=Nick
J=John M=Melanie R=Ray

Presenter: The structure of an organisation is key
toits success. It is important that individuals and
teams understand their roles and responsibilities
within the organisation. Business leaders have to
ensure that different departments and operations
coordinate and work together. The principle of
clear structure applies to all companies - start-
ups, smalland medium enterprises as well as
multinationals.

This company is one of the world's leading news
organisations. It creates and distributes news and
information on television and digital platforms, 24
hours a day, 7 days a week. Its teams operate all
over the world.

The newsroom is the hub of the operation. Staff
here are responsible for coordinating the teams
gathering news.

A: My name is Arti Lukha and I'm a news editor.
My job involves news-gathering for a major news
organisation in Britain. I'm in charge of our daily
news-gathering operations. | am responsible for
how we deploy our reporters, our producers, our
cameras and our satellite trucks.

P: When Arti decides to follow a particular news
story, she gives a reporter the task of covering it.
The reporter is then in charge of the team that
produces a report on that story.

N: Hello, 'm Nick Thatcher and I'm one of the
general news reporters here and | work to the main
bulletins that go out throughout the day. It's all
about teamwork. If you're working with a camera
operator then together you’re making sure you're
getting the right pictures on the ground. Back at
base you're being supported in ensuring that if
you need pictures from the library - from file if you
like - then those are available to you in good time
as well. And those conversations are ongoing all
the time between you and the editor to make sure
you're telling the story in the best possible way.

P: The news bulletins are broadcast live.

J: Myrole as programme director is to lead

the production team and to be responsible

for the technical and creative execution of the
programme. Teamwork is absolutely crucial in the
build-up and during the programme. There is no
real one role who can do it by themselves, so we
are very tightly coordinated. My role as director is
to be conductor of that orchestra.

P: Inalarge organisation like this there are a
number of departments working behind the scenes
to ensure the company runs well. Managing the
staff is a key function.

M: I'm Melanie Tansey and I'm the director of
human resources. So I'm responsible for running
the human resources team, making sure that we're
delivering on all our strategic and operational
priorities for the company.

P: Thefinance departmentis another important
part of the organisation.

R: I'mRay Snelling and I'm the finance supervisor.
I look after all of the billing for our customers and
also collection of debts and maintaining customer
queries and making sure our customers are happy.
It'simportant that we make sure the payments are
coming in on time - it can impact on payments we
are making to our suppliers. So if we've got a lot of
costs we're incurring on a specific project, we need
to make sure we're getting cash in to support that.
So it can affect us quite a lot.

P: These are just some examples of the roles in
some of the departments in the company. There
are many more such as marketing and support all
working together to ensure the organisation runs
smoothly and successfully.

1.3.1 M=matt S=Stefanie J=James

A= Alistair

M: Pro Manage is a global company, providing
project management training qualifications. I'm
Matt Farnham, head of UK operations ... based here
in London. We're in the middle of launching some
new online project management courses ... I'm the
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project lead, but the team are in Germany, India,
Japan, Mexico ... it's an international effort.

Pro Manage is a great place to work, great people.
I suppose you'd describe me as the boss, but 1 don’t
like people to think of me that way ... | try to be
quite open and flexible in the way | do things. I'm
pretty informalreally ...

S: I'm Stefanie Hatke and | run the Pro Manage
German office ... based mainly in Cologne, but | also
work from time to time in Switzerland. We're in the
middle of a very important product launch and as
the main technical expert, I've been asked to travel
to London to meet with the project lead.

We're very busy at the moment ... which is positive.
| consider myself to be efficient and effective, | like
to be well organised and focus on getting the job
done - that’s what the company pays me to do.

M: Morning, boys.

J: Oh, Matt, hold up. I've got a hard copy of the
prospectus that needs approving. It's just a sample,
butif you could let me know that the layout’s
basically OK ...

M: Sure, have to wait until later though, Stefanie
from the German office is coming in this morning ...
J: AR, Stefanie! | know her, she’s excellent.

A: She'srude, if you ask me. Everything’s urgent with
her; she’s always on the phone demanding - never
asks how you are or has a human conversation.

M: That's a bit alarming, she doesn’t sound very
much like a team player.

J: Igeton fine with her. She’s just very work
focused, that's all, but she gets results, she’s a good
person to have on your team.

1.3.2 M=Matt S=Stefanie
: Stefanie, hi, I'm Matt.

Hello.
: Coffee?

What?
: Canlgetyou a coffee?

Oh, no, thank you. Do you have power?
: Listen, why don’t you come with me? | can
show you the office and introduce you to a few
people.
S: Butl've got everything ready to discuss ...
M: Yeah, but it'll only take a few minutes ... do you
know the design guys?
S: No. Well, yes, a bit, | met James in Germany.
M: Great, well, let's go and say hello. So ... first
time in London?
S: No, | was here several times.
M: Great. Good trip over?
S: Yes.
M: Great. Ah, here they are. Guys, this is Stefanie.
You've met before, right?
J: Yes,in Cologne, Guten Tag, great to see you again.
S: Hi.
A: I'm Alistair. Good to finally meet you in person.
S: AR, yes, hello Alistair. Excuse me.
M: No worries.
J: How’sitgoingso far?
M: Hard work, to be honest. She’s been very quiet,
abit ... serious. You need people skills for a job like
this.
A: Told you.
J: Honestly, | wouldn’t worry about it, she is a bit
serious, but just needs time. She’s actually very
nice, just very results focused.
M: | was trying to be informal, friendly, positive
...you know, focus on relationships first. But
Stefanie really didn‘t seem very comfortable at
all. Asit turns out, though, I think she’s starting to
understand how we do things at the London office,
she sent me an email to say that she really enjoyed
the visit.
S: Itwasa bit unclear and confusing for me at the
beginning, I'm used to getting down to work, not
socialising in the office. But | do see that having
strong relationships is a benefit when working
on a project like this ... I'm planning on moving to
London for three months, it will be good to get to
know the team better and know more about Matt’s
way of working.
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1.3.3 c=charlotte M=Matt S=Stefanie

M: Stefanie, hi. I'm Matt Farnham, Head of UK
Operations. I'm glad we could arrange this
meeting.

S: Yes, me too.

M: OK, shall we make a start? You've only got two
hours - is that right?

S: Yes, that's right.

M: OK well, let's focus on getting up to date with
the project, there are a few issues Id like to discuss.
S: Very good.

M: If we have some time at the end, | can introduce
you to a few of the team. I've prepared a short
agenda, if that’s OK?

S: Ah, excellent.

M: Let’s start with India; as you can see, we might
be about toruninto a problem ...

S: By when did you say?

M: 24t of November ....

C: Sorry tointerrupt.

M: No, that’s OK.

C: Taxi's waiting outside.

M: Thanks, Charlotte. OK, so we need to leave it
there. I'llemail you all those dates later on and we
can continue on the phone tomorrow.

S: Thankyou. Sorry to be in a rush like this.

M: No, don’tworry ...

S: I need to organise another visit to meet
everyone ... maybe we could discuss that
tomorrow?

M: Yes, let’s do that. Thanks for coming and ... have
a safe trip!

S: Il will, thank you.

| very much enjoyed my trip to London, yes. | had

a very productive meeting with Matt. | think that
we'll work well together.

M: She seemed fine, but | can’t say that | learnt
anything about her. She’s clearly very capable, but
I'm not sure that she’s the right person to take on a
project like this ...  need to get to know her better
as a person ... We won't have a chance to meet
again for at least a couple more months so, no, it's
notideal really.

1.3.4

So, we've seen that people have very different
ways of managing first meetings. One is not better
than the other. In fact, both have advantages and
disadvantages depending on the situation. With
the relationship style, you can start to build trust;
butit can look unprofessional to be too friendly
for too long. With the work style, you can be more
efficient more quickly. But maybe you can look
rude or impolite to others.

So, to handle first meetings is not easy. But there
are a few things you need to think about.

Firstly, know your own communication style; know
how you like to do things.

Secondly, understand the communication style of
the other person. You can do this in different ways.
You could ask someone who knows the person

in advance of the meeting, like Matt did. Or, just
observe carefully when you meet the person -
what they say, what they do.

Finally, think about and decide on the best
communication style to have a positive impact on
the other person.

211 ,-= Jean-Christophe Babin

S =Silvio Ursini P =Peter York

J: To pave the way for growth we needed to speak
to a-, a broader and aspirational base of clients,
which probably with jewellery would come much,
much later, and so we have added products at a
much lower price point as you would ever dream
for a piece of jewellery.

S: Atthe end of the "90s the company had
jewellery, watches, accessories and fragrances.
And then we-, we thought about uh how can

we interact uh in a more intimate way with our
customers. And uh this idea of doing a very small
collection of ultra-luxury hotels came about.

| was in a taxi, and an artist who's a friend of mine
gave me a call and said, ‘You have to see this




place,’ so | turned the taxi around and it was love
atfirst sight. The area used to be monasteries

and cloisters, and adjacent to our garden is the
Botanical Gardens in Milan, which is a hidden gem
in-, in the city. There was a building which uh used
to be a convent, uh part of it uh very old, from the
1600s, part of it more recent from the 1970s, and
uh we set about uh redesigning it, completely
changing itsimage.

J: InLondon we have a 25-metres pool that you
would never expect uh from a hotel that small,
soin that way uh you create, | mean, a sequence
of unexpected experience which eventually will
create uh a unique emotional memory when you
get out of it.

P: There's a lot of bad history about brand
extensions. If you over-extend your brand, you
spread it thin, you go into areas where you're less
credible. At the end, if you overdo it, your brand is
devalued. | think the brands which are most careful
have the longest future.

S: The most frustrating thing in this project has
been um the fact of uh finding so few locations
that were appropriate. My strongest advice would
be do something only if you have something to
say. If you see an opportunity to do something in
novelty and relevant, then that's a-, you know,
that's a beautiful energy that will makeitinto a
success. If you sit cold-blooded and start saying,
‘0K, let’s venture into this business, and what are
we gonna do? Let’s copy the competitors,’ for me
the customer ultimately will read between the
lines and-, and punish you.

2.3.1 M=Matt D=Dan S =Stefanie
P =Paula
M: It's a busy time, we're right in the middle
of launching a new series of online project
management courses ... exciting, but also
very challenging ... International projects can
complicate life in so many ways ... everyone
working separately and in different time zones ...
for me, the number one priority at this stage is to
createareal team ...
D: I've got October 12th, 24th and then November
8th, so if those are the dates that you have ...

: One minute Dan, Matt has arrived.
: Hi, Dan.
: Hey there.
: Notlateam I?

No ...
: Notatall, we're just running a bit ahead of time.

Hello! It's Paula!

Hi Paula.
: HiPaula, it's Matt, we’ve got Dan and Stefanie
with us.
P: Hi. Hi, everyone.
M: Excellent, everyone’s here. So this is our first
meeting as a team. As I'm sure that you all have
seen on email, most of the programming work
for the Mexico part of the project will be handled
by our US.IT department. We're having a call
with them next week so | thought we could have
a brief chat today to plan our priorities for that
conversation. Dan is from the US, and knows the
peoplein T, and is on the call because | would like
his advice. But, Stefanie, do you want to start?
Priorities for you?
S: OK.I've worked on similar online projects to this
in Germany, also working with the US sometimes,
I think that we need to be careful about time and
budget. These are the top priorities; making sure
that they respect the schedule and don’t go over
budget; we can discuss other things as the work
moves forward. But we need the US to deliver on
time and on budget for Mexico.
P: Thatsounds like great advice. This project is
really exciting for Mexico as online learning is
starting to become big here ... I've never worked
with the US so | really think your experience can
help us, Stefanie.
D: Totally disagree. | respect your experience,
Stefanie, yes, budgets and timing are important,
but lwas actually an IT lead over here in the past;

w
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I've delivered over a hundred projects to the U.S.
market and in Mexico; and I'm telling you, our focus
should absolutely be on quality. If you get the
quality wrong, you've got very unhappy customers.
And we want happy customers.

P: Mmm, a high standard of final product is very
important forus ...

D: It's key. Quality should be your number one
priority.

S: Butl think that we have to focus on timeline
and costs. We can evaluate the work later ...

D: Sure, but they're not the main thing ...

M: OK. Look, I think we can all agree that standards
are important, but delivering on time is important
too, budgets for projects are very tight at the
momentso ...

D: Quality is what wins customers, quality is what
will get their attention.

M: ... So, Stefanie, let’s take a look at your
proposed schedule and costing, and then we can
discuss quality. Is that OK?

Right then, thanks everyone, we’ll all meet again at
the same time next week. Bye.

P: Thankyou.

S: I'mnotsure, I'mreally not sure.

M: About what?

S: Dan.He's just so arrogant. ‘Quality’, ‘quality’,
‘quality’. I'm not sure that | can work with him.

M: Look, this s the first time you've talked. I'm sure
you'llfind a way. Why don‘t you just try?

S: Could you manage the U.S. T side of things? I'd
prefer to work with Paula and the Mexico roll-out. |
really like Paula.

M: Well, hang on, let’s take some time to think
about this ...

2.3.2 s=Stefanie M=Matt
S: But how can we be a team if we don't listen to
each other? I'd be happier if | could take Mexico and
leave you to deal with Dan and the US.
M: Look, Dan’s a strong character ... but I know him
pretty well and can handle him. Maybe it would be
better for you to just focus on Mexico and let me
worry about Dan. It’lL be easier if you work with
Paula, the two of you get on well.
S: We do. Thanks Matt, | just think that Dan
and | are too different, you know, sometimes
personalities just clash a bit.
M: OK, let’s do that ... I'll call Dan and explain.
S: Thanks, Matt.

Oh, Matt, do you have a moment?
M: Sure, what's up?
S: I'have a problem with the project.
M: What s it? Problems with schedule or costs?
S: Notexactly. It's quality. And I know, | know, this
was Dan’s big concern. He was right, the quality
isn‘t good enough.
M: Have you tried talking to him?
S: Ispend all my time with Mexico.
M: Do you want me to set up a call?
S: Please.
M: OK. You need to be able to keep in touch with
Dan yourself, we're all on the same team, don’t be
afraid to ask his advice where you need it.

2.3.3 s=Stefanie M=Matt

S: Buthow can we be a team if we don’t listen to
each other? I'd be happier if | could take Mexico and
leave you to deal with Dan and the US.

M: I'm not comfortable with that ... | think it's
important for you to work with Dan.

S: We'rejust so different.

M: Yes, you are, but that’s why | think you'll make a
strong team, you have different skills. C'mon ... why
don'tyou try?

S: ... It'sjustalways all about him.

M: Look, | agree that he sometimes communicates
a little ... strongly. But he knows what he’s talking
about ... and it would be a great opportunity for
you to learn about the U.S. market ... y’know, that
could be career-changing for you ... As you move
up it'simportant to show that you can manage
different kinds of people, different personalities.
Look, if you need any help, I'm here to support you.
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S: OK.Sure. I'lLtry.

M: I thinkit’s the right decision. Let’s have another
chat with him, I'll organise a call.

Stefanie!

S: Good morning.

M: Just wanted to ask how things are with Dan.

S: Hmm. It's OK. I find it much easier working with
Paula, we get on really well together. It’s a bit more
difficult with Dan but, to be fair, |am learning from
him.

M: Oh yeah?

S: Yeah, we did end up having some issues with
quality control. There are some delays.

M: Ah.

S: Yes, asDansaid ... but he’s really on top of it,
and with the two of us working together ... we'll be
fine, I'm sure.

M: Great, let me know if you need anything from
me.

S: Willdo.

2.3.4

Successful teamwork depends on many things: a
clear task, competent people, enough resource,
and different people with different skills. But it's
not always so easy to work with people who are
different from us. So what do we need to do to
make a diverse team really work?

Firstly, we have to make an effort. When Stefanie
worked with Dan in Option B, she found it

really challenging and she didn’t like Dan’s
communication style at the beginning. She had
towork really hard to build that relationship. She
needed to be patient and make an effort, but in the
end, she learnt a lot and the team did much better.
Secondly, people will need advice and support
when working in an international team with
different people - it can be really tough. So

we need to be there for others with support,
sometimes advice, sometimes just listening - either
asamanager or as a colleague.

And finally, if you're giving colleagues advice about
dealing with other people, you can advise them to
be safe - to just work with people like them - as
Matt allowed Stefanie to do in Option A - it's easier
in a way. My own advice would be to encourage
people to think positively about diversity, and

try to engage with different types of people - it's
more challenging, but may be a better learning
experience and may be better for teamwork.

3.1.1 P=Presenter JC=James Caan
S=Simon Dolan E=Esther J=JohnLees

| = Interviewer

P: Thejob market is very competitive. People who
want to progress their career need to stand out
from the crowd. Usually, the first thing a potential
employer seesis a CV or a résumé. This is the
jobseeker’s opportunity to advertise experience
and skills, and also to show an employer their
character or personality. So, what do the experts
say about writing the perfect CV or résumé?

This is Esther. She is a nineteen-year-old student.
Sheis applying for internships to gain experience in
the business world.

James Caan is an entrepreneur who founded a
successful recruitment business. He has agreed to
help Esther.

JC: I think one of the biggest problems, I think
when you're young, is that everybody says ‘But
you've got no experience, how do you add any
value?' | think what you've got to be able to do is
present yourself as somebody who can walk in and
make a difference now.

P: ButJames doesn’t think that Esther is selling
herself well with her CV. Esther needs to sort out
her CV.Simon Dolan is a very straight-talking
entrepreneur. Esther goes straight to Simon'’s office.
The first thing Simon notices on Esther’s résumé is
a spelling mistake.

S: What's the main thing that strikes you on here?
So, if we've got ... this second line down, have a
look there. That word. What is it?

E: Intermediate.
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S: Ifyou can't spell that right, what hope have

I got employing you and expecting you to get

your first few emails and go through the door to a
client?

P: The next key point is staying focused in what
you say on the CV or résumé.

S: Idon'treally care about the fact that you enjoy
socialising with your friends, you go to the gym.
What | care about is how you're going to help me
run my business better.

P: Expressing personality is a key to getting
employed. Companies look for so-called soft skills
like commitment, flexibility and imagination, as
well as hard skills like knowledge and diplomas.
Next stop for Esther is a careers coach who can
help her get that kind of soft information across.
John Lees has read thousands of CVs and résumés
and knows all the mistakes.

L: Isawa CV where the candidate listed under
interests, ‘'l enjoy eating pizza'. It's notimpressive.
P: The next challenge is how to stand out from the
competition.

L: Graduate CVs make the same mistakes over and
over again. They use clichéd language. So everyone
says‘I'm a team player’, ‘I'm a self starter’, ‘I'm
highly motivated’. And if you use the same
language as everyone else, all that shows is that
you are exactly the same as every other candidate.
P: Esther has taken all the advice and presents her
reworked CV back to Simon.

E: |would very much appreciate the opportunity
of aninterview to find out more about the role and
to demonstrate how | believe | could be of value to
your company.

S: Perfect. That's better than 99.9 percent of the
CVs that we get in. You would definitely, definitely,
definitely get an interview, here or anywhere.
Really good job.

P: Two weeks later Esther’s new CV has already
had an effect. She has an interview for an
internship. It has gone well.

I: Ithought Esther came across as very well
prepared for the role and I'll certainly be
recommending her to my partners for a second
interview here.

P: Gettingajobisa jobinitself. You've just got to
get out there and make it happen.

3.3.1 pP=Paula M=Matt A= Alistair
J=James
P: Iflewinto London from Mexico City yesterday.
The first thing in my diary is to meet with Matt,
who wants to go over the Mexico launch of our
new online courses.
Matt sounded a little tense when we spoke on the
phone, but British people always sound tense! Ill
tell him exactly what | feel about how things are
going - | can focus on results when | need to, but we
Latin Americans like to always express our feelings
first. You need to be honest in life, don't you?
M: | bumped into Paula’s old line manager at an
international event recently and quite frankly |
have some concerns. Paula’s over in the UK this
week so I've asked her to come in and see me. He
mentioned issues raised around Paula’s ability to
meet targets and perform as part of a team ... I'm
a little worried about it so | need to understand
what’s gone wrong ... if I need to replace her, I need
todoitsoon.
P: Hil
A: Paula! Where did you come from?

Mexico, of course ... | came all the way ...
J: How long are you here for?
: ...justto bring you these! I'm just here for the
week, but | have to see Matt now and I'm already
late. Let’s catch up later, bye ... Good morning!
M: Good morning, how are you?
P: I'm good thanks.
M: How was the flight?
P: Long, but good. And I'm excited to be herein
London.
M: Excellent, come on, let's go and get a coffee and
catch up.

P
P
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3.3.2 M=Matt P=Paula

M: | wanted to talk to you this morning about the
online courses launch. Obviously you know how
importantitis.

P: Of course. We're working really hard every
day to make sure that it’s a success in Mexico. And
everywhere else too.

M: | know. How about timing? Do you think you're
going to have everything ready by the deadline?
P: Yes. Everything’s fine.

M: Confident about that?

P: Yes. Where’s this coming from?

M: After you. I recently bumped into Julio
Gonzales, and he mentioned something about
deadlines on your last project. Is there anything |
need to be concerned about?

P: Oh, not this again. Julio’s incompetent. Totally
incompetent. And he likes to blame other people
for his mistakes.

M: But ... Do you want milk?... It is true that you
missed all of your deadlines last quarter, isn't it?
P: Thatwasn't my fault. | wanted to take

extra time to make sure we weren't rushing a
complicated project. Julio didn’t want to listen to
me. Everything got delayed and so we missed the
target, yes.

M: Right. So you had a disagreement with your
manager and held up the project?

P: Er...no, that’s not what|said. And I don’t

see what it's got to do with the online launch in
Mexico.

3.3.3 M=Matt P=Paula

M: | wanted to talk to you this morning about the
online courses launch. Obviously you know how
importantitis.

P: Of course. We're working really hard every
day to make sure that it’s a success in Mexico. And
everywhere else too.

M: | know. How about timing? Do you think you're
going to have everything ready by the deadline?
P: Yes. Everything’s fine.

M: Confident about that?

P: Yes. Where’s this coming from?

M: After you. | recently bumped into Julio
Gonzales, and he mentioned something about
deadlines on your last project. Is there anything |
need to be concerned about?

P: Ohnot thisagain. Julio’s incompetent. Totally
incompetent. And he likes to blame other people
for his mistakes.

M: OK, why don't you tell me a bit more? You

say he’sincompetent. How would you describe a
competent manager?

P: Well, a good manager should support their
team and listen to their team. If someone thinks
that something should be done differently, maybe
they'reright.

M: OK ... Do you want milk? ... So it’s important for
you, as a team member, to be involved in decision-
making, right?

P: Yes, of course. We missed those deadlines
because | wanted to take extra time to make sure
we weren’t rushing a complicated project, and
Julio didn't want to listen to me, so everything got
held up.

M: Why? Why did you have concerns about the
project being rushed?

P: There were too many things that all had to
happen at the same time, it was just moving too
quickly. It was obvious that we were going to miss
things.

M: What do you mean by ‘too many things’? Do
you think you might have managed a bit better if
there had been greater planning or more support,
forexample?

P: Probably. It was just too much at the time.

M: OK, that's useful to think about. I'm sure we’'ll
make a success of this project ... you know | like to
involve the team in decision-making, so I'm trusting
you to let me know if there’s anything we need to
change or do differently for Mexico. Thanks for the
chat. I think it was important to talk this through.

P: No problem. I thinkit's good that we can talk
like this and, yes, I'll let you know my thoughts on
how things are progressing in Mexico.

3.3.4

Listening actively isn't easy. We often focus too
much on facts and potentially miss key information
that's being communicated about feelings. On the
other hand, if we focus too much on listening for
feelings, we might miss important facts.

There are a number of things we can do to become
more effective listeners.

Firstly, we can listen carefully to identify those

key words in a sentence which can give us more
information about how someone is feeling

and what’s important for them. So when

Paula was talking to Matt she used words like
incompetent and rushing and said they were trying
to do too many things.

Following on from that, once we've identified these
key words, we can try to understand what the
person really feels by asking clarifying questions,
such as ‘Why do you say “too many things”?’
Another point to make is that it’s very useful to
summarise and to check our understanding before
moving on, like Matt did in Option B when he

said, ‘So it’simportant for you, as a team member,
to be involved in decision-making, right?’

And finally, be open. Truly listen to what the other
person is saying. If we only focus on what we want
to talk about, we might miss something important.

4.1.1 p=PresenterJ=JoelHills

I =Irene Rosenfeld

P: When business leaders develop strategies to
tackle problems, they often have to take risks.
Nobody can predict the future, but businesses do
have to anticipate it and make judgements. The
Kraft Heinz company based in the US is a major
player in the food industry. Over 90 years, Kraft
built up a portfolio of well-known food brands
including confectionary, biscuits, snacks and dairy
products. In the first decade of the 21st century,
Kraft’s performance was poor. Markets lacked
confidence in the company’s growth prospects. Its
profits were disappointing. Kraft’s products were
less appealing to a new generation of consumers.
J: ltwas seeing demand for the processed food
and drinks that it manufactured from Dairylea all
the way to Oreo biscuits decline. And that the profit
margin - the amount of money it was making for
every unit of sales - had been squeezed almost to
the thinness of a piece of paper.

P: This was only the first of Kraft’s problems.

The second issue that Kraft had to tackle was
thatitrelied too heavily on its home U.S. market.
That meant it was missing opportunities in fast-
growing emerging markets around the world.
The company’s third problem was that its costs
were too high. That meant it was not making
enough profits on its sales. Kraft's management
came up with a bold plan to tackle these issues.

It started with a takeover bid for the chocolate
maker Cadbury. Cadbury had a 200-year history
of making chocolate in the UK. Its products were
well established around the world, especially in
emerging markets.

J: Therewas clearly an attraction of having an
even larger portfolio of internationally recognised
brands that they could seek to take into different
markets. So inevitably attracting a bigger
international audience was part of Kraft's interest
in Cadbury’s.

P: Kraft took a gamble that combining the
operations of two established companies would be
successful and solve another one of its problems.
J: Kraft’s primary interest in Cadbury was

it enabled it to - because it became a bigger
company - essentially cut costs. Where there was
overlap between the two companies it found a
way of saving money and increasing therefore the
profit margin that it was able to get from each
one of its products.




P: The second stage of the strategic solution was
amerger. Kraft merged with another food giant

- Heinz - and became the Kraft Heinz company.
The merger created the world’s fifth-largest food
company. As with the Cadbury deal there was

an opportunity to cut costs. There were other
potential advantages which helped to solve Kraft's
problems. Heinz was considered more innovative
in its development of new product lines that met
changing consumer preference.

The immediate results were positive. The Kraft
Heinz company’s share price rose seventeen
percent on news of the merger. The combined
company has been successfulin cutting costs.
Looking at the Kraft story it is clear the solutions
involved considerable risks. Takeovers and mergers
do not always work. Irene Rosenfeld was Kraft's
chief executive. She was responsible for the
company’s strategy.

I: Ithink there were a number of folk that were
questioning our acquisition of Cadbury. We said

it was going to be important to us to expand our
portfolio, to expand our footprint, particularly in
developing markets. And it’s played out that way.
We're very much on track with the integration. It's
enabled us to outperform our peers around the
world.

P: ForKraft Heinz it seems that the risks paid off.
But finding solutions to large corporate problems
is not straightforward and taking risks can lead to
business failures as well as successes.

4.3.1 K=Kenji A=Alistair M=Matt J=Jack
A: Good morning.

K: Good morning, how are you?

A: Yeah, fine thanks, you alright?

M: Life is very busy at the moment. There’s just

so much to do and coordinate. Here, Germany,
Mexico, Japan. I spend half my time on the phone
these days, dealing with the project ... it’s like my
workload just doubled overnight. Plus, as project
lead, I have to host the regional managers when
they come to London. We had Paula in from Mexico
recently and now Keniji's over from Japan ... it must
be tough on Paula and Kenji, they're completely
new to international projects.

J: Knock, knock ... are you not answering your
phone today?

M: Jack. Sorry. Was that you a few minutes ago?

J: Youlooka bit tired mate, what’s up? Having fun
with the new markets project?

M: No. I mean yes. Overall, so far so good. I've just
got loads of work and I'm getting more and more
concerned about what's going on in Japan.

J: What do you mean, ‘concerned’? Isnt Kenji here
at the moment?

M: They're running about three weeks behind
schedule, and | just dont see how we're going to
make up the time.

J: Three weeks is not a concern, it's a disaster.
What's going on?

M: Well, hold on. It’s complex. Kenji doesn’t have
a great deal of experience, Stefanie is busy with
Mexico, so no time for Japan and, yeah, we're
behind.

J: Three weeks behind.

M: I'm going to talk to Kenji about it later.

J: Isuggest you go over there and have some
strong words sooner rather than later. Tell him that
he needs to perform or he’s out. A bit of straight
talking wouldn’t do any harm.

M: I know, | know. Butit’s Japan, you can’t do
‘straight talking’ or you’ll offend everyone.

J: Matt, you can’t stereotype like that. Kenji's a
professional. You need to tell him to his face what
you expect and when you expect it.

M: Look, you may be right ... but the guy’s trying.
Shouting at himisn't my style; | think I'd prefer to
take a more gentle approach.

J: Yeah, but being gentle often gets you nowhere.
If you don’t fix this soon, you're going to have
senior management complaining. Anyhow, it's
your call... you know what | would do.

4.3.2 M=Matt K=Kenji J=Jack

M: Kenji, | need to have word.

K: Yes?

M: I'll come directly to the point as we need to
find a solution. I've been going over our schedules
this morning and the Japan side of this project s
running more than three weeks late. It's a major
delay, I'm not happy about it.

K: Aha, OK, | understand it is notideal but | am
working very hard to put things right. It's not
necessary to worry.

M: | do worry Kenji and, no, it’s not simply ‘not
ideal’, it’s a serious problem. As I'm sure you've
seen since you've been over here, we have a lot of
resources dedicated to Japan. If you delay, there’s a
planning impact here.

K: OK, I understand your concern, but we don't
have all the required resources in Japan.

M: | don't agree at all. We discussed resources in
detail at the start of the project and it’s very late
in the day to be having this kind of discussion. I've
had a word with Stefanie and I'm going to send
her over to Tokyo for a couple of weeks. | think that
you could benefit from her experience. If we don't
resolve this now, we are risking the whole project.
K: OK.

M: Right. Stefanie has been briefed and she

will talk to you about this tomorrow and make
arrangements.

K: OK.Andthankyou ... see you later.

J: Hey.

M: Oh, hi, how’re things?

J: lwas thinking about you, how did that Japan
business go?

M: It wasn't easy. | took your advice and was pretty
tough on Kenji.

J: Tough guy. And?

M: He was pretty quiet, actually, didn’t say much. |
sent Stefanie over there last week and I've spoken
to him since then, he seems very grateful, said it
was strong feedback but that he’d learnt fromiit.
He said that he’d try to be more open about issues,
going forward.

J: Good stuff. What did | tell you?

4.3.3 m=Matt K=Kenji J=Jack

M: Morning Kenji, how are you doing? How's the
family?

K: Very well, thank you.

M: Listen, Kenji, have you got a few minutes for a
quick chat?

K: Certainly.

M: | know that you're very busy, and | hear that
things are going very well in some areas, but |
think it's good to update on the project. It's a very
demanding situation for you and there’s a slight
delay on your part of the project, right? Just over
three weeks.

K: Yes.We are struggling a bit with resources. There
are some other projects that management in Japan
wants to take priority, it's difficult to balance.

M: | understand. Look, how do we go forward to
get back on track. Any ideas?

K: Er...Ithink we can manage.

M: Id like to help. Is there any further support from
our side which can help?

K: Maybe Stefanie, is she available? Her expertise
would be very helpful, but I understand that she’s
in Mexico?

M: Not a problem, | can ask her to travel to Japan
for when you get back, stay for a week or so until
things are back on track? Would next Friday be
good for her to visit?

K: Yes, that would be good.

M: Excellent, so we are in agreement. In fact, why
don‘t you call Stefanie and arrange for her to go
over, and we can talk again in a couple of weeks?
I'm sure that we can get things back on track.

K: OK, I'lL call her. Thanks for the support, Matt, |
appreciate it.

J: Hey.

M: Oh, hi, how’s things?

J: Iwas thinking about you, how did that Japan
business go?
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M: Good. | tried to keep things positive.

J: Ohyeah? How did that go?

M: Slowly. Kenji was supposed to coordinate with
Stefanie, but didn’t. | had to pick up the phone and
ask - very nicely again - if he could just please call
Stefanie.

J: And?

M: He did. She’s there. It's going well, | think we're
back on track, team spirit is high.

J: You're too nice. You know, Kenji's lucky I'm not
managing the project.

4.3.4

It'simportant to be aware that people
communicate differently depending on their
culture, as well as their personality.

So firstly, be aware that a direct style can be useful
and effective. It makes things clear - it's honest
and fast, and some people actually like it. So we
see Mattin the first video, partly on the advice of
Jack, say very clearly that he’s not happy and what
needs to happen, and he gets Kenji to understand
the situation quickly; that’s useful for the team.
But, we all know, a direct style can be dangerous.
It can close down conversation; it can even cause
conflict.

Indirect communication can also work; it's more
polite for some, but it can take longer to be
effective. So, in Option B, Matt asks Kenji to take
the next steps to call Stefanie. However, Matt has
to step in again later and make the call himself

as Kenji was slow to do it. So in the end, the same
resultis achieved as Option A, but with the indirect
style, but Matt possibly has a happier team without
any conflict.

In the end you have to decide. Choose the style
which best fits the situation, and not simply the
style you prefer.

5.1.1 p=Presenter AL=Allen Lyall

JR =Jukka Rosenberg JM =Jim McAuslan

P: Online shopping is now a major part of the
retail sector. It’s convenient and often cheaper
than buying in traditional stores. E-commerce
operators have invested heavily in their logistics
systems so that consumers receive a quick and
efficient service. An online shopper only has to
make a couple of clicks on a website. It is so easy.
But behind the scenes, retailers rely on complex
logistics operations to fulfil orders. Systems have
to handle millions of orders efficiently. Many of
the operations in Amazon’s giant warehouse are
automated. Each order is placed in a separate
yellow container. The containers are tracked with
their own barcodes. It is a complex operation.

AL: My role is to make sure that the fulfilment
centres and the thousands of people we employ

in the UK are busy making sure that our orders are
delivered on time.

P: Allen Lyallis Amazon’s Vice President of
European Operations. He explains the scale of the
work that the warehouse is capable of.

AL:We dispatched on our busiest day 2.1 million
items. There was a truck leaving this building, one
every two minutes thirty seconds last year. There
was a thousand one hundred tonnes of equipment
on that peak day.

P: The orders then have to be packed. This stage in
the process is still done by hand. Good packaging
is essential to prevent goods getting damaged in
transit. With the orders packed they are ready to
leave the warehouse and begin the next stage in
the process - delivery to the customer. Delivery can
be undertaken by the postal service or by courier
companies. Frequently, customers are able to track
the progress of their package online. Consumers
enjoy the convenience of having goods delivered
to their homes. But of course customers are not
always at home to receive their package. One
solution is to use these. They are called collection
lockers. Packages can be left inside and the
customer can pick them up at any time by entering
a PIN number. The logistics that e-commerce relies
upon are developing all the time. In the future
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we may see some changes in the way our online
shopping is delivered. This robot has been designed
to deliver packages. Customers can arrange to
collect their goods from the robot via a mobile
app. Some companies are also considering using
drones to transport goods to customers. This drone
is being developed by the postal service in Finland.
Jukka Rosenberg is the Project Director.

JK: This is part of the testing of new technologies
in our parcel delivery and post deliveries and this
could be an opportunity which we are now testing.
P: Amazon says that in the future, customers
could order goods and they would be delivered by
drone in as little as thirty minutes. However, are

all these changes really for the better? There are
concerns about the widespread use of drones. For
example, will they create congestion in the sky?
Airline pilots are worried about the safety issues
raised by drones. Jim McAuslan is a spokesperson
for commercial pilots.

JM: Thereisanissue about the safety of their
operation. But our bigger concern is where this
technology is going for the future. We're not
against the technology but we want it to be
properly requlated.

P: Asdrone technology develops, issues like safety
and congestion will need to be balanced against
the convenience of delivery by air. It is a discussion
thatis certain to continue.

5.3.1 s=stefanie M=Matt

S: Another day in paradise?

M: We're going round in circles here. Unbelievable.
S: Been talking to Raj?

M: No, IT downstairs. Trying to get some
understanding of an email | received from Raj this
morning. Of course, they were very happy to point
out that if it was their responsibility in house,

and not ‘my expensive external provider’, there
wouldn’t be any of these issues. They told me to
cancel the contract with Raj and let them handle
the project.

S: They may be right.

M: | know they're right. But it’s still not very
helpful.

S: ButlIthoughtyou discussed this with Raj last
week.

M: | did. We had, what was it, a three-hour
conference call? Look, | know they have their
issues, Raj is under a lot of pressure over there in
India, but he made promises about where we'd be
by now. And then he suddenly went very quiet ...
and then | get an email this morning that there
are these issues, and they need more time ... more
money ... You know, maybe it’s cultural, Raj didn’t
feel that he could say no to me in the first meeting,
when | asked him if he could solve things.

S: People love to go on about cultural differences
butit’s too simple, just stereotyping. To be honest,
I think it's you. | think you're too soft on Raj. If the
platform is not ready, and the project is going over
budget, you need to put some pressure on him. He
needs to make us his number one priority. Call his
manager.

M: | don't know ... bringing in management ... it
changes the atmosphere. | don't want to make it
more difficult to work with Raj.

S: It's awaste of time, Matt. You need to get
tough. We're the customer here. Demand some
action.

M: Raj is pretty sensitive; he might not react

too well to that kind of thing. Look, | have a call
with him later, I'll try and negotiate some kind of
solution on the pricing at least. Costs are getting
out of control. What?

S: Nothing...

5.3.2 R=Raj M=Matt §=Stefanie

R: Hello?

M: Raj, it's Matt Farnham.

R: Hi, Matt. Good to hear your voice. How are you?
M: Not great actually, Raj. I got your email this
morning, it wasn’t exactly what | wanted to read.
There are now really significant problems with
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increased cost and no clear timeline to sort out the
technical problems. We can’t run the project like
this. Things have to change.

R: OK, I'm surprised to hear this. You know we're
talking about a complex project and we have many
other contracts happening over here.

M: Raj, you need to deal with these issues. There’s
a risk we have to delay the pilot to customers ...
that means we might even lose customers. And

my management is going to complain about these
costs. Basically, what | need is for you to cover the
extra costs for additional work on the project. What
you're billing us is unacceptable ... these costs are
just out of control.

R: Butnot all the technical problems that we have
were discussed at the beginning, this is a lot of
extra work for us.

M: Look, thisis how itis: we have a contract, we're
not going to accept an open budget. If that’s a
problem for you, then we need to involve your
management. You have to bear the costs, all these
delays aren’t our problem, we shouldn’t pay for
them.

R: Erm. OK.Look, let me have a look at the
numbers.

M: OK, fine. Send me something by this evening.
R: OK.

M: Right, | have to go to a meeting, I'll talk to you
tomorrow.

R: OK.

S: Hello.

M: Hi.

S: Did you speak to Raj?

M: Yes, we had a chat yesterday. Wasn't easy at
first. But he was pretty open in the end, and we
had a very direct conversation. | had a chat to his
manager as well.

S: And?

M: No extra costs on the project ... so the money

is back under control ... we've agreed to have a
phone call every day, just to track and manage the
fixes. We should be OK in about a week.

S: Good.

M: It/s good, yes, but I still had to go over Raj’s
head and talk to his manger ... he doesn’t seem
very happy about it.

S: It's not about making people happy, there’s a
jobtodo.

M: That's one way of looking at it, but he’s told me
he’s struggling with a young family and all these
problems are a bit demotivating. And if he gets
demotivated and decides to walk off the project,
we’ll have a major, major problem on our hands. To
be honest, I'm a bit worried that he’s going to walk.

5.3.3 &= Raj M=Matt S=Stefanie

R: Hello?

M: Raj, it’s Matt Farnham.

R: Hi, Matt. Good to hear your voice. How are you?
M: I'm good thanks but, to be honest, we've got
some difficult issues to discuss, Raj, this project is
really challenging for everyone at the moment.

R: Yes, it's a real headache.

M: But | want to work with you to resolve things.
Now, | appreciate that you're working very hard to
deliver, but as we talked about a week or so ago, all
these delays are creating financial and commercial
issues for us ... first there’s the cost, all this extra
work, and also there’s going to be a problem for
our customers.

R: You mean being late with the pilot phase?

M: Exactly. Now | want to work with you to resolve
this, | don't want to be the bad guy, but I think we
need to negotiate on your fees. This is really down
toyou, not us, so | think it is reasonable to ask to
split the costs, we'll take 10 percent, OK?

R: Idon'tthinkit’s fair to blame us in this way,
your team changed some of the requirements,
added things, that meant more work, more people
from our side ...

M: OK. Could I suggest something? What about,

if we help from our side and give you one of our IT
guys, and then you should have everything that
you need to clear this up quickly.

R: OK.With an extra resource from you, that
would be a good solution, | can agree to that.
: Good stuff. I'll give you another call tomorrow.
OK, talk to you tomorrow.
: Have a good one.
Hi. Did you speak to Raj?
: Yes. We spoke yesterday.
And?
: Good, | think. He’s very cooperative. | agreed
to take 10 percent of the extra costs ... so that
should bring the money back under control.... |
also suggested we send someone from IT here to
work on this. There’s a young guy down there, Mike
I think it is, seems keen. He could also help track
things a bitin case this happens again ...
S: That makes sense.
M: We need to work with these guys, keep them on
our side. You know, we need to think about the big
picture ... there are more countries on the horizon,
and my boss is already talking to Raj’s boss about
the next contract, so ...
S: Good thinking.
M: You see, I'm not just a pretty face ... Anyway,
let’s see. | want to keep things positive at this stage.
The only thing I have to do now is convince my boss
about the extra costs on our side ... not going to be
easy.

53.4

There are a number of learning points in these
videos about collaborating with people outside of
your team.

Firstly, in professional life, it's important to be
demanding sometimes with external partners, to
get to aresult which is good for your team and
your organisation. In Option A Matt communicates
powerfully to get Raj’'s company to pay extra costs.
A good result financially. But demanding has risks.
Raj is demotivated and might leave the project.

An alternative to the demanding style is to use

a supportive approach - external partners can
respond very positively to this; they support the
solutions and they remain very motivated. But,
you may need to invest time and money to achieve
an outcome that is acceptable for everyone. Matt
found this in Option B - he reached an agreement
with Raj, but to do this he had to provide extra
money and resources.

When communicating internationally, be flexible,
and choose the style that best fits the situation.

6.1.1

The phone is really, really you know core element
of our everyday life, but on the other hand we
don't know anything about it. We didn't start as

a company, we started as a campaign and the
campaign question was how can we give visibility
to er the situation in Eastern Congo?

Millions of people died in, in, in wars related to the
mining of these minerals we use in, in our mobile
devices. So what we thought is, and you know with
my background as a designer, is that you know
what, why don't we make a device, make a phone?
We've been announced the, the fastest growing
start-up, tech start-up of Europe by The Next

Web, which says something about the, the speed
in which we grew. We grew from two people to
over forty people in two and a ha, two years. Uh
we made, in the first one and a half years of our
existence, we made a turnover of sixteen million
euros. First actually was through crowdfundings,
and then in three weeks more than 10,000 people
bought the phone. So we had over three and a half
million euros on the bank account, we didn't know
how to make a phone, you can imagine me laying
in bed at night crying and my wife, you know, going
at me like, 'Bas, come on! You can do it, you, you
started this so you have to, you really have to go for
it now,” - it's a success.

All components are actually uh, built up as
modules, and people can actually exchange those
modules, repair those modules themselves. We
work with mines, local mines, in Eastern Congo and
where we get our tin, our tantalum, from, so we
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contribute to the actual economic situation in the
Congo instead of, you know;, avoiding the country
which a lot of companies are doing. If you produce
phones, you produce waste, right? And by doing
that, you know, by making a Fairphone you're
already kind of in the paradox. So what we said

is we want to take back phones as well to source
minerals. So we've collected over 60,000 phones
in the, you know, in the Ghana and we er, we, we
got them back to er, Belg, to a Belgian refinery to,
you know, to take back to, the minerals to be used
in the supply chain again. I might call myself an
idealist but I also know, you know, that the world
works in a certain way and you have to, you know
business is, is an important mechanism to actually
create change, um you know that's why we set

up Fairphone -that's why we started a company
instead of, you know, doing art projects for
example. And um, you know a fellow er designer of
me, er of mine has, has once said, you know, we're
all hippies with business plans. The mechanism
we use to change things is a commercial model,
and by being part of the economic system and a
market mechanism, we are able to actually, you
know, put those idea, idealist kind of values into
the core of what moves the world. So we're notin it
to become, you know, the biggest phone company
in the world, but by doing what we do we show
that there's a market, we grow demand and if the
demand grows the market will follow -that's the
way the world works, right?

6.3.1 pP=Paula M=Matt

P: IthinkI'm quite good at influencing people. I'm
usually able to make a strong argument, backed
with good reasoning. We have some potential
buyers from a Mexican chain of business schools
coming to London this week.

M: When will they be here?

P: About twenty minutes. ... They want to look

at partnering with online training and education
providers from the UK and I'll be pitching ... | expect
to get what | want, | haven’t failed yet!

M: Remember not to be too pushy ... go easy on
them.

P: Stop worrying! I've thought of everything, really.
Remember we've designed this just for them.

M: I know, | know ... but Pedro likes to be involved
in decision-making, he’s quite a collaborative guy
and likes to give input.

P: I'msureit’ll befine.

6.3.2 pa=Paula M=Matt S=Susan

Pe =Pedro

Pa: So that brings me to the end of the
presentation. I'm sure that you've been able to see
the many, many benefits that partnering with us
and introducing our online courses will bring to
your business schools. I'm sure that you'll agree
that our courses are among the best currently
available in the global marketplace. Their success
and quality are demonstrated by the fact that a
number of other business schools and universities
in other countries already use them.

M: Well, I'm sure we'd love to hear your thoughts.
S: Yes, I'm really impressed. | like the approach, it
feels very new ... | can see how it would fit very well
in our business schools.

Pe:Hmmm ...I'm not sure, | think that there are a
lot of technical matters to think about. Who will
manage it? How long will the platform take to
integrate? We're already quite busy for the rest

of this year at least ... there’s also money to think
about ... it’s the same story with our budget.

Pa:| totally understand your concern. We put
together this proposal just for you, so this doesn’t
relate to anyone else’s institution - just yours.
We've done an analysis of your business schools
and we’re aware of the challenges that you
mention, but that's why we're so confident that it
will be a great success ...

Pe: Maybe, but there’s a difference between
analysing on paper and how things are in practice,
thisyearis ...

Pa:Sure, but that’s why there’s provision for us to
support the platform, it’s not all just left to you ...
Pe: Yes | understood that in your pitch, but ...

Pa: And you just won't find a better price anywhere
on the market. Not for something like this, nothing
more competitive exists.

Pe: OK. Well, I think Susan and | have a lot to think
about. I think we can have a discussion over the
next few weeks ... and we”ll get back to you.

6.3.3 pa=Paula M=Matt S=Susan

Pe = Pedro

Pa: So that brings me to the end of the
presentation. I'm sure that you've been able to see
the many, many benefits that partnering with us
and introducing our online courses will bring to
your business schools. I'm sure that you'll agree
that our courses are among the best currently
available in the global marketplace. Their success
and quality are demonstrated by the fact that a
number of other business schools and universities
in other countries already use them.

M: Well, I'm sure we'd love to hear your thoughts ...
S: Yes, I'm really impressed. | like the approach, it
feels very new ... | can see how it would fit very well
in our business schools.

Pe:Hmmm ...I'm not sure, | think that there are a
lot of technical matters to think about. Who will
manage it? How long will the platform take to
integrate? We're already quite busy for the rest

of this year at least ... there’s also money to think
about ... it's the same story with our budget.

Pa: Pedro? Sorry, the most important thing for you
is not to have to spend a lot of time integrating the
platform and managing the implementation?

Pe: Yes.

Pa: OK, well we can help with that. We can take on
the work of looking at your set-up and creating an
implementation plan. On top of that we’ll also fully
manage implementation ... and support it. And of
course we’ll make sure that any disturbances will
be kept to an absolute minimum. Would that be a
good solution for you?

Pe: That sounds fine, but there’s also cost ... | just
don’t thinkit's going to work financially.

Pa: Can | ask why you don‘t think the finances will
work out?

Pe: Cash flow. Cash flow and the fact that we
allocate budget a couple of years ahead ... most
of what we have over the next year is already
assigned.

Pa:lunderstand. That doesn’t have to be a
problem. We would be able to plan and test now,
but set the launch for next year and spread the
cost. So you could go ahead now, but putitinto
next year’s budget and we could probably agree
quarterly payments. How does that sound?

Pe: Well that makes a big difference. If we could
agree to those conditions ... | think we would be
happy to go ahead.

S: Llet’sdoit.

Pa:Great!

Pe: Thanks for being so flexible, Paula.

M: Right, let’s take you both to lunch.

6.3.4

When we're just being ourselves, we often try to
influence people using our own natural style, and this
potentially limits our success. We saw this with Paula
in Option A - her ‘push’ style seemed to suit Susan,
butitwasn’t working on Pedro. He felt frustrated in
the end and Paula wasn‘t able to close the deal.

In Option B, she adapts to a ‘pull’ approach and
asks Pedro questions to find out more about his
needs, while still guiding the conversation to a
positive result.

Both ‘push’ and ‘pull’ are valid and positive
approaches. But they each have advantages and
disadvantages depending on the situation.

Overall, we have a better chance of communicating
successfully if we understand the needs and
preferred style of others in specific situations. Then
we can choose an influencing style which suits the
situation and also the person.
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7.1.1 p=presenter E= Evelyn R=Rodrigo

M =Marcus H=Hannah R=Rennie

P: Working abroad is now a fact of life for many
people in business. Multinational companies often
require their staff to relocate to offices in different
countries or even on different continents. And
international experience can be a valuable asset in
career development.

The prospect of moving to a new country is
exciting. It brings the opportunity to see new
places and to get to know different cultures.

But going abroad to work is not the same as
travelling for pleasure. It brings challenges. Foreign
professionals have to learn about cultural issues
like customs and etiquette. They may find the

way people communicate and interact at work is
different.

One of the first things that someone in a new job
overseas has to encounter is interacting with co-
workers. In different cultures, different standards
apply.

E: Whenyou are in Germany people are a bit more
reserved to begin with. Once you've broken the ice
and got to know them, they will be your friends for
life, if they make friends with you. But initially they
are a bit more reserved, so don’t be put off by that.
P: The workplace culture in Brazil is quite different.
R: Whenit’s time for lunch, you always have lunch
with someone - you never have your lunch alone -
there’s always, usually more than one person. So it
tends to be very face value and very friendly, which
can be unhelpful at times because you want to do
some work and be quiet, but people tend to be
interactive, communicative. But at the same time
you have a very strong sense of team spirit because
everybody’s together there doing the same things.
P: Good communication is essentialin a work
environment. It can present some challenges as
Marcus found when he relocated from Sweden to
the UK.

M: | thought | was very fluent in English when |,
you know, when I lived at home in Sweden. But
then when you actually come to live here, you
realise (that) the nuances and phrases that you
don't know at all. And, you know, doing your
mistakes and saying the wrong things at the wrong
time, but quickly learning, was fun.

P: The etiquette of communication can also vary.
In Poland people tend to be direct when they talk
to each other.

H: You might be a little bit shocked that the Poles
tend to be more abrupt, or that's how they will
come across. The use of ‘thank you’ and ‘please’

- it’s probably less widely used. The linguistic
elements, the cultural element doesn’t demand
that. So it’s absolutely polite if you just say ‘yes’,
‘no’ and leave it at that.

P: Many of the rules of a culture remain unwritten.
Learning them can be challenging but it s also
rewarding and is one of the keys to success in the
global workplace.

7.3.1 s=stefanie P=Paula

S: Today is a big day for our project. We have
some clients coming in who are thinking about
making a major purchase for the Mexican market
... Paula has responsibility for Mexico, but I'm a bit
more experienced so Matt has asked me to lend
her some support. The important thing in these
kinds of conservations is to make sure that things
keep on moving ahead. I'm keen to keep the focus
on our launch date, and sticking to the plans that
we have between now and then. After that we can
worry about group decisions and small details. |
think with the important points we should use our
expertise and let our clients know what’s best.

S: Hi, Paula.

P: Hi, Stefanie.

S: Thefirst thing I'd like to do is go over all the
dates we have for the next three months ... can we
start there?

P: When we're talking about making decisions, |
would say that | prefer to try to find consensus ...
It's a huge project ... in Mexico! There are so many
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things to think about ... How will we register
students? When to register students? What are
we going to do about marketing? Are we going
to assist with that? We need to ask them all these
questions and take decisions together, we can’t
know everything about everything ourselves ...
So, yes, for me this meeting is about getting to
understand more about how they work ... we can
think about a launch date later.

7.3.2 st=stefanie Su=Susan P=Pedro

St: We think that the next step is to decide when
exactly we would want to plan the launch.
Su:Yes, I'm happy to have that conversation.

St: Great, well we think that it would be a good
idea to keep things moving ...

Su:Absolutely ...

St: ... so | suggest we plan to launch this year.

Su: OK.

St: In our experience it's a good idea to use the
summer. When the students arent around we can
implement and test everything ... hopefully your IT
guys will have a bit more time then ... it's just easier
to set everything up. So my advice is that we aim
fora launch date in September.

Su:| totally agree. Let’s do that.

P: OK.That's not far off ... | think we should know
a little bit more about the process ... | just want to
make sure that we're all being realistic.

Su:lt’s realistic. Let's just do it, we can get into the
process later. OK great, we're all agreed then.

St: Fantastic.

7.3.3 st=Stefanie Su=Susan Pa=Paula
Pe =Pedro

St: We think that the next step is to decide when
exactly we would want to plan the launch.

Su:Yes, I'm happy to have that conversation.

Pa: Great, when would be the best time for you?

It would probably be a good idea to keep things
moving and plan for sometime this year, but we're
happy to work around your needs.

Su:September time would be good.

Pe:| think that we should do a pilot first ... let’s just
trialitin one of our business schools and, then, if
itall runs smoothly, we canrollit out to the rest of
the group.

Pa:We could do that, certainly ... sounds logical

... have you thought about how and when you'll
register your students, or how we’re going to
market the courses in advance?

Pe:No, notyet ... | guess we would need to discuss
those things internally to start with ... let’s keep

it flexible for now. You know, sometimes things
change, let's keep talking.

Pa:Sure, after all, we're here to facilitate what
works best for you.

Su:Thanks, Paula, but I'm sure we don’t want to
waste your time or ours in meeting after meeting.
I'm happy to make a decision now and stick to it

... let’'s say September. If we don’t go live in that
semester, there’ll be another six-month wait, which
no one wants. So can we launch in September? And
fix an exact date? You can do whatever piloting you
want between now and then.

St: Absolutely, that sounds perfect.

Pe: OK.

St: Great, well, we’ll start looking at dates.

7.3.4

Everyone’s decision-making behaviour is shaped
in some way by their culture; it could be national
culture, corporate culture or some other form of
culture.

Firstly, some people can take a very target-
driven approach while others may prefer a more
collaborative approach. For example, in Option A,
Stefanie and Susan dominated the discussion and
were very target-driven, while in Option B we see
that Paula and Pedro are clearly more consensus-
oriented.

Another difference is how people view time and
deadlines. What's fixed for one person may be
flexible for another, and this can cause problems.
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As we saw in the videos, Stefanie was keen to have
a fixed decision on the launch date while Paula was
happier taking a more flexible approach.

Thirdly, we can look at attitudes to status and
hierarchy. In some places, hierarchies are flat and
you can openly discuss and debate ideas with your
manager. Elsewhere, status and hierarchy are more
important, and you probably shouldn't openly
disagree with your manager.

In this story, Susan is ranked higher than Pedro, and
Stefanie has more experience than Paula. These
factors could have enabled them to push through
their decision in both video options.

So, how can we overcome these challenges?

We can first observe others, then discuss our
preferred approach. This can help us achieve better
business results while protecting relationships at
the same time.

8.1.1 P=presenter N=Nadia

PM = Park Manager VS1=Vet Student1

VS2 =Vet Student 2 S =Steve Leonard

P: Leadership in business requires a range of
skills. These include an ability to make decisions,
good communication and knowing when to
delegate tasks. Leadership skills such as these are
justasimportantin running a team as they are in
managing a multinational. Learning to lead a team
can be a challenge.

In Safari Vet School, sixteen veterinary students
take that challenge and test their leadership
abilities in real-life situations with dangerous

wild animals. The students have been selected
from thousands of applicants to travel to South
Africa where they will be supervised by specialists,
including experienced TV vet, Steve Leonard.
Nadia is studying at Cambridge University. She’s

a high achiever - used to getting top grades.

The Vet School selectors were impressed by her
determination.

N: Failure is not something | cope well with. If you
want me to boss you, | will! People can be quite
intimidated by me | think. I mean I've had people
say they're scared of me, which | dont understand
why, but obviously | must be quite ‘in your face’
maybe. | kind of have one volume and it's ‘loud".

P: Nadia’s sense of purpose means that she is
chosen as team leader for the first task. An animal
must be sedated, treated, put on a truck for transit
and then woken up.

As team leader, Nadia has to make key decisions,
motivate the group and ensure they all work
together. If the animalis not revived quickly, it may
be harmed or even die.

It does not run smoothly. Luckily the team
manages to administer the reversal drug to wake
up the animal. The Park Manager is critical of
Nadia’s management style in the team debriefing
session.

PM: There was far too much chatter going on.
And running around. Everyone a bit disorganised.
It took you fifteen minutes from when the trailer
arrived up to when you actually gave the reversal.
OK? Far too long.

VS1: | think we just needed just one person to like
kind of control the operation. Because |, literally,
didn’t know what you guys were doing. | was just
on...

VS2: | was just focusing on the heart rate, the lung
field...

VS1: | didnt know the trailer was there ...

N: Yeah we all got so side-tracked with
immobilising it that we forgot the whole point was
just to get it on the truck. And | felt that the team
was disappointed with how | behaved as the team
leader.

P: Nadia receives feedback from Steve, her mentor.
She admits that leading and motivating a group is
different from motivating herself.

N: I normally cope really well with adrenaline. But
looking back I think I cope well with adrenaline
when there’s just me and | just have to think, ‘Right!
I'have to do this. I'm going to do it’. Whereas when
you've got a group of nine people that you're

trying to control and when ...

S: You're trying to control nine people?

N: Well ... because ... it was a group of nine and |
was supposed to coordinate them

S: When you look back at this, how many
questions did you ask of your team that were
advice questions?

N: How do you mean?

S: Interms of 'What do you think we should do?’
N: | cant remember.

S: Ididn’t hear any. Do you think you'd taken on
too much responsibility?

N: Yeah definitely! That was the problem. | was
completely out of my comfort zone.

S: You've just got a taste of what it’s like to be in
charge. How did that make you feel?

N: Awful.

S: Didit? What you experienced was very, very
difficult.  don‘t think you did that bad a job.

P: Ithasbeen atough learning experience for
Nadia. She now understands that leadership
involves a range of skills - such as motivating all
the team members, keeping focused on the main
objectives of the task, and communicating clearly.

8.3.1

Sothisisit ... It's been a long journey, but very
successfulin the end, I think. All that's left now is
to wrap everything up with the team. It's always
important at the end of long and detailed projects
like this to take the opportunity to learn lessons.
As project manager, I'm keen to get some feedback
from the guys, so we’ve set up a brief session
while they're still all here in London ... hopefully
itwon't be too brutal. Obviously | hope they give
me some positive feedback. Everyone likes to feel
that they’ve done well ... But it would also be
interesting to get some developmental feedback,
to hear where they think | could improve.

8.3.2 M=Matt S=Stefanie K= Keniji

P =Paula

M: I'd like to ask you all for some personal
feedback. As you know, this is one of the first times
I've worked on an international project like this so
I'm keen to know how you all feel ... so don’t be shy,
who wants to go first?

S: I'm happy to go first.

M: OK great, go ahead.

S: Well, I think you did a very good job
communicating with the team and keeping us all
informed ... once we knew each other’s roles it was
very easy to work together.

M: Great! Thanks Stefanie, I'm happy you feel that |
was able to ... pull everyone together, even though
we were allin different parts of the world.

K: lagree. And it was good that you asked Stefanie
to help out when I had some difficulties.

M: Sure, it just seemed like a sensible idea to me at
the time. Paula?

P: lagree.|thoughtyou were a good project
manager ... thanks for all the coaching you gave me
and for the tips about making presentations ... | felt
like you were there to support me.

M: Excellent. Thanks, Paula. Well, I'm looking
forward to the next big project already, thanks guys.

8.3.3 M=Matt S=Stefanie K= Kenji

P =Paula

M: Id like to ask you all for some personal
feedback. As you know, this is one of the first times
I've worked on an international project like this so
I'm keen to know how you all feel ... so don’t be shy,
who wants to go first?

S: I'm happy to go first.

M: OK great, go ahead.

S: Everything was OKin the end and | think

the project was asuccess ... but I have tosay ... |
thought it was a bit chaotic at the beginning. |
think that it was your responsibility to make sure
that we all knew each other and communicated

... butldon’t think we did have a clear idea of who
was on the project or our roles ... | think that was a
problem.




M: That's interesting ... | thought | had done that. If
you remember | sent around some email intros and
I set up a virtual conference?

S: Youdid, butit came too late and was also a bit
short ... It was difficult to know how to get started
without knowing my role and everyone else’s. |
think if you could have called each of us before the
project began, that would have been good.

M: Right, I'll bear that in mind. Anyone else? Kenji?
K: Everything was fine.

M: Are you sure? You looked like you were thinking
about something there. I'd like to hear anything
that’s on your mind.

K: This project was just one of many tasks that
I'had. I'm always very busy, but | don’t think you
understood that, you always asked me to do things
urgently. I'm sorry that | was not always able to act
so quickly.

M: OK. I really had no idea that you had a lot of
other jobs on, you must tell me things like that ...
otherwise there’s no way that | can know ...

P: Butlthink what Kenji's saying is that you often
waited until things were urgent before passing
them on, and that puts us under pressure and
creates a lot of stress ... it's just a question of being
organised. | think in future if you gave us all a
timeline or something, that might help us to plan
better.

M: OK, | get the point. We've all been under
pressure, and it's not like your work was perfect,

I had to spend a lot of time fixing other people’s
mistakes. Anything else?

8.34

When giving or receiving feedback, we must
always remember that our approach to feedback
is usually driven by our own personality and
preferences. And that no single approach is best.

There are a few points that we should keep in mind:

When giving feedback, firstly motivate others by
focusing on things which have been done well.
Also, remember to help them improve by focusing
on areas in which they can develop. We saw the
team do each of these in the videos, but was their
positive intention clear in Option B? I'm not so sure.
And in terms of receiving feedback, remember that
feedback is valuable so, when you're not hearing
any, you should actively ask for it, as Matt did.
Then when you do get feedback, listen to it first
without disagreeing or making excuses about any
potentially negative points. Then decide later if
you want to act on it. Matt may have missed some
valuable information when he started making
excuses in Option B.

Finally, use a balanced approach to giving positive
and developmental feedback. Positive feedback
reaffirms someone’s actions and position,

and is good for their motivation. But, without
developmental feedback they may not be aware of
areas in which they can improve.

BW3.01

Amalia

Is this webcam on? Oh, right! So, why should

you hire me? Well, | have to say | think I'm hard-
working, I'm reliable and, and ... I'm highly
qualified. I have a background in marketing and a
lot of experience in different sectors. | also speak
various languages, so that will be very useful for an
international company like Media Solutions.

I would like to work for you because I think I'm
good at communicating, especially writing,

and | could contribute to your Communications
department with my ideas and improve the
presence of your clients in social media. Err, ...
that’s all really. Thanks for listening. Oh, and please
call me if you'd like me to come in for an interview.

Birte

Why should you hire me? Because I'm a ‘people
person’:I'm not only sociable, but also really
creative and if you hired me, | would give 110
percentand | would get on with all the team and
the clients, too. Another thing you should know
about meis I'm really into sports and martial
arts, as you can see. You can check out some of
my videos in social media on how-to-do sports
training. | love social media and dedicate a lot of
time to it. It's the way everyone communicates
nowadays.

What else? I've got a degree in marketing. | did an
internship at my dad’s company and | learnt a (ot.
I'm a fast learner. | don’t have lots of experience
but I thinkit's more important to have the right
attitude and just get out there and do it! Why
should you hire me? Because I'm worth it! Call me
foraninterview and please give me the chance to
tell you more.

Cindy

So, you'd like to know why you should hire me?
That’s a good question. Looking at my CV you
might think I don’t have any relevant experience
but | do have experience in managing people. |
have to communicate in my job every day, where
I'm responsible for a team of forty people, talking
to different departments and dealing with difficult
customers. I'm good at working under pressure, so
you can depend on me to write those reports on
time!

Err, just a minute .... Another consideration is
thatI'm a big fan of social media. | write a blog

in my free time, although I don’t have that many
followers yet. I'm also studying marketing online
in the evenings. So, if you hire me, [ will help

you to find the best solutions for you and your
clients and improve their online presence with
the contributions of key opinion leaders and
influencers.

Thank you for considering my application and |
look forward to your call!

BW6.01

Ben Fischer

Hi guys! I'm Ben Fischer and my award-winning
theatre company performs at events and festivals
all over the world. We bring the works of famous
German writers and dramatists, such as Bertolt
Brecht, to audiences across the globe.

In true dramatic style, our latest production of
Brecht’s The Good Person of Szechwan has just
been hit by disaster. An electrical fire destroyed the
arts centre where we were performing in London
and took with it all our costumes and equipment.
Fortunately, nobody was in the building at the time
and nobody was injured in the fire.

We know one day the insurance company will
eventually pay the compensation to rebuild and
replace everything, but we need to complete our
world tour now and can’t wait around for the
money to arrive.
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Can you help us? We need to raise €10,000 in the
next few weeks to replace everything. | promise
all donations to our cause will be repaid when

we receive the insurance payout. Not only that,
depending on the size of your donation you will
receive discounts on tickets and even free tickets to
see our play in any city of your choice on the tour.
Just see our website for more details.

As Brecht himself once said, ‘Everyone needs help
from everyone.’ By contributing to our disaster
fund, you will be doing your bit to support
community arts and help our young theatre group
to literally rise from the ashes. Thank you!

Alison Chadwick

My name’s Alison Chadwick and this is my story. |
started my T-shirt business, Alison’s Tees, back in
university as a hobby. Friends and fellow students
used to ask me where | got my T-shirts from and
when | told them | designed them myself everyone
said that was cool.

Then I thought, you know anyone can design their
own T-shirt. It's simple, it's fun and it's creative. On
my website you can choose the colour and style but
more than that, you can have any design or logo you
like printed on it including photos to make your very
own unique T-shirt. Friends will be amazed. Before
we finally produce the T-shirt, you'll receive a photo
of the design for final approval.

No more shopping for hours looking for something
you actually like. No more low-quality shop-
bought products. All our T-shirts are 100 percent
organic cotton and ethically sourced. We're helping
independent cotton farmers. We work hand-in-
hand with our suppliers to ensure highest-quality
tees.

Thanks to previous crowdfunding our business has
been a big success. Now we need your support and
your money to help us develop our mobile app so
our users can design and order their own tees on
their smartphones, anytime, anywhere.

Marcos Lopez

If you like travelling, you'll love our new tour

guide mobile app. It’s like an audio guide but on
your mobile phone, so you carry it with you all

the time. I'm Marcos Lépez and I'm one of the
founders of Holidapp. It's the ultimate travel
companion. It's like having an audio guide but on
your smartphone. You'll never want to buy another
guidebook or tourist map again in your life. You'll
find out about the places you're visiting whenever
you wantin a new, original and entertaining way.
Our app is free to download and quick and easy

to use. Enter the desired location and for just €10
you will get an expert guide to one of over 30
destinations in Europe and the USA. And the list of
places is growing longer each month.

The guide features audio tours by experts in

their towns, from qualified tour guides to local
storytellers of all ages with a passion for the place
where they live. Our platform is free to our guide
contributors and they receive 70 percent of the
revenues generated by their guides.

Each travel quide on our app comes with high-
quality photographs and can use your geolocation
to help you get the most from your guide.

We need your backing to help us cover the cost of
production, audio recording, programming and
photography. We'd also love to hear what you think
of the guides so we can keep improving our service.
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1.01 DR=David Robinson JW = Janet Wood
DR: In this part of the show I'm talking to
organisation consultant, Janet Wood. Janet,

the tall organisation structure is still typical in
companies today, isn't it?

JW: VYes, and this traditional pyramid hierarchy has
many problems.

DR: Suchas...

JW: Well, decision-making is generally slow. This
type of company can be very bureaucratic and
inefficient. It's slow to change and innovate, which
isareal danger in today’s world.

DR: Butistherereally any alternative in a large
corporation?

JW: Yes, there are examples of successful
innovative organisations which do things
differently. One of the most famousis W. L. Gore, a
multinational manufacturing company.

DR: W.L.Gore is probably best known for the
fabric Gore-Tex, isn’t it?

JW: That's right. Bill and Genevieve Gore started
the company in the USA back in the 1950s with

a flat structure. Today, the company still has no
traditional organisational chart. Gore believes that
if people are passionate about their work, they're
going to be highly self-motivated.

DR: So, how does the company operate?

JW: Well, there are over 10,000 employees in 30
countries divided into teams of 8 to 12 people, who
work on projects and products together. The staff
at Gore are actually called ‘associates’. They don‘t
have job titles. And they don’t have managers.
Instead they choose to ‘follow’ leaders. Basically,
you decide what you are going to contribute to the
team and you establish your own work and pay.
DR: |hear the associates actually elected the
company’s chief executive, Terri Kelly.

JW: Yes, she’s one of the few people at the
company who has ajob title.

DR: There’s been a lot of talk in the business news
recently about a concept called ‘holacracy’. Can
you tell us what that is exactly?

JW: Yes, the expression comes from the Greek
word holos, meaning ‘whole’. Holacracy is
essentially a system with no bosses at all.

DR: How does this manager-free system work in
practice?

JW: Well, it’s probably too early to know. Just two
years ago Zappos, the U.S. online shoe and clothes
store which was started in 1999, introduced
‘holacracy’. Now all the functions of the company
have been delegated to teams called ‘circles’.
Zappos has about 1,600 employees distributed
among some 500 circles. Each circle has a ‘lead
link” who has a similar role to a project manager.
DR: Does this person, the ‘lead link’ decide who
does what tasks?

JW: No, circle members decide their roles and
responsibilities in meetings. Larger teams have
circles within circles. Staff can either start a new
circle or join a circle depending on the type of work
they’d like to do.

DR: Sounds complicated.

JW: Yes, the CEO of Zappos, Tony Hsieh, says it
could take another two to five years to complete
the transition. In fact, Zappos has a training session
next week, called a ‘Culture Camp’, and I'm flying
to Las Vegas tomorrow for that.

DR: I'msure that’s going to be a very interesting
experience. Janet, thank you for coming into the
studio today.

Extl.01

1 Well, decision-making is generally slow.

2 This type of company can be very bureaucratic
and inefficient.

3 ... there are examples of successful innovative
organisations which do things differently.

4 W. L. Gore is probably best known for the fabric
Gore-Tex, isn't it?

5 Today, the company still has no traditional
organisational chart.

6 ... she’s one of the few people at the company
who has a job title.
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7 Now all the functions of the company have been
delegated to teams called ‘circles”.
8 Staff can either start a new circle or join acircle.

1.02

A: Hi, Juliana. What time does the department
meeting start tomorrow?

B: At 10 o’clock as usual, but I think I'm going to
be about fifteen minutes late. | have a dentist’s
appointment.

A: Areyou going to be able to talk after your trip
to the dentist’s?

B: VYes, it's just a check-up. In fact, I'm giving a
presentation on the company restructuring.

A: I'msure that’s going to be interesting. Is it true
we’re moving to offices outside the city?

B: I'm not going to tell you anything before the
meeting. You know that.

A: Well, I'm going to sit right at the front. | don’t
want to miss anything.

1.03

First meetings in an international business setting
can often be difficult. Two strangers come together.
Often, they both have to speak a foreign language,
English. So you have strangers who aren‘t sure
what to say to each other. And they aren’t sure how
tosay it. The result is pretty predictable: a difficult
silence. Now, silence isn't necessarily bad. In some
cultures, silence is good; it's positive because it
signals respect. But for me, if you want to get to
know someone, to understand them as a person
and as a professional - which is essential for doing
business together - then silence is a risk, because
you stop this process.

If you want to learn about the other person, and
build a relationship, you need to ask questions. And
this is the real value of asking questions - you learn
stuff about the other person.

So ... Which questions do you ask? | would say,

in terms of style, keep it short and simple, just

ask simple starter questions. If you are meeting

a visitor, you can say things like, ‘Did you have

a good trip?’ Is this your first time here?' These
kinds of questions are good because they allow

an easy answer, they’re not too personal, but they
can quickly break the ice and get the conversation
flowing.

You know, sometimes the specific questions don’t
really matter; you just ask a question to get the ball
rolling. And then it’s important to ask follow-up
questions - if you don’t, small talk can feel very
mechanical.

In terms of what you ask about in those first few
minutes, | think in business you need to have a

mix of personal and work topics. On the work side,
asking about roles and responsibilities is good, and
the organisation behind the person, and where
people work and travel ... all these questions are
easy to answer and give you useful background.
And if you listen to what people tell you, you'll find
more ideas for other questions.

And all this asking questions, well, it builds
understanding and in the end ... trust. Remember,
it'simpossible to trust someone if you don’t know
them well. And how can you know them well?
You've got to ask questions! Oh, one final thing:

if possible, find something you have in common
with the other person - maybe you visited the
same place, you like the same food, the same
music or sport. When you and the other person
have similar interests, the conversation often
goes better.

1.04 p=Paul E=Eva

P: Hi isitEva?

Yes.

Hi, Eva. Nice to meet you. Welcome.

Thank you. It's nice to be here.

Did you have a good trip? Hotel OK?

E: Yes, no problems. | haven't seen the hotel yet. |
came straight here from the airport.

P: OK, well, follow me. My office is just through
this door. So, here we are. Can | take your coat?

ymum

E: Thankyou.

P: Good. Take a seat. Can | offer you something to
drink? Coffee? Tea?

E: Justwater would be nice, thanks.

P: OK.Hereyou go.So, is it your first time here in
the London office?

E: Yes, itis. Butl've been to London once before.
P: OK.Forwork?

E: No,justa holiday that time.

P: So, where do you work exactly? Are you in the
Zurich office at the moment?

E: Yes, I'mresponsible for sales support there. |
work 20 percent in Geneva, though.

P: 0K, and, do you report to Paul Blaettner?

E: Yes, I do.You know him?

P: VYes, | worked with him on a sales project last
year. | was thinking of inviting him to join us later.
Are you free for dinner this evening?

E: VYes, that would be nice.

P: Fine, soI'llorganise that. And, funny, you know
| also worked in Geneva. When did you join the
company?

E: End of last year.

P: OK, then I just missed you. | moved to this job
here in October. So you know, I'm now Head of
Customer Service, and also this new international
project around Service Excellence, which is why
we're here.

E: Yes, I'mreally looking forward to this project.
It's going to be a lot of work, but I'm ready.

P: It'sreally good to have you on the project. So,
shall we make a start? | know you have a busy
schedule and lots of other people to meet.

2.01

1 Good morning, everyone. My name is John
Hawkins, and what | want to do today is give you
ashortintroduction to the company. | won’t take
more than ten minutes because we have a lot to
get through today. But if you have any questions,
please feel free to interrupt.

2 | would like to start by offering a very warm
welcome to everyone here today. Thank you

very much for coming. | know many of you have
travelled a long way to be here. As you know, I'm
Pam Ellis, Managing Director here. What | want

to do today is give you an introduction to the
company. Firstly, a little information on operations;
secondly, more about the people; and finally, the
culture we have here. But to begin, | want to look
at operations.

3 Good morning. I'm Paolo Orlandi, Managing
Director of Production here. Er, sorry for my poor
English. But | must, before we take a tour of the
factory, give you an introduction to health and
safety, so that everyone is safe here. Please, do ask
questions if there is anything you don’t understand.
I know some things | say may not be so clear. But,
it'simportant everyone understands what to do
and what not to do in the production area. So,
please, ask me questions. Any questions, any time,
if anything is not clear. I'd like to start with some
rules on where you can walk and where not to
walk. As you can see....

2.02

1 So, before | begin and tell you why I am here,

I would like to start with why you are here. And
how can I know that? Well, | asked a couple of you
during coffee this morning. Jackie, over there, yes,
she wants to learn about which countries we are
active in, as she wants to work abroad one day.
Good, I'll talk about that. Peter, he’s a finance guy
and wants to know more on the numbers. Are we
profitable? Important question, Peter, and I'll talk
about finance too. And Samir, the interest there

is how to become a leader as quickly as possible.
And I will talk about that too - what kind of
organisation we are, and what kind of people do
well here.

2 Tobegin, before | say anything, I'd like to ask
you a few questions, find out what you know about
this organisation. Who knows how many people
work here? OK ... put your hand up if you know the



answer to these questions. Which countries are

we active in? ... OK. What are our main products?

... Hmm, so, not so many of you. That’s fine. That’s
why I'm here. My name’s Pam Ellis and | want to tell
you a little bit about ...

3 Now, tostart, I'd like to share a story with you,
about ayoung man, around twenty years ago, who
was sitting right where you are standing, new to
the company, a little nervous on the first day, not
knowing what to expect. Well, that was, as you can
probably guess, me all those years ago. On that
day, I listened, and | continued to listen and learn,
and now I'm Managing Director. So, welcome.

2.03 JH=John Hawkins

Au = Audience member

JH:So, let’s begin with the most important part

of the company, and that’s its people. And there
are three important points | want to make here.
Firstly, we're a very young company. It was set

up only three years ago and the average age is
only twenty-nine. This means we're fresh and
energetic and we really like innovation, which

is our main strength. Secondly, we're a small
company, with only fifty-six people at the moment.
This is also important because we want to stay
personal; people know each other here, we have

a family atmosphere, which our customers also
feeland love about us. And finally, and as | said
earlier during lunch to some of you, we are very
international. In fact, we now have twenty different
nationalities in the company, working in five
countries. For me, on a personal note and speaking
very openly, this is important as | believe very much
in being international and the value of working
across different cultures. So, if you can take a look
at this slide, you will see the nationalities in the
company. | hope I haven’t missed anyone. Truly
international. Great. Yes, a question?

Au: s the company growing? Getting more
international?

JH:Great question. Really good question, in a
number of ways. Yes, we are growing, probably

to around sixty-five people this year. But I don’t
want to grow much more or we become too big,
too much a large corporation. So, yes but no. We
are small. We want to be small. And we plan to
stay small. But I'll say more about that a little later.
Are there any other questions now on that? So, I'll
close there. Thank you very much for listening. And
I'llhand over to Paul to tell you something about
products and services.

3.01

1 Whatareyour strengths and weaknesses?

2 Areyouworking at the moment?

3 How long have you worked as a chemical
engineer?

4 Do you have any experience in green
technologies?

Why would you like to work for us?

What would you do on your first day at work?
Do you have your original certificates with you?
Where do you see yourselfin five years’ time?

3.02

1 You've told me about your strengths. Can you
tell me what your greatest weakness is?

2 Couldyou tell me about your work experience?
3 You write in your CV that you have good
leadership skills. Can you tell me about a time
when you showed leadership skills?

4 Although you have the right qualifications, you
don‘t have much work experience in this sector.

I'd like to know if you‘ve ever done any voluntary
work.

5 Couldyou tell me how you would add value to
our company?

6 This jobinvolves visiting waste-water facilities
around the country. I'd like to know if you are
prepared to travel for the job.

7 Right. Finally, I'd like to know who | should
contact for a reference.

N wn

3.03 1=interviewer C=candidate

1

I:  You've told me about your strengths. Can you
tell me what your greatest weakness is?

C: I'mnotsure, but my friends tell me I'm quite
demanding.

I: Areyou a bit of a perfectionist?

I don't know. Sometimes perhaps.

Anything else?

Erm, err ...

Could you tell me about your work experience?
: I'mafraid | dont have much experience, but |
ave a PhD in waste water management.

TwoATNATA

You write in your CV that you have good
leadership skills. Can you tell me about a time
when you showed leadership skills?

C: Sure.lwas responsible for a large team of
researchers while | was doing my PhD in the States.
And in my last job | was the assistant project
manager for a waste water facility. That was a
temporary position because someone was on
maternity leave.

4

I: Although you have the right qualifications, you
don’t have much experience in this sector. I'd like to
know if you've ever done any voluntary work.

C: Erm, let me think now ... Well, when | was at
university, | did voluntary work visiting schools. |
was working on a project together with teachers
and children, raising awareness about water
consumption and waste water processes.

I: Isee.

5

I:  How would you add value to our company?

C: Sorry, I didn’t catch that.

I:  Could you tell me how you would add value to
our company?

C: That's a difficult question. As | said before, |
think I'm highly qualified for the job, I'm a fast
learner and I'm really passionate about green
technologies. Itisn‘t just a job. It's a lifestyle.

6

I:  Thisjob involves visiting waste water facilities
around the country. I'd like to know if you are
prepared to travel for the job.

C: Yes, of course. That will be very interesting.

7

I:  Right. Finally, I'd like to know who I should
contact for a reference, in case we decide to offer
you the job.

C: References? Well, there are two or three
contacts. I'll need to check and get back to you. Is
thatall right?

I:  Fine. Doyou have any questions for me?

3.04

1 S=Sue M-=Max

S: Thanks for coming in today, Max. ... So tell me,
why do you think you're the right person for this

job?

M: Well, I'm hard-working, ... I'm flexible, ... I'm
good at working with colleagues and customers,
and | have the relevant experience and skills.

S: OK.Thatallsounds good. Have you ever
worked in a regional sales team?

M: No, I haven't.

S: Oh, OK...Doyou have a driving licence?

M: Not yet.

S: Isee. Ifyou get this job, you will need to have
adriving licence. So ... You've told me about your
strengths and experience. Can you tell me about
your weaknesses?

M: Hmm. Well, ... 'm not very organised, like with
paperwork and other things.

S: Isee.

M: So, what are the next steps? When can | expect
to hear from you?

2 S=Sue J=John

S: Thankyou for coming in today, John. linvited
you here because Anna has told me a lot about you
and your abilities.

Audioscripts )|

J: That's great. Thank you for your time today.

S: Of course. So tell me, why do you think you're
the right person for this job?

J: Well, I'm hard-working, I'm flexible, I'm good at
working with both colleagues and customers, and |
have the relevant experience and skills.

S: OK.Thatall sounds good. Have you ever
worked in a regional sales team?

J: That'sa good question. | haven’t, but 1 do have
many transferable skills. I've worked in different
local offices of the same company, so | understand
the balance between local and regional priorities.
So, while my experience is local, | have a good
awareness of the sales focus from regional
perspectives too. I've also indirectly supported a
regional project with localinformation.

S: That's good. Anna told me about the project
you worked on. So, moving on ... Do you have a
driving licence?

J: It'sgood you asked that. I'm currently learning
todrive, and I have my testin two weeks’ time.

S: OK, that's good. If you get this job, you will
need to have a driving licence. Now, you‘ve told me
about your strengths and experience. Can you tell
me about your weaknesses?

J: Well, I'm very good at dealing with people,
which as you know is essential in sales, but |
sometimes struggle with the administrative work
and paperwork. | am aware of this, though, and I'm
working on it so that | can improve.

S: 0K, it's good that you're working on this. Do
you have any questions for me?

J: Yes, | do. Could you tell me what a normal day
or week in this job would be like?

S: Sure, itwould start at about 8 o'clock and
initially what you’ll be doing is ...

4.01

Why is it difficult for companies to plan for the
future? Because itisn’t easy to know what'’s

going to happen in this complex world we live

in. How can a business ever know what will have
animpact on its performance and success? In
today’s session we'll look at a popular tool to plan
business strategy called PEST analysis. That's P-E-
S-T. PEST is an acronym and the four letters stand
for the different types of external factors that a
business has to face and generally has no control
over. By external factors | mean influences outside
a company that can however impact a business.
So, what do the letters P-E-S-T stand for? Well, P
stands for ‘Political’ as you might guess. E means
‘Economic’. S stands for ‘Social factors’ and finally
Trefers to ‘Technological factors’. | should mention
there is also an extended version of PEST analysis
called ‘PESTLE’ - that’s P-E-S-T-L-E, which puts
‘Legal’ and ‘Environmental’ factors into additional
categories. Anyway, going back to PEST, let’s look
at some examples we can put into each category
soyou get a clearer picture. Then later I'll get you
to apply PEST analysis to a company you know
well. You don’t have to take notes as all of this
information is on the intranet.

4.02

So, examples of political factors are the stability
or instability of governments in a company’s
markets which will affect business growth.
Another example is the employment laws in

each country, which are obviously decided by
politicians, and thirdly corporate taxes, also
decided by government. Economic factors are
often closely related. An economic recession is
clearly going to affect demand for a company’s
products. High inflation is going to affect costs and
prices. A third example is exchange rates, which
will affect exports and imports. Social factors, as
the name suggests, are about people and society.
For example, changing consumer preferences

and the age demographics of the population can
affect demand for products. Also, is the population
growing and how fast? As for technological factors,
we all know the impact technology has on our
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lives. Businesses have to analyse the possible uses
of emerging technologies, for instance automation
on production lines. Another example is the impact
of the internet, such as online shopping, and
thirdly the smartphone revolution which allows a
company to reach customers faster than ever.

4.03

Obviously, a PEST analysis is not only about
collecting lots of data. The next step is to prioritise
the most relevant factors and identify any business
opportunities these offer. For example, can a

new technology improve production processes

and reduce costs? It's also crucial to identify any
significant risks, or threats, to the business. For
instance, if consumer demand is falling in one part
of its market, should the company develop new
product lines? Finally, managers have to go beyond
analysis into action. A company mustn’t miss any
opportunities for the business so these must form
part of the business plan. If there are significant
threats, the company must come up with a strategy
to deal with these risks too. | should mention that
PEST is used with other tools which also analyse
internal factors, but we won’t go into that today.
OK, let's look at a PEST analysis of a well-known
footwear company.

4.04 R=Roel B=Bibi P=Peter A=Annette
R: OK, let’s get started. Good morning, everyone.
Great to see you all here today. Now, what | want to
look at today is a problem, a nice problem in a way,
buta problem, the fact that we’re now getting a lot
of telephone and email enquiries from new countries:
Belgium and France, and Germany, of course, but also
the Czech Republic, Poland and Hungary. I think the
new website is helping; it's very attractive and it's
generating traffic. But it is creating a problem.

B: Canyou explain again what the problem is,
exactly? New customers - thatisn‘t a problem, is it?
R: No, the problem is that in many of the emails
that people are sending, particularly, but also some
phone calls, people are not using English; and we
don’t have the skills in house to deal with customer
enquiries in Polish and Czech, etc.

P: OK, sothereal problemis a lack of language
competence here in the company, which we need
to solve or we will lose potential customers. | guess
that's the point.

R: Exactly. So, | wanted to take a few minutes of
your time to discuss this. Any ideas?

P: Um, would it be possible to train our people
here to use the different languages? It's a cost, but
it’s a solution.

R: OK, intensive training could be a solution. I'll
note that down, thanks. What else can we do? Bibi?
B: How about using a call centre service for
different languages? People who call us, they

can choose the language they work with, and we
contract a call centre to handle first contacts, and
then they contact our sales staff.

R: Thatsounds like a possible solution.

A: OK, butI'm not sure how that would work. If we
do that, it will just increase our costs.

R: Let’sjust stick with ideas for the moment. So
Annette, anything to add?

A: Maybe we recruit some people with the
languages we need.

R: Ithink that’s a nice idea; simple and doable.

I don’t know the cost, but | like the fact that we
might be able to do it relatively quickly.

4.05 R=Roel B=Bibi P=Peter A=Annette
R: Soare there any more ideas? No? Well, | think
recruitment is the best option.

B: Why do you think recruitment is the solution?
R: Well, we are looking for new salespeople
anyway, at least two. And so it’s a very easy thing
to just add languages to the profile required.

B: I'm notsure that it’s the best solution. | prefer
training.

P: Bibi, just building on Roel'sidea, I thinkit’s
easier to hire someone than train themin language
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skills. For our staff to learn Czech or Hungarian, it
would take a very long time ... years!

B: You may beright.

R: OK, thenIthink we need to look at recruitment
as the quick solution. Agreed?

B: OK, I can live with this.

P: Yes.

A: Agreed.

R: Shallltake thison, or do any of you have time
to do this? Annette, you normally handle people
topics.

A: Do youwant me to do that? I'm happy to take it
on.

R: Great.Soif you could get a job description done
by the end of this week for us to discuss, then we
can advertise next week, maybe hire by the end

of the month. Problem solved in ... what, three
weeks?

B: Ifyou need any help with this, just ask, Annette.
It's quite a lot of work.

A: Great, thanks.

R: Great. That’s what | love about you guys - such
agreat team.

5.01 A=Anne And=Anders

A: Anders. Good to see you again. Are you well?
And: Not bad. Just back from a weekend to see
family in Copenhagen.

A: Very nice. We're justin here. Please, take a seat.
Coffee?

And: No, I'm fine with water, thanks.

A: Please, help yourself. So, firstly, | should
apologise for pushing. I really needed to have

this meeting this morning. So, sorry about the
very short notice but we have some new financial
objectives in the company, from the board, so
I'have a lot to do on this end by the end of the
month - all very urgent.

And: No problem. We need to discuss next year,
anyway.

A: We do. So, as | said in my email to you, | think
there are some important things we need to talk
about. What I'd like to discuss today is, firstly, of
course, price of service. Secondly, our cancellation
policy. We have more and more cancellations, and
we need to discuss how to handle this.

And: OK.

A: Thirdly, quality. You know, we've had a few
issues with late taxi pick-ups, some hotels have
been a little below standard.

And: OK, very happy to talk about that.

A: Tostart, I'd like to hear from you first. We talked
about these topics last time we met, was it the end
of last month? And you said you would have some
discussions with your management. So perhaps it’s
useful to update first on how that went, and you
can give me your firstideas on these topics.

5.02 And=Anders A=Anne

And: Yes, we did have some discussions. So, OK,
firstly let me just check here, yes, OK, on the pricing
side, my proposal would be that we go with an
inflation-level price rise, which means just 2
percent, because | think we both appreciate that
the economic situation is difficult, so | think this

is probably fair to both of us. On the cancellation
side, the policy is currently that you need to inform
us eight hours before a taxi or a flight needs to be
cancelled, or we will charge you for the booking.
This is something we want to keep. We think eight
hours is reasonable. And then, on the quality side,
well, which is more on hotels, we only book as

per your instructions, three- or four-star hotels,
and we use the national rating system as a guide.
The problem we find with hotels and experience
of hotels, some people like one hotel and some
people another. | realise some people are unhappy
with some of the three-stars, but some are happy.
So we would recommend no change here.

A: We've had some very unhappy executives.
And: | realise that, but as I said, in some of the
same hotels, we have happy executives, even from
your company. So, | think this is more around what

some people like and don’t like, and it’s not really a
quality issue. So, how does that all sound to you?
A: Thanks for that. So, going through the three
points ... Just to clarify, do you mean a 2 percent
increase on both taxi and hotel accommodation
prices?

And: Yes, that's right.

A: OK, I'think the 2 percent, that’s a little high;

we were hoping for something lower. Would you
consider 1.5 percent? That is more or less in line
with the current company policy on vendor prices.
Before you answer that, on the flight cancellation
side, because business is less and less predictable,
and more and more trips are being cancelled,

we need to agree a different policy on this; we're
paying for too many cancelled flights. My proposal
would be that we go to three hours pre-warning of
a flight problem from our side. I think that would
really help us. Most trips are cancelled the morning
of travel, so three hours would deal with this fine.
And: But three hours is very short notice.

A: Itis. Butit's reality. So we need to find a way
around this. On the hotel quality side, | think we
need to change how we do things and just go for
four-star instead of three-star. Assuming we did
this, we would want a three-star price on all our
bookings; I think this is justified by the volume

of bookings.

5.03 And=Anders A=Anne

And: OK, thanks for this. I think this is very fair,
overall. On pricing, | can agree to 1.5 percent. We
will need to review it again in the future but for
next year, fine. On the flight cancellation problem,
your proposalis very difficult for us to accept. If we
make a flight booking, and then cancel it, we have
a cost. This isn't something we can accept.

A: OK, but then you need to negotiate with the
airlines.

And: We do talk to the airlines, of course, but
they’re not always so flexible. And any negotiation
on this takes time; so it’s very difficult for me to
accept this shift to three hours. We could maybe go
to six.

A: Six? OK, that might work. It's better than the
eight - it makes it easier to cancel on the day of
travel ... so let’s agree to that.

And: OK, good. And then on hotels, | think we

can do this but we will need to limit the range

of hotels. That will help us to be more flexible

on price. You have a big choice of hotels in some
locations. Can we change this to two hotels per
location, for example?

A: Thatseems reasonable. OK, fine. Two hotels
per location. | think we have six in some cases. And
that's too many.

And: OK, good. Yes, so two hotels per city location,
and we have a deal.

5.04 And=Anders A=Anne

And: So, is that everything?

A: Yes, | think that we have an agreement. We said
that prices would go up by 1.5 percent. We agreed
to change flight cancellation time without penalty
to six hours before scheduled travel.

And: Correct.

A: And we are going for four-star hotels at three-
star rates, but with just two hotels per location.
And: Yes.

A: What do we agree as the three-star rate?

And: That's actually going to be difficult because
the rates actually vary a lot. Can we take the
average three-star hotel rate in that location, just
to use as a benchmark?

A: Fine. Great. So, thanks very much, Anders. If
you confirm thatin an email to me, then | will get
agreement internally with my manager. Then we
can draw up a new contract.

And: Very good. I'llemail you by the end of this
week.

A: Excellent. Well, that was quick and efficient. We
have a little time for you to tell me all about your
weekend in Copenhagen.



6.01

1 Whatdo you like doing in your free time?

2 |like hanging out with friends.

3 Do vyou have any previous work or voluntary
experience?

4 |take the dog forawalk every day.

5 Whatdo you think you'll be doing in five years’
time?

6 I've never thoughtabout that.

Ext6.01 s=susana D=David

S: Ithink there are some unique challenges for
young entrepreneurs like me.

D: What do you think they are?

S: Um, I had to find finance, which is harder
because | had no experience. And | had to learn
how to manage a team and be a good boss.

D: Do you thinkit’s stressful?

S: Itcan be, butlhave learnt ways to deal with it.

6.02 and 6.03

Part 1: the overview

In this next part of my presentation, I'm going

to tell you more about the target market for our
new company as well as market growth and our
forecast for the next quarter. As you know, we
produce specialist and high-end cases for mobile
phones, tablets and laptops in a range of sizes for
each product line.

On this slide you can see three charts. This pie
chart shows us the age demographic of our target
customers. You can see which ages the colours
refer to on the right. You'll notice that the 18- to
25-year-old age group is our biggest target group.
Next, you can see the growth of our market in
terms of annual revenue on this line graph. The
main point is that the mobile case sector is both
our largest and fastest-growing sector.

Finally, on this bar chart, you can see the stock levels
we have and our forecast for the next quarter year.
At the end of Q4 we'll have this much stock and

you can see from our projected sales that we're

not going to have enough. We'll need more stock

to be able to fulfil the orders that will come in. For
that reason, we need a short-term loan so that we
can buy more stock. I'd now like to hand over to my
colleague, who will give you more details.

Part 2: the details

So coming back to the growth development

graph. Itis significant that the growth of the tablet
product line has been slow and the laptop line has
fallen slightly. On the other hand, you can see that
the mobile sector has risen sharply and is projected
to continue. These details confirm that mobile
devices, in general, are outselling both tablets and
laptops combined.

I'd also like to show you something on the
customer age demographic pie chart. Although
our cases are high-end and not exactly cheap, it’s
interesting to see that almost half of our customers
arein the 18-to-25 age group, and almost a
quarter are in the 25-to-30 age group. This means
that around 70 percent of our customers are in the
18-to-30 age group and are willing to pay high-end
prices for our cases. This fact proves that our cases
are highly desirable for this age group and they're
willing to spend, even though they might not have
a lot of disposable income.

The last thing I want you to think about is our current
stock levels. The stock is the quantity of product we
have ready to sellin our warehouse. Looking more
closely at the bar chart, you can see that we have
greatly underestimated the growth of the mobile
sector. For that reason, we don’t have enough stock
to meet the demand. We need more, but we'll need
money, like a loan, to be able to buy more stock. If we
can secure this loan, we will be investing in further
stock, especially mobile cases. We see mobile cases as
the big winner for the next two years at least.

6.04

Good evening everyone, I'm George Johnson and |
started my business, GJWoodToys, while | was still
working at my full-time job at an estate agent’s,

selling houses. Although I quite liked my job, ever
since my kids were born I'd been making wooden
toys for them as a hobby. But then other parents saw
the toys and wanted to buy them and kept telling
me that | should set up my own business. | started by
selling the toys at craft fairs and they sold out every
time. My target market was enormous: parents and
their children, because kids are usually the ones

to persuade the parents to part with their money.
Parents like something that is well made, durable,
reliable and above all safe, and the bright colours
and versatility of each piece appeals to the children.
It looked like we were onto a winner.

I continued making the toys in my garage for a while
but then, when a couple of local stores approached
me, | realised that | needed funding to expand my
production and move into slightly larger premises.
In order to do this and invest in more tools and
employ more people, | had to use family savings and
remortgage my house, which was a big risk because
I could've lost all their money.

However it wasn’t long after this that a big
department store became interested in the toys
after one of their directors had bought some at

a craft fair. They started talking about placing an
order for 50,000 units. It was at this point that |
realised | had a potentially very successful product
on my hands. However, this next step would
require a huge investment and | just didn’t have
the money. With the promise of the order from the
store | tried pitching to various potential backers
to find the funding. The bank wasn‘t interested, so |
started looking at the possibility of crowdfunding,
although I eventually decided against this. | also
talked to business angels. | was very lucky to meet
a business angel who'd been looking for a start-up
toinvestin and he brought not only the investment
needed but a wealth of experience, too.

6.05

So I know you're interested to hear any advice |

can give you about setting up your own business. |
think it’s different for everyone but there are some
common points you need to focus on.

Firstly, in the early days it's very important to
believe passionately in your product or service. If
you don’t believe in it, you won't be able to sell it.
You have to love what you do.

Once you know that you love the product, conduct
as extensive market research as you can and listen
to people’s feedback. It's no good trying to take a
product or service to market if nobody’s going to
be interested.

Thirdly, I think that good planning is key, especially
time management, but also planning every step
of the journey. A good plan acts as a map for your
business. And if something fails, you can go back to
the drawing board and redraw that map.

The best piece of advice someone gave me at the
beginning was to be open to advice, but remember
that not all advice will be helpful so, if it doesn’t
feelright for you, ignore it. And don’t be afraid to
ask for advice or help when you need it. Remember
you're not an expert in everything.

Another vital thing is to manage your finances
carefully and make sure you know how your
money’s being used, how much you're spending
and earning at all times. As you get bigger and the
amounts of money involved get larger and the
money is no longer just yours, this becomes even
more important, so start off as you mean to go on.
And talking about money, if you end up working
with large retailers, like me, don’t let them beat
you down on unit prices as they’ll always try to
push the price down as far as they can. When you
know what price works for you, stick to it. If the
retailers want to sell your product, you know it
must be good so don’t give it away.

With everything else that’s going on, don’t forget
your customer. The customer is the source of

your inspiration and rewards, so developing close
customer relations is absolutely vital. As soon as
you start forgetting the customer, your business is
likely to begin to fail.
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Furthermore, the frightening thing is that suddenly
you become a leader and managing a company
and its personnel is not easy. So my advice to

you here is to learn to trust your key people and
delegate work appropriately. When you‘ve been
the only one responsible for everything for so long,
I think this is the hardest thing to do - handing it
over to others.

And finally, above all, never underestimate how
hard itis to succeed. You'll probably find yourself
working harder than you‘ve ever worked in your
life.

7.01

1 Letme tell you about my experience of working
abroad. At the time, | was working as the Regional
Financial Director of a construction company

with a division in India. Part of my job consisted of
meeting senior bank executives to arrange bank
guarantees and credit facilities. Once, | wentto a
meeting with the chairman of a bank in Mumbai
and when | went into his office, | was surprised to
see a shrine set up on the table where discussions
were going to take place and incense was burning
in the room. After the customary greetings and
introductions, the chairman then turned on some
chanting music. I asked what the music was and
he told me that it was Indian mantra music to help
create a good atmosphere in the meeting. The
Indians believed it encouraged a positive outcome.
It was quite a different experience to doing
business back at home. I had never seen this kind of
thing before!

Another thing is that in countries like India,
employees will hardly ever tell their bosses that
something is not possible. Saying ‘no’ is often
considered ‘loss of face’. By ‘loss of face’, | mean
embarrassing a person in front of others, or
offending them, and this can of course lead to
problems in the workplace. While I was working in
India, | often experienced this problem first hand.
Forinstance, employees didn't report problems
because they didn’t want to give a bad impression
to their bosses.

2 While lwas living in Kenya, | discovered that
optimism is highly valued in Kenyan society. It's
reflected in the popular catchphrase ‘Hakuna
matata’, which means ‘No worries’. This idea of
‘Hakuna matata’ sometimes caused conflict at
work and led to missed deadlines, you know,
people didn‘t finish a task or a report by a given
time.

When | was working in the office in Nairobi,
workers preferred to agree to deadlines without
questioning them. Later, they admitted that they
couldn’t meet the deadline, even if they had
previously agreed to it. | found it very frustrating.
On the other hand, being surrounded by optimistic
people helped lighten the office atmosphere and
often diffused stressful situations. So, that was the
positive side of ‘Hakuna matata’.

3 While | was working as a supervisorin a call
centre in Delhi for a multinational, I had to report
to my boss in Los Angeles. It was very stressful
working in customer service. We had to deal

with complaints on a daily basis. The last week

of the month my American boss was insisting on
me sending a report with our latest figures for
resolving complaints, and | had promised to send
them to him. But then we got very busy. A lot of
my co-workers had fallen ill with a virus that was
going round and | was working really hard: | was
going to work early and | was leaving late at night
to cover for them. So I didn’t have time to reply to
my boss. It was unlucky because he had wanted
the figures by the end of the month, but | had

to prioritise. Then he started sending me urgent
emails with red flags and written in big, capital
letters and that was the equivalent of shouting at
me. He had also copied in my colleagues. | mean,
he shouldn’t have written in capital letters, right?
He should have picked up the phone and talked

to me. Of course, that wasn’t easy because of the
time difference. And | know Americans are stricter
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about time, but he didn’t have to shame me like
that! Thinking about it, | wanted to create a good
impression because the company culture was very
competitive, so | didn’t explain all the problems
we were having. That was my mistake. But the
worst thing was he had copied in all the team - it
made me look really bad. It was so embarrassing.

I couldn’t work there after that, so I quit my job. |
didnt go in the next day.

7.02 T=Tadashi Pe=Peter Pi=Pilar

T: Hello.

Pe:Hi, I'm Peter. I'm from D2 Logjistics.

T: I'm Tadashi.

Pe:Nice to meet you, Tadashi. So ... I'm a finance
specialist. What do you do? Are you working on any
interesting projects?

T: I'min marketing. | design marketing campaigns.
Pe:Oh. ... Er, so what do you think of the elections?
Who do you think will win?

T: Idon‘tknow.

Pe:But you must have an idea. What do you think?
T: I'mnotsure.

Pe: Oh.

Pi: Hi, I'm Pilar.

Pe:Hello Pilar, it's nice to meet you. I'm Peter.

Pi: It's nice to meet you too, Peter.

T: Hello, I'm Tadashi.

Pe:So, Pilar. What do you do?

Pi: I'm an accountant during the day and I play in
alocal band at weekends ... in Mexico City ... that’s
where | live at the moment ... We practise a lot
during the week which doesn’t give me too much
time with my family. | have two brothers, and we
allstill live at home.

Pe:You're an accountant. Really? I'm a finance
specialist. Who do you work for?

Pilar: Oh, er...lwork for ACC Products. I'm a
property accountant.

Pe:OK.1...er...don't know much about property.
Well, I think I'll go back to the buffet to ... get some
more ...

7.03 pe=Peter T=Tadashi Pi=Pilar

Pe:So, Tadashi, you're in marketing. What sort of
campaigns do you design?

T: I'mworking on one at the moment for a hotel
chain. We're making ads that will run in planes, on
the little screens. Er, is that OK?

Pe:Er, sure. That project sounds really interesting. |
saw ads like that the last time | flew on holiday.

T: Maybe they were my ads.

Pe:Yeah, maybe ... It's a very good place to run ads,
everyone on the plane sees them.

T: Yes.We try to make the ads specific to the
country, if possible, and we always try to putin a
little humour.

Pe: Yes, flying and going through airports can be
stressful. It’s good to have a little humour.

Pi: So Peter, where did you go on holiday?

Pe:| went to Brazil. It was a very long flight, but
I'had areally nice time with my family. It was a
special trip for my father’s 60th birthday.

Pi: Great!

Pe: You know, | also have two brothers, like you.
One older and one younger.

Pilar: Sovyou'reinthe middle, then?

Peter: Yes, that'sit.

7.04

That was a really nice evening. At the beginning

it felt a bit awkward, it wasn't that easy to talk to
Tadashi or Pilar. | thought that Tadashi’s English
wasn't very good and that he was shy and insecure.
But I was making assumptions and | was wrong

on both points. He was quite fluent, and very
enthusiastic when we were talking about things he
likes and he’s good at. He thinks a lot about what
other people say before he reacts. When | realised
that, I stopped talking so much. Then he had more
time to think, and he spoke more too. And Pilar?

I didn’t really take her seriously at first; | thought
she just wanted to talk about her free time. But
when | stopped talking about work and talked

150

about my family and travel, the conversation really
developed. We connected more, and then it was
easier to find out more about her job and what she
does. | guess first impressions can often be wrong,
especially with people from different cultures.
Anyway, I'm glad | adapted my approach and got to
know them a bit better.

8.01 J=John P= Philippe B =Bettina

A =Angela

J: Thanks, everyone, for coming to this special
meeting today.

P: No problem. Happy to be here.

B: Sure.

J: Thereisamanagement meeting at the end of
the month and I have to present a short update
on our team and our current project. | called this
meeting because | need your help to prepare the
presentation, and | want to give the most accurate
update, while also representing the successes our
team has had recently.

A: OK, how can we help?

J: Well, ideally, the goal for this meeting is to
decide which information we want to present to
senior management, and which tasks each of you
will do to prepare.

P: 0K, sounds good.

J: So, we have one hour. Let’s start by first
focusing on our goal in a little more detail. Then,
I'd like to collect your ideas on what we should
present. After that, we can discuss your ideas and
mine. Next, we'll choose the best options, and then
finally we can assign tasks for each of you to do in
advance of the management meeting. Does that
process sound alright?

All: VYes.

J: OK, let’s begin by thinking about the
management meeting and what our goal
actually is.

8.02 A=Angela P=Philippe J=John

B = Bettina

A: Solthink we should include some information
about the delay in finishing the new designs as that
hashada...

P: No, we shouldn’t do that. We don’t want to
draw attention to our mistakes. | think we should
focus on different facts of the ...

J: Philippe, l understand what you're staying is
important, but please let Angela finish. We can
come to you next, OK?

P: OK, sure, fine.

J: OK, Angela, back to you. Could you try to limit
your overview to about two minutes? We need to
keep an eye on the clock.

A: No problem. Thanks, John. So, as | was saying,

I think we should at least explain that there were
delays because they had an effect on the next steps
of the project, which meant that we all had to work
overtime to get back on track.

J: Yes, that's a good idea, I'll need to explain the
increase in costs due to overtime. OK, back to you
Philippe.

P: Thanks, John. Well, as | was trying to say, we
need to be careful about the negative information
we present. We don’t want to focus on the negative
elements of the past, risk getting in trouble or even
worse, we could have our budgets cut.

B: Wait a minute. Who said anything about
budgets being cut?

P: Don'tinterrupt me, Bettina.

J: OK, OK, you two, take it easy. | know you're both
passionate about this, but we need to allow each
other time to speak.

P: Yes, lagree. And | am not finished. | just wanted
to say that I think we should instead focus on the
fact that we ran into some difficulties, but we got
the designs finished and the project is now running
smoothly.

J: OK, thanks, Philippe. Good idea.

B: | need my budget to pay for the market
research we already agreed on.

J: Bettina, | understand your concern, but the
market research has already been commissioned

and the results are also expected back next week.
No one has said we need to reduce the budgets.
The market research results aren’t on today’s
agenda, so can we talk about that when the results
come backin? In the meantime, can you give us a
brief update on what you'll be working on in the
project for the next couple of weeks?

8.03 J=John P= Philippe A=Angela

B = Bettina

J: Thanks, everyone. This has been a very
productive meeting. It was useful to talk through
both our successes and areas for concern. | need to
be able to present a realistic, but positive, picture
of our team’s activity at the management meeting.
P: Thanks, John. Yes, it's been good to talk
through everything.

J: 0K, so the action points from this meeting are:
Angela, you'll prepare two slides on the designs
update. I'll mention that there were delays that we
are now on top of, but the main focus should be on
the positive outcome of the designs and the next
steps.

A: Right.

J: Philippe, you'll prepare an overview of the
media campaign we're planning and the timeline
for what will happen.

P: OK.

J: And Bettina, you'll prepare an overview of the
market research results. Hopefully they’ll confirm
what we think about the market and give some
further information.

B: Sure.|hope to have them on Wednesday, so
that will give me time to review them and send you
the most important points.

J: Great. So, is everyone OK with their tasks?

AlL: Yes./Sure.

J: Does anyone have any questions about what
they have to do? Or need any support?

All: No.

J: OK, great. And I'll prepare some brief
information on the overall timeline and where we
expect to be in the next two months. Let’s meet
again to finalise everything at 2 p.m. on Friday next
week. Please send me your completed tasks before
close of business on Thursday.

A: Sure.

P: No problem.

B: Fine.

J: OK, thanks, everyone.

BW1.01

1 Asthe company’s grown we've squeezed more
and more people into the same space. It's just so
cramped now. And people have different work styles.
I don’t like being tied down to a desk all the time

- moving around helps me to think, like when I'm
talking to people on the phone. But this open-plan
office makes this impossible for me to do without
disturbing other people. Likewise, it’s sometimes
difficult for me to do any work where I really have
to concentrate due to noise levels and visual
distractions.

It'd be great to have a more flexible work
environment - more meeting rooms, you know,
breakout spaces for teamwork and quiet zones
where you can work alone and really focus.

2 Thereisn't anything special about our current
office space that differentiates it from any other
office right now. It doesn’t say anything about our
business. We say we’re innovative, fun-loving and
tech-savvy so that message should be loud and
clearin our office design, in the furniture and in
the artwork on the walls. Let’s make sure potential
clients and recruits see and feel what we're about
when they walk through the doors.

The company values work-Llife balance for staff and
I'd like more flexible working hours and the chance
to work from home a few days a week rather than
the current presenteeism, so | can pick my young
son up from school every day.

3 Thekitchen is a tiny, windowless room with
grey walls. Nobody wants to spend more time
there than strictly necessary. Then there are



vending machines in the corridor but no seating
areas. I'd provide free fruit in public areas and let’s
get away from people eating at their desks. Apart
from anything else, it's smelly!

The best ideas aren’t going to come when sitting

in front of your monitor, but from those chance
interactions and exchanges between staff. We
need to create welcoming public spaces, such as

a kitchen/dining room where staff from different
departments can actually mingle and communicate.
Let’s make sure to have plenty of space for
socialising and collaboration. How about a ping-
pong table and attractive outside spaces as well?

BW2.01

1 So,you're asking about window displays?
Well, | think this is something the company could
improve. Kloze-Zone's design and quality are great,
butI'd like to see more innovation in the window
displays because it’s what makes you go into a
store when you're walking down the High Street.

2 We have some special offers and promotions,
but our competitors, for example, organise special
days in their stores every season, with clothes

at 50 percent off. That attracts a lot of interest.

I know this heavy discounting doesn’t increase
sales that much, but it works really well to raise
brand awareness. We did have a special event

for the store opening - it was a lot of work, but

it was great; there was a local band playing and
staff gave out free T-shirts to customers. Another
thing is, I think we should organise some kind of
promotional event in months like November and
February, to promote the store. Those months are
very quiet for us.

3 Ithink fast-fashion retailers do a lot to market
their clothes at mostly women. | get bored with
seeing the same kinds of adverts that are targeted
atgirls. | think they should aim their campaigns at
guys, too. For example, | like going shopping with
my girlfriend. Also, when men go shopping, we
often buy two of the same thing if we really like it,
so that’s good business. Perhaps they need more
engaging marketing campaigns for guys?

4 Whatdo I think of their customer service? Well,
shop assistants sometimes seem too busy to help
customers when you're trying on clothes in the
fitting rooms. | mean, you might want to try on

a different colour or size, and you're not with a
friend, soit’s difficult. | think they need to employ
more staff in the store. But | love their mobile app
and it’s dead easy to use. The design is really cool
because you can check out the clothes and mix and
match them online before you come to the shop.

5 Well, Iworkin the Berlin store. Its difficult
because there are a lot of High Street fashion stores
in Berlin - it's very competitive. But we work really
hard. When we first opened, it used to be fun, then
a couple of my colleagues left last month because
of the long working hours. We have to work from
nine to seven, and Saturdays, too. And even some
Sundays. | don’t know about Japan - | think they
only get two weeks of holiday every year there.
Butin Germany workers expect a break and longer
holidays, you know?

6 What could we improve at Kloze-Zone? The
main problem | have as a store manager is that
staff turnover is pretty high. Some young people
start working in fashion thinking it's going to be
good fun, trying on clothes all the time. They don’t
realise you're on your feet all day and you have

to be polite to the customers all the time - even
when they complain and return items. | need staff
who understand fashion, although, to be honest,

a lot of the people l interview aren’t even aware of
our brand. They confuse us with other High Street
stores! | think we need to improve brand awareness
to attract both more customers and staff.

BW3.01

Amalia

Is this webcam on? Oh, right! So, why should
you hire me? Well, | have to say | think I'm hard-
working, I'm reliable and, and ... I'm highly

qualified. I have a background in marketing and a
lot of experience in different sectors. | also speak
various languages, so that will be very useful for an
international company like Media Solutions.

I would like to work for you because I think I'm
good at communicating, especially writing,

and | could contribute to your Communications
department with my ideas and improve the
presence of your clients in social media. Err, ...
that's all really. Thanks for listening. Oh, and please
call meif you'd like me to come in for an interview.
Birte

Why should you hire me? Because I'm a ‘people
person”: I'm not only sociable, but also really creative
and if you hired me, | would give 110 percent and |
would get on with all the team and the clients, too.
Another thing you should know about meis I'm
really into sports and martial arts, as you can see.
You can check out some of my videos in social media
on how to do sports training. | love social media and
dedicate a lot of time to it. It's the way everyone
communicates nowadays.

What else? I've got a degree in marketing. | did an
internship at my dad’s company and | learnt a lot.
I'm a fast learner. | don’t have lots of experience
but I think it's more important to have the right
attitude and just get out there and do it! So why
should you hire me? Because I'm worth it! Call me
foraninterview and please give me the chance to
tell you more.

Cindy

So, you'd like to know why you should hire me?
That's agood question. Looking at my CV you

might think | don‘t have any relevant experience
but | do have experience in managing people. |

have to communicate in my job every day, where

I'm responsible for a team of forty people, talking

to different departments and dealing with difficult
customers. I'm good at working under pressure, 50
you can depend on me to write those reports on time!
Oh sorry, just a minute .... another consideration

is that I'm a big fan of social media. | write a

blog in my free time, although | don’t have that
many followers yet. I'm also studying marketing
onlinein the evenings. So, if you hire me, [ will
help you to find the best solutions for you and
your clients and improve their online presence
with the contributions of key opinion leaders and
influencers.

Thank you for considering my application and |
look forward to your call!

BW3.02

Amalia

My proudest achievement? Oh, err ... that’s a
difficult question. | think it was the time when |
graduated from university ... no, sorry, I think my
proudest moment was when | organised a charity
event for homeless people in my town. It was

a lot of work, but the response from the public
was tremendous and we raised over £4,000. |

was responsible for organising the social media
campaign and talking to the press. I think I did a
good job and my family told me they were very
proud of me. It was a brilliant experience that
made me want to work in social media.

Birte

My proudest achievement has to be when | started
a social media campaign about young people with
eating disorders. | started posting a video every
day with tips for having a healthy diet but it was all
about feeling good, not making life more difficult
foryourself. There’s a lot of contradictory advice
about health tips on the internet. You know, people
say different things and that confuses people. Then
I suddenly got thousands of followers on social
media and | realised that my videos and advice

on doing exercise and having a healthy diet were
making a difference. To give you an example, |
received one post from a young woman who was
in hospital at the time and she wrote saying that

I was an inspiration to her. And that made me feel
really proud of what | was doing, my blog was
really helping people, you know?
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Cindy

That’s an interesting question. I'm notsure ... |
think it was when there was a problem while |

was still working as an intern. There was a public
transport strike and lots of people were phoning
the department and complaining. There was a lack
of information and we were getting very negative
comments on social media and from the press and
a lot of my colleagues didn’t seem very interested.
Then we had a crisis meeting and the team decided
towork hard until late at night to solve problems
and to deal with all the emails and phone calls
from the public. But | took the initiative to start
writing replies to the negative posts on social
media, so we improved our company image and
my boss thanked me in front of the whole team.
And because of me, the department started taking
social media more seriously. | felt really proud. |

was just the intern.

BW4.01

As the supermarket wars continue we take a look
at three major supermarket chains to find out
about their strategies.

Upmarket food retailer White’s has introduced a
loyalty scheme to provide better value to members
rather than lowering its prices and entering into a
price war with discounters.

It has also expanded its own-brand range and
promises ‘price matches’ with the own brands of
other major supermarket chains, like Mulberry’s.
However, the CEO has announced that it will also
continue to invest £400 million each year on
weekly special offers and price promotions rather
than cutting prices permanently.

She said White’s will continue to focus on an
excellent in-store service, as well as high-quality
product ranges. The supermarket is making a major
move into food-to-go to meet the needs of busy
consumers.

Food retail giant Mulberry’s is still finding it hard
to adapt to both increased competition from
discounters and changing consumer shopping
habits.

Its ‘back-to-basics’ strategy includes selling off
non-core activities, such as in-store restaurants,
and it will also stop selling clothes and consumer
electronics.

The chainis also spending less on special promotions
in order to simplify its strategy and is cutting the
number of products to 20,000 to cut costs.
Mulberry’s smaller convenience stores and its
online store have seen good sales growth but
falling food prices continue to reduce profit
margins. Latest figures show its market share
remains flat, at 16 percent.

The discounter C&C has achieved spectacular
sales growth in recent years. While the other

main players in the retail food market have been
closing supermarkets, C&C has just announced

its ambitious expansion plan including the
construction of fifty new stores.

The chain also said that it will refurbish 150
existing stores over the next three to four years

in order to attract more customers. The retailer is
also doubling its product range and including more
fresh meat and a new own-brand low-price luxury
range to rival the main supermarket chains.

With these major investments, it remains to be
seen if C&C will also have to change its lowest price
strategy.

BW5.01 Aw =Anna Wozniak

TW = Tadeusz Walentowicz

AW: So, Ted, what I'm saying is we need
automation for selecting and lifting heavy
furniture from high shelves.

TW: But we've been doing that with fork-lift trucks
foryears.

AW: The thing s, there have been more accidents
in the warehouse recently because of the increased
numbers of orders. Staff are constantly doing
overtime, they can’t handle the work and goods
are damaged, ...
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TW: OK, but the items have to be packed carefully
and this should still be done manually.

AW: Yes, | agree.

TW: And if we introduce robotics technology to
avoid breakage, we have to make sure the supplier
provides training. If not, we’ll have robots going
out of control!

AW: Don't worry, both suppliers say they’ll provide
training.

TW: So, tell me about these providers. Were they
recommended?

AW: Yes, | had recommendations from my contacts
in car companies. One here in Poznari and one in
Germany.

TW: Good.

AW: One of the providers is a robotics developer
from Singapore and the other is Japanese.

TW: Japan, eh? They are going to be expensive.
AW: Both offer quality automation and training.
We have to move with the times, Ted.

TW: | know, but I'm worried about costs

and maintenance. What do we do when the
robots break down? What happens if we need
maintenance? Are there local people who can fix it,
or will they send a guy from Singapore?

AW: Those are good questions. That's why I've
arranged interviews with the suppliers tomorrow.
You have a teleconference with the supplier from
Singapore and I'lL talk to the one from Japan. Then
we'll compare notes.

TW: Allright. And what are your main concerns,
Anna?

AW: | think there will be some problems with the
transition, when we’ll have to deal with the old
system and the new technology at the same time.
TW: Mmm, Human Resources say there will be a
negative reaction from the employees - people are
worried about robots taking their jobs.

AW: | know, but we need this automation if we're
going to stay competitive. And they’ll learn new
skills.

TW: Well, Human Resources want to discuss
possible job losses. Unfortunately, | don‘t see all

of our workers continuing with robots. But | agree
some employees can be retrained. So, tell me a bit
more about these suppliers.

AW: Well, Novarobot is based in Singapore. They
do industrial automation.

TW: And the Japanese one?

AW: The Japanese supplier is called Bot-
automation. They're based in Osaka and also focus
on robotics design and ...

TW: We are going to be taken over by robots. If my
father saw this company now ...

AW: Your father would want the company to be
successful. It’s going to make everything much
easier, Ted! Trust me.

BW5.02

Supplier A

TW =Tadeusz Walentowicz TK =Tony King
TW: So, I understand you are specialists in
industrial automation, Mr King. And you have
worked with clients in the automotive industry in
Germany.

TK:That's right. And we have worked with clients in
Poland, too.

TW: Good. That will be an advantage.

TK:As | explained to your logistics manager, I'm
sure we can help you manage your logistics more
efficiently using artificial intelligence.

TW: So, how do you work? How will the robots be
installed?

TK:The way we work is that automation systems
are installed in two phases.

TW: Two phases? Why is that?

TK:This allows for an easy ..., a smooth transition
between manual and automated systems. Your
warehouse will have to stop operations for three
days during each phase of the installation.

TW: Butwe can’t lose six working days!

TK: We appreciate that, so to minimise the effects on
production, this work can be done at the weekend.
TW: From Friday to Sunday?
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TK:That's right.

TW: And what happens if something goes wrong?
Do you have technicians who can do maintenance,
atno extra cost?

TK:Err, ... first of all, we offer a two-year guarantee.
Many robotics companies offer less. There are
sometimes technical problems, usually because
operators are not used to the system. Any failure
will be repaired by Novarobot technicians during
this period. We also do a maintenance inspection,
free of charge, once a year.

TW: That's good to know. But what happens when
this two-year guarantee ends?

TK:Our robots are made to last for years, Mr
Walentowicz. But | recommend you contract

our after-sales service. That way you can call an
emergency hotline and speak to an engineer 24
hours a day.

TW: Mmm, I'll need to talk to our logistics
manager. Could you send me the details and costs
of your after-sales service?

TK: Yes, of course.

TW: And Id like to know about training.

TK:Basic training is provided during installation.
After that, our technicians deal with any problems
via email, or videoconference. You'll also have a
maintenance inspection, once a year.

TW: Well, I think we are going to consider your
proposal. And then, if we accept your offer, you can
visit our warehouse and discuss what we need.
TK:Can | ask, when do you think that will be?

TW: The logistics manager will contact you.
TK:We hope we can do business with you. Thank
you for your time, Mr Walentowicz.

TW: You're welcome, Mr King. Goodbye.

Supplier B

AW = Anna Wozniak KI=Kin Izumi

KI: Thank you for showing an interest in us, Ms
Wozniak.

AW: | see your team has won awards.

KI: That's right. We are innovators in robotics
design.

AW: But I like to know how your company differs
from the competition.

KI: Err... If you choose us, we can provide solutions
in many areas: mobile robotics, motor control and
industrial automation. We are an ISO-certified
company.

AW: |see.

KI: And we give customised solutions.

AW: That's good to hear.

KI: And specialist engineers assess your needs and
then adapt the mobile robotics to your warehouse.
AW: Great, s0 you adapt to our specific needs.

KI: That's right.

AW: And what about installation? How will

that work? I imagine there will be a transition
period when we still operate manually, while the
employees learn to use the new system.

KI: Mmm, ... not exactly.

AW: Could you clarify that?

KI: Sorry, but we don’t have a transition period.
We find it causes confusion. We suggest your
warehouse stops operations for six to seven
consecutive days.

AW: Seven days! That much time?

KI: Err, ... we recommend, for example, from
Saturday to Friday. This can be done over a public
holiday orin the summer.

AW: Well, that's not ideal. And what about training?
KI: Two specialist technicians provide the training
after the installation period. Manuals in English are
also provided. That way, any basic maintenance
can be solved later on by your own staff.

AW: Good. And what about the guarantee?

KI: We offer an 18-month guarantee.

AW: Only 18 months! But what happens after
that? Or if the equipment breaks down?

KI: Technicians from Bot-automation can help

via an emergency hotline and teleconference.

We guarantee our technicians will visit your
warehouse in 36 hours if complex maintenance is
needed during the first 18 months.

AW: But not after that?

KI: That depends.

AW: Do you mean there will be an additional cost
for the after-sales service when the guarantee ends?
KI: That's correct.

AW: Mmm, well, I'd like to discuss your offer with
our director, and then we’ll get back to you.

KI: Of course. But remember if you order a fourth
robot, we will offer you a discount for the after-
sales service.

AW: That's good to know. Excuse me. I'm afraid |
have another meeting now.

KI: Please contact me if you have any questions, Ms
Wozniak.

AW: Thank you, Mr Izumi. We'll be in touch.

BW6.0.1

Ben Fischer

Hi guys! I'm Ben Fischer and my award-winning
theatre company performs at events and festivals
all over the world. We bring the works of famous
German writers and dramatists, such as Bertolt
Brecht, to audiences across the globe.

In true dramatic style, our latest production of
Brecht’s The Good Person of Szechwan has just
been hit by disaster. An electrical fire destroyed the
arts centre where we were performing in London
and took with it all our costumes and equipment.
Fortunately, nobody was in the building at the time
and nobody was injured in the fire.

We know one day the insurance company will
eventually pay the compensation to rebuild and
replace everything, but we need to complete our
world tour now and can’t wait around for the
money to arrive.

Can you help us? We need to raise €10,000 in the
next few weeks to replace everything. | promise
all donations to our cause will be repaid when

we receive the insurance payout. Not only that,
depending on the size of your donation you will
receive discounts on tickets and even free tickets to
see our play in any city of your choice on the tour.
Just see our website for more details.

As Brecht himself once said, ‘Everyone needs help
from everyone.’ By contributing to our disaster
fund, you will be doing your bit to support
community arts and help our young theatre group
to literally rise from the ashes. Thank you!

Alison Chadwick

My name’s Alison Chadwick and this is my story. |
started my T-shirt business, Alison’s Tees, back in
university as a hobby. Friends and fellow students
used to ask me where | got my T-shirts from and
when | told them | designed them myself everyone
said that was cool.

Then I thought, you know anyone can design their
own T-shirt. Its simple, it's fun and it's creative. On
my website you can choose the colour and style but
more than that, you can have any design or logo you
like printed on it including photos to make your very
own unique T-shirt. Friends will be amazed. Before
we finally produce the T-shirt, you'll receive a photo
of the design for final approval.

No more shopping for hours looking for something
you actually like. No more low-quality shop-
bought products. All our T-shirts are 100 percent
organic cotton and ethically sourced. We're helping
independent cotton farmers. We work hand-in-
hand with our suppliers to ensure highest-quality
tees.

Thanks to previous crowdfunding our business has
been a big success. Now we need your support and
your money to help us develop our mobile app so
our users can design and order their own tees on
their smartphones, anytime, anywhere.

Marcos Lopez

If you like travelling, you'll love our new tour

guide mobile app. It’s like an audio guide but on
your mobile phone, so you carry it with you all

the time. I'm Marcos Lépez and I'm one of the
founders of Holidapp. It's the ultimate travel
companion. It’s like having an audio guide but on
your smartphone. You'll never want to buy another
guidebook or tourist map again in your life. You'll



find out about the places you're visiting whenever
you wantin a new, original and entertaining way.
Our app is free to download and quick and easy

to use. Enter the desired location and for just €10
you will get an expert guide to one of over 30
destinations in Europe and the USA. And the list of
places is growing longer each month.

The guide features audio tours by experts in

their towns, from qualified tour guides to local
storytellers of all ages with a passion for the place
where they live. Our platform is free to our guide
contributors and they receive 70 percent of the
revenues generated by their guides.

Each travel guide on our app comes with high-
quality photographs and can use your geolocation
to help you get the most from your guide.

We need your backing to help us cover the cost of
production, audio recording, programming and
photography. We'd also love to hear what you think
of the quides so we can keep improving our service.

BW?7.01

1 Oh, when the Dutch managers visited our office,
it was very nice. We had good conversations about
our respective traditions, our families and food.
They loved our Indian food. Regarding business, |
would say that we're like one big family here. | have
cousins, uncles and aunties in the office working
here, and so we work very well together. | realise
it's different in Europe but this is how we work in
this country. We trust each other. It's just the way
itis. Our business relationships are based on trust.
The only thing is that they kept insisting about

the report for the latest sales figures. And | said, it
wasn’t a problem, no problem at all. We’ll have the
report ready soon. | told them not to worry about
that. You can’t say ‘no’, or ‘that’s not possible’ to a
visitor, can you? That would be terribly impolite!

2 We got on very well with the managers from
Betker Finance. It was great seeing them face

to face. Perhaps here in the south we’re not as
punctual as they are. But that doesn’t mean we're
less productive. In fact I think we're much better at
multi-tasking. | find Northern Europeans tend to
do only one thing at a time. You know, they’re only
focused on one thing, which seems a bit limiting

if something important suddenly comes up. For
example, as the Sales Manager in my region, |

have to manage a large team of people and juggle
different tasks at the same time. So, it’s normal
that when I'm in a meeting with a colleague, |
might have interruptions, like an urgent phone
call, or someone from the office comes in to ask me
something. It's the way we work. But | don’t think
our Dutch colleagues had a good first impression of
us. And we're great believers in firstimpressions.

BW7.02

3 When the sales manager came from
headquarters, he just said: ‘Hi, how’s it going?’

and he got down to business right away, talking
about figures and KPIs. You know, key performance
indicators. Actually, there was no time to reply, or
even for me to ask him the same thing. It was very
direct and abrupt, which surprised me. | know it's
good to be efficient and have a purpose in a meeting,
butin our culture, we always make conversation
before getting down to business. | often ask the
visitor about events in their country, and find out
about their interests and maybe their family. It's
important to get to know the other person to
establish a good atmosphere. | mean, we all want to
do business with people we like, don’t we?

4 When the sales representative came from
Betker Finance, it was quite erm, quite difficult
because she talked a lot about the new products
which were very erm ... interesting, but | had the
impression that she didn't understand our market
so well. And at the end of the first meeting, she
thought we had finished, we had just begun! She
also asked me many questions, which | couldn’t
answer because | needed to get approval from my
boss. So when | said at the end of our conversation
that | needed to check everything with him, she
seemed a little erm ... annoyed. | felt bad about
that. And we thought she was staying for the week,
so we would have time to discuss the new products
with the team, and adapt them for our market, but
she left after a couple of days. Then she sent me

an email confirming points that we hadn’t agreed
on. I tried to explain that we do business as a team,
and everything has to be confirmed by my bosses. |
hope our next meeting will be more harmonious.

BWWS8.01 HR=Human Resources Manager

CM = Cris Martinez AC=Alex Cortés

DL =Danni Lee

1, Cris Martinez

HR: Have you had any thoughts about your
current training needs, Cris?

CM: Well, these days I'm responsible for
formulating our long-term business plans and, as
you know, | report directly to the Chief Financial
Officer. I've done a lot of generic training courses in
core management skills over the years. Now | need
something more practical than sitting down all day
in a training room looking at PowerPoint slides and
doing roleplays.

HR: Isee.So, regular training courses are not of
interest to you?

CM: No, no, no. | want to tie my leadership
development to my real-world projects. It'd be
good to be able to build up a network with other
senior managers in Grupo Tula around the world to
shareideas, ... and problems and solutions.

HR: So, a support network of peers would interest
you?

CM: That'sright! We can learn a lot from each
other’s experiences. One key role of senior
executives is managing change and | think we can
support each other with this. It would be good

to get the perspective of executives with diverse
cultural and business perspectives.

HR: Atthesame time, you have a great deal of
knowledge and expertise which you could pass on.
CM: Yes, that's true. Of course | believe that

talent development should be a part of a senior
manager’s job. It’s just getting the time to do it,
isntit?

2, Alex Cortés

HR: What type of training would interest you Alex,
and why?

AC: My job essentially is to make sure the day-
to-day business runs smoothly, which includes
overseeing a lot of staff. | know the technical side
of my job well. So, I'd like to do something new

to improve my leadership skills.  want to help my
staff develop, get better results from them, and not
just focus on completing the task.

HR: Right.So you want to help your staff improve
their performance?

AC: That'sit!

HR: Anything else you might like to do?

AC: Yes, well, a big part of my work is negotiating
deals with suppliers and clients and more and
more of them are outside Mexico nowadays. | can
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see why the company has adopted English as the
official language since the merger, but | don’t feel
as confident communicating in English as I do in
Spanish, particularly in meetings and when I'm
giving presentations. | know I'm really going to
need to do something to improve my fluency if I'm
going to progress through management levels in
the future.

HR: VYes, | think a lot of people are going to want
more English language training now. By the way,
have you been back to Spain recently?

AC: No, but my parents are coming here next
month. It'll be good to see them again!

HR: [canimagine.

3, Danni Lee

HR: So, Danni how are you adapting to life in
Mexico? A bit different from Wisconsin, right?

DL: It's been great! Everyone’s so helpful and
friendly.

HR: That's good to hear. Now tell me a bit about
yourself. | see you have a degree in business
administration and started here six months ago in
the sales division. How’s that going?

DL: Ireally love the work, but I'm not always sure
what I'm supposed to be doing or if I'm focusing on
the right things. I have so many demands on my
time and | feel quite stressed by it all. | work really
long hours but I don‘t think that’s what I should

be doing either because | have no life outside the
office at the end of the day.

HR: Isee.That's not good. It sounds like you need
some help with those issues.

DL: And youknow, | don't know why they

didn’t teach us more practical computer skills at
university, like Excel. It would really help me a lot
with my job now.

HR: Maybe some on-the-job training would be an
idea or an online course?

DL: VYeah, I'msure | could pickit up quickly enough
with some help. I'm really keen to learn as much as
| can. At the moment | don’t manage any staff but
I'm quite ambitious. I'd like to lead a team one day
so I'd like to know more about what that involves.

P4.02
1

OK, let's get started. Good morning, everyone.

2

A: How about using a call centre service for
different languages? People who call us, they

can choose the language they work with, and we
contract a call centre to handle first contacts, and
then they contact our sales staff.

B: Thatsounds like a possible solution.

C: OK, butI’'m not sure how that would work. If we
do that, it will just increase our costs.

3

A: Bibi, just building on what Roel said, | think it’s
easier to hire someone than train them in language
skills. For our staff to learn Czech or Hungarian, it
would take a very long time ... years!

B: You may beright.

C: OK, then I think we need to look at recruitment
as the quick solution.

4

I'llsend Stefanie over to Tokyo for a couple of
weeks, OK?

P8.03

1 The workshop, which I was planning to attend,
was cancelled.

2 Theworkshop which I was planning to attend
was cancelled.
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adjective (adj.) Headwords for adjectives followed by
information in square brackets, e.g. [only before a noun] and [not
before a noun], show any restrictions on where they can be used.

noun (n.) The codes [C] and [U] show whether a noun, or a
particular sense of a noun, is countable (an agenda, two
agendas) or uncountable (awareness, branding).

verb (v.) The forms of irregular verbs are given after the
headword. The codes [I] (intransitive) and [T] (transitive) show
whether a verb, or a particular sense of a verb, has or does not
have an object. Phrasal verbs (phr. v.) are shown after the verb
they are related to.

Some entries show information on words that are related to
the headword. Adverbs (adv.) are often shown in this way after
adjectives.

region labels The codes AmE and BrE show whether a word or
sense of a word is used only in American or British English.

acquire v. [T] if one company acquires another, it buys it

acquisition n. [C] when one company buys another one, or part of
another one

action point n. [C] something that you decide must be done, especially
after a meeting or after studying something carefully

advertising n. [U] the activity or business of telling people publicly
about a product or service in order to persuade them to buy it
advertising campaign n. [C] an organisation’s programme of
advertising activities over a particular period of time with specific
aims, for example to increase sales of a product
print advertising n. [U] advertising in newspapers and magazines

agenda n. [C] 1 a list of the subjects to be discussed at a meeting
2 the things that someone considers important or that they are
planning to do something about

angel (also business angel) n. [C] a private investor who puts money
into new business activities

application n. [C] 1 a formal, usually written, request for something or
for permission to do something
2 (also job application) a request to be considered for a job, usually
done by sending in a CV and letter or by filling out a form with
information about yourself and your previous jobs
3 a piece of software for a particular use or job

apply v. 1[I] to make a formal, usually written, request for something,
especially a job, a place at university or permission to do something
2 [T]to use something, such as a law or an idea, in a particular
situation, activity or process

appoint v. [T] to choose someone for a job or position
approach n. [C] a method of doing something

aspirational adj. having a strong desire to have or achieve something,
especially something such as a better job or position in society

asset n. [usually singular] something or someone that is useful because
they help you succeed or deal with problems

associate n. [C] someone who you work with or do business with

authority n. the power that a person or organisation has because of
their official or legal position

autocratic adj. relating to a leader who makes decisions and gives
orders to people without asking them for their opinion

automation n. [C] the use of machines and computers, rather than
people, to produce goods or do work

automotive adj. [only before a noun] relating to cars or the car industry

backer n. [C] someone who supports a plan, person, or company,
usually by giving money

backing n. [U] support or help, especially financial help
financial backing n. [Ul money that is given for support or help,
especially to start a business or begin making a product

background n. 1 [C] someone’s past, for example their education,
qualifications and the jobs they have had
2 [C, U] the situation or past events that explain why something
happensin the way that it does

board n. [C] (also board of directors) the group of people who have been
elected to manage a company by those holding shares in the company

boost v. [T] to increase something such as production, sales or prices

brainstorm v. [, T] to have a discussion or meeting with other people at
work to suggest a lot of ideas for an activity or for solving a problem

brand n. [C] a name given to a product by a company so that the
product can easily be recognised by its name or its design
brand ambassador n. [C] someone, especially someone famous,
whom a company pays to use their products and make people more
aware of the brand, for example whether they think it is good or
poor quality, cheap or expensive, fashionable or old-fashioned. etc.
brand awareness n. [U] the degree to which people know about a
particular brand
brand image n. [C] the collection of ideas and beliefs that people
have about a brand, for example, whether they think it is poor or
good quality, cheap or expensive, fashionable or old-fashioned, etc.
brand personality n. [U] the characteristics that people think a
particular brand has, that are similar to human qualities, such as
being fun, exciting, healthy, young, etc.
brand stretching n. [U] the act of starting to use an existing brand
name on a different type of product, hoping that people will buy it
because they recognise the name (see also stretch a brand)

budget n. [C] a detailed plan made by an organisation or a government
of how much it will receive as income over a particular period of time,
and how much it will spend, what it will spend the money on, etc.

bureaucracy n. [U] all the complicated rules and processes of an official
system, especially when they are confusing or responsible for
causing a delay

business plan n. [C] a document produced by a company, especially a
new company, giving details of expected sales and costs, and how
the business can be financed, and showing why the business will
make money

candidate n. [C] someone who is being considered for a job

cashflow (also cash flow) n. 1 [U] the amounts of money coming into
and going out of a company, and the timing of these
2 [C, U] profit for a particular period, defined in different ways by
different businesses

centralised (also centralized Am£) adj. organised in a way that one
central group in an company, organisation or country has the power
and control and tells people in other places what to do

chain n. [C] a number of shops, hotels, cinemas, etc. owned or managed
by the same company or person
discount chain n. [C] a number of shops owned or managed by the
same company or person that sell goods at lower prices than other
shops of the same type
retail chain n. [C] a number of shops that are owned or managed by
the same company or person
supermarket chain n. [C] a number of supermarkets (=shops that
sell food or other household goods) that is owned or managed by
the same company or person

chairman n. [C] (plural chairmen) (also chairman of the board) the
person who is in charge of a large company or organisation,
especially the most senior member of its board

Chief Executive Officer (also CEO) n. the manager with the most
authority in the normal, everyday management of a company. The
job of Chief Executive Officer is sometimes combined with other
jobs, such as that of president.

clichéd adj. relating to words, phrases or ideas that have been used so
much that they are not effective or do not have meaning any longer

client n. [C] 1 someone who pays for services or advice from a
professional person or organisation
2 someone who buys something from a seller (= customer)
base of clients (also client base) n. [C usually singular] the group of
people or companies who regularly use a company’s services or buy
its products




coach n. [C] someone whose job is to help someone to learn what they
should say or do to be successfulin a particular situation or in their
career
career coach n. [C] someone whose job is to help people to plan
their careers

coaching n. [U] the process of helping someone prepare what they
should say or doin a particular situation

commercial vehicle n. [C] a vehicle such as a truck or van, used for
taking goods from one place to another

commission n. [C, Ul an amount of money paid to someone according
to the value of goods, shares, bonds, etc. they have sold

commitment n. 1 [C, U] a promise to do something or to behave in a
particular way
2 [U] the hard work and loyalty that someone gives to an
organisation or activity

compensation n. [U] an amount paid to someone because they have
been hurt or harmed

competent adj. having enough skill, knowledge, or ability to do
something to a satisfactory standard

competition n. 1 [C] an organised event in which people or teams
compete against each other
2 [singular, U] the people or groups that are competing against you,
especially in business
3 asituation in which businesses are trying to be more successful than
others by selling more goods and services and making more profit

concept n. [C] 1 an idea for a product
2 arule oridea saying how something should be done

consensus 1. [singular, U] agreement among a group of people

consolidation n. [C, Ul when companies combine in takeovers and
mergers, resulting in fewer businesses in an industry

consultant n. [C] someone whose job is to give people or businesses
advice or training in a particular area

consumer n. [C] a person who buys goods, products and services for
their own use, not for business use or to resell
consumer base n. [C usually sing.] all the people who buy or use a
particular product

contract n. [C] a formal, written agreement between two or more people
or groups which says what each must do for the other, or must not do

convenience store n. [C] a shop where you can buy food, alcohol,
magazines, etc., especially one thatis open for 24 hours every day

core adj. relating to something that is most important to a person,
company, etc.
core business the business that makes the most money for a
company and that is considered to be its most important and
central one (see also non-core business)
core value n. [C] a principle that you consider to be very important,
and which affects all aspects of what you do

corporate adj. relating to a company, usually a large one, or business in
general
corporate tax (also corporation tax BrE, corporate income tax
AmE) n. [C]a tax on a company’s profits

cost n. 1 costs [plural] the money that a business or an individual must
regularly spend
2[C, U] the amount of money that you have to pay in order to buy,
do, or produce something

covering letter BrE, cover letter AmE n. [C] a letter that you send with
another document or a package, explaining why it has been sent or
giving extra information about it

crowdfunding n. [U] a method of getting money to do something, for
example make a new film or fund a project, by asking many people
to give part of the money needed, often on the internet

customer n. [C] a person or organisation that buys goods or services
from a shop or company
customer engagement n. [U] when customers are interested in
a product or company and feel that they have a connection or
relationship with that company
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customer service n. [U] 1 when an organisation helps its customers
by answering their questions and listening to their complaints,
giving them advice on using a particular product or service,
providing a good quality product, etc.

2 (also Customer Services) the department in a large organisation
that deals with questions and complaints from its customers, gives
advice on using the product or service it provides, etc.

CV n. [C] (abbreviation for curriculum vitae) a short written document
that lists your education and previous jobs, which you send to
employers when you are looking for a job (= résumé AmE)

deadline n. [C] a date by which you have to do something

decentralised (also decentralized AmE) adj. organised in a way that
moves responsibility, services, or jobs from one central group or
place to different groups or places within a company, organisation,
or country

decision-making n. [U] the process of making important business,
political, or legal decisions

decline! v. [I]1if an industry or country declines, it becomes less
profitable, productive, wealthy, etc.
2 if sales, profits, production, etc. decline, they become less

decline? n. [C, U] 1 when sales, profits, production, etc. become less
2 when an industry or country becomes less profitable, productive,
wealthy, etc.

delegate v. [|,T] to give part of your power or work to someone else,
usually someone in a lower position than you

demand n. [U] 1 the amount of spending on goods and services by
companies and people in a particular economy
2 the total amount of a type of goods or services that people or
companies buy in a particular period of time
3 the total amount of a type of goods or services that people or
companies would buy if they were available

demographic n. [C] a part of the population that is considered as a group,
especially by advertisers who want to sell things to that group
age demographic n. [C] a part of the population that are a
similar age

department n. [C] one of the parts of a large organisation, such as a
company or university, where people do a particular kind of work
department store n. [C] a large shop that is divided into separate
departments (= sections), each selling a different type of goods

depression (also economic depression) n. [C,U] a long period of time
during which there is very little business activity and a lot of people
do not have jobs

devalue v. [T] to cause something to lose its importance or value

development n. [U] the growth or improvement of something, so that
it becomes bigger or more advanced

continuing professional development n. [U] the process in which you
continue to learn skills and gain knowledge and experience while
you are working in a job

learning and development n. [U] the process of improving the skills
and abilities of employees, so that they can perform their work well
and meet the needs of the company

disconnect n. [singular] when two people or groups no longer
understand or have a relationship with each other

discount n. [C] a reduction in the cost of goods or services in relation to
the normal cost
discount chain n. [C] a number of shops owned or managed by the
same company or person that sell goods at lower prices than other
shops of the same type
discount retailer n. [C] a shop that sells goods at a lower price than
other shops of the same type
discount supermarket n. [C] a supermarket that sells food and other
goods at a lower price than other supermarkets

disposable income n. [U] the amount of money you have left to spend
after you have paid your taxes, bills, etc.

distribute v. [T] to supply goods to shops and companies so that they
can sell them
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distribution n. [U] the actions involved in supplying goods to shops and
companies after they have been produced, for example moving,
storing and selling the goods

distributor n. [C] a person or business responsible for supplying goods
to shops and companies after they have been produced

e-commerce 1. [U] (electronic commerce) the practice of buying and
selling goods and services over the internet (= e-business)

emerging adj. in an early state of development
emerging market n. [C] a country that is in the process of
developing its industries, businesses and financial systems
emerging technology n. [C] a machine, piece of equipment, or
method thatis new and that s likely to have a strong influence on
society, a field of study, etc.

employ v. [T] to pay someone to work for you
employer n. [C] a person or company that pays people to work for them

enterprise n. [C] a company or business
small and medium enterprise (also SME) n. [C] a company that
is not owned by another, larger company, and that has a small
number of employees. In European countries, companies must have
fewer than 250 employees to be called a medium-sized enterprise,
and fewer than 50 employees to be called a small enterprise.

entrepreneur n. [C] someone who starts a company, arranges business
deals and takes risks in order to make a profit

entrepreneurial adj. having the qualities that are needed to start a
company and arrange business deals, such as the ability to take risks

e-tailer n. [C] (electronic retailer) a business that sells products or
services on the internet, instead of in a shop

ethical adj. 1 connected with principles of what is right and wrong
2 morally good or correct
ethically adv.

etiquette n. [U] the formal rules for polite behaviour
evaluate v. [T] to consider how valuable something is

event n. [C] a performance, sports competition, party, etc. at which
people gather together to watch or take partin something
corporate event 1. [C] an event at which people from a particular
company and their guests gather together to watch or take partin
something
promotional event n. [C] an event that is intended to advertise a
product, company, brand, etc.

exchange rate n. [C] the price at which one currency can be bought

expand v. [I, T11 to become larger in size, amount or number, or to
make something larger in size, amount or number
2if an economy, industry or business activity expands, it gets bigger
or more successful

expansion n. [U] 1 when something increases or is increased in size,
amount or number
2 when an economy becomes more successful, and there is
increased economic activity, more jobs, etc.

expertise n. [U] special skills or knowledge in an area of work or study

exporter n. [C] a person, company or country that sells goods to
another country

extend v. 1 [T] to make something bigger or longer, or to increase its
range
2 extend a brand to use the same brand name for a new type of
goods that is similar in some way to the original goods sold under
that brand name (see also stretch a brand)

facilitator n. [C] someone who helps a group of people discuss things
with each other or do something effectively

factor n. [C] one of many things that influence or affect a situation

fallv. (past tense fell; past participle fallen) [I] to go down to a lower
price, level, amount, etc.

fast fashion n. [U] fashionable and often inexpensive clothing that is
made quickly after being designed, and which often does not stay in
the shops for a long time

feedback n. [U] advice, criticism, etc. about how successful or useful
something s

finance n. [U] the management of money by countries, organisations
and people

firm n. [C] a company or business, especially one which is quite small

forecast n. [C] a description of what is likely to happen in the future,
based on the information that you have now

function n. 1[C] the purpose for which something is made or used, or
the job that someone does (= role)
2 [U] the way in which something works or operates, or the way in
which itis used

funding n. [Ul money provided to an organisation, for example in the
form of loans, or grants (= money given for a particular purpose)

gain v. 1 [T] to get or achieve something important or valuable, usually
by working very hard
21,71 to gradually get more of a useful or valuable quality, skill, etc.
3 gain access/admittance to manage to enter a place, building or
organisation

global adj. 1 including and considering all the parts of a situation
together, rather than the individual parts separately
2 affecting or involving the whole world
3 go global if a company or industry goes global, it starts doing
business all over the world
globally adv.

goods n. [plural] things that are produced in order to be used or sold

government organisation (a/so government organization AmE) n. [C]
a group that has been formed to do a particular job or function of
the government

grow v. (past tense grew; past participle grown) 1 [T] to increase in
amount, size or degree
2[Tlif you grow a business activity, you make it bigger

growth n. [U] an increase in size, amount or degree

guarantee n. [C] a formal written promise to repair or replace a
product, if it has a fault, within a specific period of time after you
buy it

guideline n. [C usually plural] rules or instructions about the best way
to do something

headquarters n. the head office of an organisation

health and safety n. [U] the activity of protecting employees from
illness or injury at work

hierarchy n. [C,U] (plural hierarchies) an organisation or structure in
which the staff are organised in levels and the people at one level
have authority over those below them

high flyer (also high flier) n. [C] an extremely successful person,
organisation, etc.

hire v. [T] 1 to employ a person or an organisation for a short time to do
a particular job for you
2 to agree to give someone a permanent job

holacracy n. [C, U] (plural holacracies) trademark an organisation or
structure in which teams and individuals make decisions about
the work they are doing, rather than being told what to do by a
manager or executive

human resources (also HR) n. [plurall the department in an
organisation that deals with employing, training and helping
employees

iconic adj. relating to being famous or easily recognised and considered
to represent a particular idea, brand, time period, etc.

impact n. [C] the effect or influence that an event, situation, etc. has on
someone or something

incentive n. [C] something which is used to encourage people to do
something, especially to make them work harder, produce more or
spend more money

in-company adj. done within an organisation (= in-house)




incompetent adj. not having the skill or ability to do a job properly

increase! v. [|,T] to become larger in amount, number or degree, or to
make something become larger

increase? n. [C] a rise in amount, number or degree

induction n. [C, U] the introduction and training of someoneinto a
new job

industry n. [C] businesses that produce a particular type of thing or
provide a particular service

inflation n. [C] a continuing increase in the prices of goods and services,
or the rate at which prices increase

influencing n. [U] the process of having an effect on the way something
happens or the way someone does something

innovation n. 1[C] a new idea, method or invention
2[Ul the introduction of new ideas or methods

innovative adj. 1 an innovative product, method, process, etc. is new,
different and better than those that existed before
2 using or developing new and original ideas and methods

in-store adj. happening or done within a large shop or store

internship n. [C] a job that lasts for a short time, that someone,
especially a student, does in order to gain experience

interview! n. [C, U] 1 a formal meeting at which someone is asked
questions to find out whether they are suitable for a job
2[Cl an occasion when someone is asked questions about their
views or actions on television, for a newspaper, etc.

interview? v. [T] 1 to ask someone questions in a formal meeting in
order to find out if they are suitable for a job
2 to ask someone, for example a politician, questions about their
views or actions on television, for a newspaper, etc.

invest v, [I, T] 1 to buy shares, bonds, property, etc. in order to make a profit
2 to spend money on things that will make a business more
successful and profitable

investment n. [C, U] when money is put into a business in order to make
it more successful and profitable, or the money thatis putintoa
business

investor n. [C] a person or organisation that invests money in order to
make a profit

invoice n. [C] a document sent by a seller to a customer with details
of goods or services that have been provided, their price and the
payment date

invoicing n. [U] the process of preparing and sending an invoice

jobseeker (also job seeker) n. [C] someone who is looking for a job
(= job hunter)

labelling BrE, labeling AmE n. [U] when a label (= piece of paper with
information) is put on something, or the pieces of paper themselves

large-scale adj. [only before noun] using or involving a lot of people,
effort, money or supplies

launch® v. [I, T]11 to show or make a new product available for sale for
the first time
2 to start a new company
3 tostarta new activity or profession, usually after planning it carefully

launch? n. [C] 1 an occasion at which a new product is shown or made
available for sale or use for the first time
2 the start of a new activity or plan

lead v. (past tense and past participle led) [T] 1 to be in charge of
something such as an important activity, a group of people or
an organisation
2 to be the first to do something, especially something good or
successful, which is likely to encourage others to do the same thing
3if you lead a particular kind of life, that is what your life is like

leadership n. [U] 1 the qualities needed in order to be a good leader
2 the position of being the leader of a team, organisation, country, etc.

level n. [C] 1 the measured amount of something that exists at a
particular time or in a particular place
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2 all the people or jobs within an organisation, industry, etc. that
have similar importance and responsibility

loan n. [Clmoney borrowed from a bank, financial institution, person, etc.
on which interest is usually paid to the lender until the loan is repaid

logistics n. [plural] the arrangements that are needed for goods, materials,
equipment and people to be in the right place at the right time

logo n. [C] a design or way of writing its name that a company or
organisation uses as its official sign on its products, advertising, etc.

loyalty n. [U] the quality of preferring the same brand or shops and
using them regularly
loyalty card n. [C] a card given by a shop or company that gives
regular customers lower prices, money back on goods, etc.

manufacturer n. [C] a company that makes large quantities of goods,
usually in factories

manufacturing n. [U] the process or business of producing goods in
factories

margin (also profit margin) n. [C, U] the difference between the price
of a product or service and the cost of producing it, or between the
cost of producing all of a company’s products or services and the
total sum they are sold for

market n. 1 [C] the activity of buying and selling goods or services, or
the value of the goods or services sold
2 [C] a particular country, area or group of people to which a
company sells or hopes to sell its goods or services
3 [singular] the number of people who want to buy something
emerging market n. [C] a country that is in the process of
developing its industries, businesses and financial systems
global market n. [C] a country, area or group of people anywhere
in the world, to which a company sells or hopes to sellits goods or
services
market growth n. [U] an increase in demand within a particular
country, area or group of people for a product or service
market research n. [U] a business activity that involves collecting
information about what goods people in a particular area buy, why
they buy them, etc.
market share n. [C, U] the percentage of sales in a market that a
company or product has
market survey a study of the state of a particular market, showing
competitors’ sales, buyers’ intentions, etc.

marketing n. [U] activities to design and sell a product or service by
considering buyers’ wants or needs, for example where and how
they will buy it, how much they will be willing to pay, etc.
interactive marketing n. [U] the activity of deciding how to
advertise and sell a product or service that is based on interactions
(= occasions when someone talks to and listens to someone else)
with customers, for example looking at a customer’s internet
searches, getting feedback from customers, etc.
marketing campaign n. [C] a planned series of actions that are
intended to make people more aware of a product or idea, or to
persuade people to buy a product or service
marketing channel n. [C] a way of sending out information about
a product or service, for example social media, newspapers,
television, etc.
street marketing n. [U] a way of advertising a product or service by
doing something unusualin a public place

mentor n. [C] an experienced person who gives advice to less
experienced people to help them in their work

merge v. [I, T]if two or more companies, organisations, etc. merge, or if
they are merged, they join together

merger n. [C] an occasion when two or more companies, organisations,
etc. join together to form a larger company, etc.

millennial n. [C] someone who was born in the 1980s or 1990s and
became an adult during or after the year 2000

mindset n. [C] someone’s general attitude, and the way in which they
think about things and make decisions

m-learning n. [C] (mobile learning) learning that involves using
smartphones and small computers that you carry with you
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multinational n. [C] a large company that has offices, factories and
business activities in many different countries

negotiation n. [C usually plural, U] official discussions between groups
who are trying to reach an agreement

negotiate v. [I, T] to discuss something in order to reach an agreement

negotiator n. [C] someone who takes part in official discussions, especially
in business or politics, in order to try and reach an agreement

networking n. [U] an activity in which you meet with other people
involved in the same kind of work in order to share information,
help each other, etc.

neuroleadership n. [U] the use of studies of the brain to help improve
people’s ability to lead other people, especially in business

non-core business n. [C] businesses that are not considered the main or
most important part of a company’s business and that do not make
the most income for the company (see also core business)

on-the-job adj. while working, or at work

operate v. [T] if a person or organisation operates a business, system,
etc, they manage it and make it work

operations n. [plural] a company’s normal activities related to
providing services or producing goods, rather than other actions
with financial effects, such as selling assets

operator n. [C] 1 someone who works a machine or piece of equipment
2 a person or company that operates a particular business

outcome n. [C] the final result of a process, meeting, discussion, etc.
(=result)

outlet n. [C] a shop, company or organisation through which products
aresold

outsell v. [T] to be sold in larger quantities than another product of the
same type

own-brand adj. BrE own-brand products have on them the name
of the shop that is selling them, rather than the producer’s name
(= store-brand AmE)

partner n. [C] 1 a company that works with another company in a
particular activity, or invests in the same activity
2 someone who starts a new business with someone else by
investing in it
3 someone you do a particular activity with

partnership n. 1 [C] a relationship between two people, organisations
or countries that work together
2 [U] the situation of working together in business

perform v. 1[I] if a product, business, etc. performs well or badly, it
makes a lot of money or very little money
2 [T] to do work, carry out a duty, task, etc.
3 [I, TTto do something to entertain people, for example by acting a
play or playing a piece of music

performance n. 1 [U] the way that someone does their job, and how
well they do it
2 [C,U] the degree to which a company, investment, financial
market, etc. is profitable

perk n. [C] something, in addition to money, that you get for doing your
job, suchasacar

PEST analysis n. [C] (political, economic, social and technological
analysis) a careful examination of a market, in which political,
economic, social and technological matters are considered

pilot n. [C] a test that is done to see if an idea, product, etc. will be
successful

pitcht v. [I, T] to persuade someone to buy something, do something,
or agree with a particular idea

pitch? n. [C] the things someone says in order to persuade someone to
buy something, do something or agree with a particular idea

policy n. [C] a course of action that has been officially agreed and
chosen by a political party, business, or other organisation
company policy n. [C, U] a course of action that has been officially
agreed and chosen by a business or other organisation

portal n. [C] a website that helps you find other websites, or the
website that you go to firstin order to get to other content

position® n. [C] 1 formal a job (= post)
2 the place where someone or something is or should be, especially
in relation to other objects and places

position? v. [T] if a company positions itself or a product in a particular
way, it tries to get people to think about it in that way, especially in
comparison to other businesses or products

post n. [C] formal a job, especially an important or well-paid one (=
position)

PR n. [U] (public relations) the work of persuading people to have a
good opinion of an organisation, company, etc.

predictive adj. relating to a system’s ability to use information about
what s likely to happen next

pricing n. [U] the prices of a company’s products or services in relation
to each other and in relation to those of their competitors, and the
activity of setting them

prioritise (also prioritize AmE) v. [I, T] to put several tasks, problems,
etc. in order of importance, so that the most important ones are
done first

problem-solving n. [U] the activity of finding answers to problems or a
good way of doing something difficult

procedure n. [C, U] a way of doing something, especially the correct or
usual way

process n. [C] 1 a series of actions taken to perform a particular task or
achieve a particular result
2 amethod of making or producing goods

product n. 1[C] something useful and intended to be sold that comes
from nature or is made in a factory
2[Claservice
product design n. [U] the work of planning and making a new
product, including how it works, what it looks like, etc.
product innovation n. [C, Ul when new or better products are
designed and developed, or the new or better product itself
product line n. [C] a type of product that a company makes or sells
that has several different sizes, models, etc. (= range)
product placement n. [C, U] a form of advertising in which a
company arranges for one or more of its products to appearin a
television programme or film

production n. 1 [U] the process of making or growing things to be sold
as products, usually in large quantities
2 [U]an amount of something that is produced

productive adj. producing or achieving something

productivity n. [U] the rate at which goods are produced, and the
amount produced in relation to the work, time and money needed
to produce them

profile n. [C] a short description of someone or something, giving the
most important details about them

profit® n. [C, Ul money that you gain from selling something, or from
doing business in a particular period of time, after taking away costs

profit? v. [I] to gain money from an event, selling something, etc.
profitable adj. producing a profit

project manager . [C] the person whose job it is to plan how a
particular piece of work will be done and organise all the people
and tasks to do it

promote v. [T] 1 to help something develop, grow, become more
successful, etc. or encourage something to happen
2 to try hard to sell a product or service by advertising it widely,
reducing its price, etc.
3 to give someone a better-paid, more responsible job in a company
or organisation

promotion n. [C, U] 1 a move to a more important job or position in a
company or organisation
2 sales promotion an activity such as special advertisements or free
gifts intended to sell a product or service




promotional adj. relating to a sales promotion
promotional event n. [C] an event (=occasion such as a party or
meeting, etc) thatis intended to advertise a product, company,
brand, etc.
promotional offer n. [C] something a company is willing to give
to someone or do for someone as a way of raising the sales of a
product, service, etc.

proposal n. [C] a plan or idea which is suggested formally to an official
person, or when this is done

propose v. [T] to suggest something such as a plan or course of action

publicise (also publicize AmE) v. [T] to give information about
something to the public, so that they know about it

qualification n. 1[C, usually plural] an examination that you have
passed at school, university or in your profession
2 [Claskill, personal quality or type of experience that makes you
suitable for a particular job

quality control n. [U] the process of making sure that an organisation’s
goods and services are produced and sold as planned and designed,
and are of the right quality

Rand D (also R&D) n. [U] 1 (research and development) the part of
a business concerned with studying new ideas and planning new
products
2 (research and development) the departmentin a company
responsible for developing new products, improving existing
products, etc.

raise v. [T] 1 to make people consider a question, etc., for example by
beginning to talk or write about it (=bring up)
2 raise your voice to speak or shout more loudly, especially because
you are angry
3increase the amount or level of something
4 to collect the money, capital, etc. that is needed to do something

range (also product range) n. [C] a set of similar products made by a
particular company or available in a particular shop

recommend v. [T] 1 to advise someone to do something, especially
because you have special knowledge of a situation or subject
2 to say that something or someone would be a good thing or
person to choose

recommendation n. [C, U] 1 official advice given to someone about
what to do
2 asuggestion that someone should choose a particular thing or
person because they are very good or suitable

recruit v. [I, T to find new people to work for an organisation, do a job, etc.

recruitment n. 1[U] the process or the business of recruiting new
people
2 [C] an occasion when someone is recruited

reference n. [C] 1 a letter written by someone who knows you well,
usually to a new employer, giving information about your character,
abilities or qualifications
2 a person who provides information about your character, abilities
or qualifications when you are trying to get a job (= referee)

regulation n. [C] an official rule or order

remortgage v. [I, T] to borrow money by having a second or bigger
mortgage (= loan) on your property, especially a house

report to phr. v. [T] to work under someone’s authority, and to be
managed by them

requirement n. [C] 1 something that an official organisation says a
company or person must have or do
2 something that someone needs or wants

restructuring n. [U] the process in which a company or organisation
changes the way it is organised or financed

retail n. [U] 1 the sale of goods to customers for their own use, rather
than to shops, etc.
2 retail trade/market/business the selling of goods or services to
members of the public, or companies involved in this
3 retail shop/outlet/store a shop, etc. that is open to members of
the public
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retailer n. [C] 1 a business that sells goods to members of the public,
rather than to shops, etc.
2 someone who owns or runs a shop selling goods to members of
the public

revenue (also revenues plural) n. [C] money that a business or organisation
receives over a period of time, especially from selling goods or services

reward? n. 1 [C] something that you receive because you have done
something good or helpful
2[C, Ul money that you earn for doing a job or providing a service

reward?v. [T] to give someone something, such as money, because they
have done something good or helpful

rise v. (past tense rose; past participle risen) [I] to increase in number,
amount or value

risk? n. [C, U] the possibility that something may be lost, harmed or
damaged, or that something bad, unpleasant or dangerous may
happen

risk? v. [T] put something in a situation in which it could be lost,
destroyed or harmed

role n. [C] the way in which someone or something is involved in an
activity or situation, and how much influence they have on it

runv. 1[T] to control or be in charge of an organisation, company or
system
2 be running late to be doing everything later than planned or
expected
3 [T]to print something in a newspaper or magazine, or broadcast
something on television

salary n. [C, Ul money that you receive as payment from the
organisation you work for, usually paid to you every month

sale n. 1[C, U] the act of selling someone property, food or other goods
2 sales [plural] the total number of products that a company sells
during a particular period of time
3 sales [U] the part of a company that deals with selling products
projected sales n. [plural] a calculation of how much of a product a
company expects to sell in the future

sample n. [C] a small amount of a product that people can use or look
atin order to find out whatitis like

saving n. 1[U] the act of keeping money to use later rather than
spending it
2 [C, usually singular] an amount of something that you have not
used or spent, especially compared with a larger amount that you
could have used or spent
3 savings [plural]l money that is kept in a bank to be used later or
invested, rather than spent

sector n. [C] all the organisations or companies in a particular area of
activity, industry, etc.

self starter n. [C] someone who is able to work successfully on their
own without needing other people’s help or a lot of instructions

service n. [C] a particular type of help or work that is provided by a
business to customers, but not one that involves producing goods
after-sales service n. [U] repairs and advice given to a customer by a
company after the customer has bought a product from the company
financial services n. [plural] the business activity of giving advice about
investments and selling investments to people and organisations

share n. [C] one of the parts into which ownership of a company is
divided
share price n. [C] the price of a particular company’s shares at a
particular time

skill n. [C, U] an ability to do something well, especially because you
have learnt and practised it
communication skills n. [plural] the ability to express yourselfin a
way that other people will understand, including the words you use
and the way you behave when you are speaking
digital skills n. [plural] the ability to use computers and the internet
effectively
hard skill n. [C usually plural] an ability to do something practical
that you have learnt and practised, for example reading, using a
computer, or being able to do maths
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soft skill n. [C usually plural] an ability to get along with and talk
to other people, understand and deal with your own emotions and
tasks, or behave properly in many different situations
transferable skill n. [C usually plural] an ability to do something
that can be used in many different situations, especially one that
helps you do a job for which you have not been formally trained

slogan n. [C] a short phrase that is easy to remember and is used by an
advertiser, organisation or other group

SME 1. [C] (small and medium enterprise) a company that is not
owned by another, larger company, and that has a small number of
employees. In European countries, companies must have fewer than
250 employees to be called a medium-sized enterprise, and fewer
than 50 employees to be called a small enterprise.

staff n. [U] the people who work for an organisation or business

start-up n. [C] a new small company or business, especially one that
can grow quickly, and often one that involves using the internet in
some way

strategic adj. relating to a strategy or strategies
strategic planning n. [U] the plans a company makes about what it
will do in the future. This involves deciding which products it should
be making, which markets it should be in, and how profits can be
increased (= corporate planning)

stretch v. [I, T] stretch a brand to use the same brand name for a
different type of goods (see also extend a brand)

structure 1. [C, U] the way an organisation, system, market, etc. is
organised or put together
flat structure n. [C] a way of organising a business in which there
are no managers or only a few managers between the people who
do most of the work in the organisation and the executives of the
organisation
management structure n. [C] the way that a company organises the
people who manage the workers, which affects who is allowed to
make decisions, who has responsibility for particular tasks, etc.
tall structure n. [C] a way of organising a business in which there are
many levels of managers between the people who do most of the
work in the organisation and the executives of the organisation

subsidiary n. (plural subsidiaries) [C] a company that is at least half-
owned by another company

supervise v. [I, T] to be in charge of a group of people or a particular
area of work

supplier n. [C] a company that provides a particular type of product

supply® v. (past tense and past participle supplied) [T] 1 to provide
goods or services to customers, especially regularly and over a long
period of time
2 to give someone something they want or need

supply? n. (plural supplies) [C] an amount of something that is available
to be sold, bought, used, etc.
supply chain (also distribution chain, chain of distribution) n. [C]
the series of organisations that are involved in passing products
from manufacturers to the public

survey n. [C] a set of questions given to a group of people to find out
about their opinions or behaviour
market survey a study of the state of a particular market, showing
competitors’ sales, buyers’ intentions, etc.

take over phr. v. (past tense took over; past participle taken over) [T] to
take control of a company by buying more than 50 percent of its shares

takeover n. [C] the act of getting control of a company by buying over
50 percent of its shares
takeover bid n. [C] an offer by one company to buy another, or the
value of this offer

target® n. [C] 1 a result such as a total, an amount or a time which you
aim to achieve
2 target market/customer/group the group of people thata
product, service, idea, etc. is aimed at

target? v. [T] 1 to aim products, programmes of work, etc. at a particular
area or group of people
2 to choose someone or something for a particular type of treatment

term n. [C] one of the statements of what must be done or is true in an
agreement, contract or other legal document
delivery terms n. [plural] an agreement in a contract between a
buyer and seller about when goods will be delivered, how they will
be paid for, etc.
payment terms n. [plural] the conditions of a sales agreement that
concern how the customer will pay, and especially how much time
is allowed for payment
terms and conditions n. [plural] all of the things that must be
done as stated in a contract or agreement. If they are not done, the
contract or agreement will end.

title (also job title) n. [C] a name that describes a person’s job or position

timeline n. [C] a plan for when things will happen or how long you
think something will take

track n. [C] be on track likely to achieve the result you want

track record n. [C, usually singular] all the things that a person or
organisation has done in the past, which shows how good they are
at doing their job, dealing with problems, etc.

transaction n. [C] 1 a payment, or the process of making one
2 a business deal

transition n. [C, U] the act or process of changing from one state or
form to another

trend n. [C] the general way in which a particular situation is changing
or developing

turnover n. [singular] 1 the amount of business done in a particular
period, measured by the amount of money obtained from
customers for goods or services that have been sold
2 (also staff turnover) the rate at which workers leave an
organisation and are replaced by others

upmarket (also upscale AmE) adj. involving goods and services that are
expensive and perhaps of good quality compared to other goods,
etc. of the same type, or the people that buy them

vacancy n. (plural vacancies) [C] a job that is available for someone to
start doing

values n. 1[C, U] the amount of money something is worth
good/excellent etc. value (for money) if something is good/
excellent, etc. value, itis of good quality considering its price, or you
get a large amount for the price
2 values [plural] the principles that a business or organisation
thinks are important and which it tries to follow

venture into phr. v. [T]if a company or investor ventures into an area of
business or investment, they become involved in it for the first time

volume n. [C, U] the total amount of something

warehouse n. [(] a large building used for storing goods in large
quantities

workforce n. [singular] all the people who work in a particular country,
industry or factory

workspace n. [C, U] the area in an office, house, etc. where you work at
a desk

workshop . [C] a meeting at which people discuss their experiences and
do practical exercises, especially in order to find solutions to problems
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