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“ Complete each sentence with the best word.

Good presenters rarely ramble. They usually try to be as .Svecinet as possible.

a) inarticulate b) hesitant c)

Her arguments were S0 ..............o.coee. that we all agreed to her proposal.

a) fluent b) extrovert ¢) persuasive

The audience were very .............c.o..... and carried him through his difficult
presentation.

a) responsive b) eloguent ¢) coherent
Sheisavery......coeeeeeinenns person. She always keeps her attention fixed on what

she wants to achieve. '
a) sensitive b) focused ¢) fluent

He never says what he thinks or shows what he feels. How can anybody be so

a) rambling b) fluent ¢) reserved
Everybody S€ems S0.......c..ovvvvenenn. here. They behave and speak freely, and do
not really care what other people think.

a) incoherent b) articulate ¢) uninhibited

We know that not all politiciansare..................... Some of them even use

an autocue.

a) eloquent b) inhibited ¢) hesitant

E Match these words to make compounds and collocations relating to

communication.

1 extensive a) accuracy

2 eye b) communication
3 body ¢) contact

4 grammatical d) humour

5 sense of e) language

6 effective f) vocabulary

Complete the following phrases with say or tell as appropriate.

1

_______ T,e,”___,_,__,astory 6 .....................somebody what to do
,,,,,,,,,,,,,,,,,,,,, the time 7 .....cccooiin hello [ goodbye
asfaras | can.ooovvseivninnss 8 alie / lies
..................... yes or no 9 ... whatyoumean
_____________________ somebody 10 .....................something

to do something under your breath
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UNIT1 »» COMMUNICATION

B Complete the following sentences with the appropriate form of say or tell.

1 Can you think of situations when it might be betternotto...... i‘e” ....... the truth?

2 How easy or how difficult do you find it to.........ccocoeen other people to do things
for you?
In meetings, how often do you............ocvvees what you think?

4 Have you ever..................... a joke in English?
How easy or how difficultisitto.............cooo the difference between the
banknotes used in your country?

6 Canyou..........cooieennen ‘How are you?’ in more than three languages?
When you were a child, did you use to do as you were..................... ?

Check your answers in the key. Then answer the questions for yourself.

Complete the idioms in the sentences below with the correct nouns.

1 They sent us a very long reply with all the details. But to 5ut itina nu‘l‘;l&e” ,
that’s it, we’ve won the contract!

2 | wish my boss would stop beating aboutthe..................... and tell me clearly
whether or not | stand a chance of being promoted soon.

3 She expected profit figures and | was going on about sales figures. Once again, we
were just talking at cross..........c......oon .

4 Not official yet, but it seems we’re going to relocate. just heard it on the

5 |f you think you can give a good presentation just because you know your

subject inside out, well, 'm afraid you’ve got the wrong .......cocoevvennnnn of the
6 This is a very badly written report. | just can’t make ..........ccoeeenee or
..................... of it.

7 Tve tried to tell my boss, but it’s like talking t0 @.....ooovmimiiiiias i
No reaction!

Reorder the words to make idioms.

[N

to / the /in / loop / someone [ keep

2 to/ straight / the / get / mouth / it / horse’s / from
3 to/ point/come / the / straight / to

4 to/ picture / somebody / the /in / put

5 to/on/wavelength / same / be / the

Complete the sentences with the correct form of an idiom from exercise B.

1 I know you couldn’t attend the meeting, so here’s a summary of the main points
justto...pvlyou inthe picture

2 letme.....................: | think your performance is totally unsatisfactory.

3 lwanttobhe.. ..ooooiiiiiiinnn I don’t want important decisions to be taken
without me.

4 | thought it was a rumour, but today [..........coooeeenns Andrew told me he was
resigning.

5 Fortunately Sue and|...... T e ! 5o we hardly ever disagree about anything.

NIOM I9VNONV
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B Match these new idioms with their definitions.

| 1 airyour views a) tell somebody all the information they want or
+ need to know

be at a loss for words
b) unable to say anything because something

2
| 3 dropa hint
7 surprising or totally unexpected has happened

give somebody the -
low-down €) express your opinions about something in public

5 keep somebody d) give somebody regular information about things

up to date e) make a suggestion in an indirect way

E Complete the sentences with the appropriate form of an idiom from
exercise D.

1 E-mail me every day to ...k..e,;e.P..f‘.’? evpto date with the latest developments,
will you?

MIOM I9VNONYT

2 When she was told she’d been nominated Businesswoman of the Year, she

3 Could you briefly.........o.ouvevan... on their financial situation before our meeting this
afternoon? :

4 Every week in our department there’s a meeting where the administrative staff can
..................... and discuss problems.

5 We can’t be sure, but management..................... that there might be redundancies.

Study the examples of linking words.

Linking ideas 1 Despite his great sense of humour, he often finds it difficult to respond to his
audience.

In spite of his shyness, he is a brilliant speaker.

3 Although he generally communicates his ideas clearly, | often find it hard to
follow him.

4 Even though I'd put them in the picture, they didn’t seem to grasp what | was on about.

Cross out the two explanations which are not correct.
The words in italics are used to

a) express the cause of something, the reason for something.
b) reinforce an idea, add information.

¢) contrastideas.

B Tick the three sentences which make sense. Then check your answers in

the key.

1 Imanaged to follow their conversation, although my attention had drifted away. v
2 Even though the talk was awfully boring, | left the room after a couple of minutes.
3 Despite the fact that he knew he was right, he refused to admit it.

4 In spite of their criticisms, | didn’t lose my confidence.

5 Iwas unable to express my disagreement although | am generally assertive.

6 |felt sleepy throughout the meeting in spite of my tiredness.

Rewrite the three incorrect sentences in exercise B.
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UNIT1 » COMMUNICATION

use your knowledge of linkers to guess the meaning of the words and
phrases in italics.

Although Sue is usually very direct, this time she was really beating about the bush.

Despite the market’s bearish trend, he was optimistic about share prices going up
again soon.

Although he often tends to waffle, today he made a presentation that was clear,
concise and to the point.

Their new product sold quite well even though the advertising campaign was

a complete flop.

They managed to find a huge site for the new factory in spite of the scarcity of
land in that part of the country.

B You work in the Human Resources Department of a modern, forward-looking
organisation. You are very interested in the course advertised below.

BRENTFORD COLLEGE

BUSINESS AND ADMINISTRATION TRAINING

Autumn—Winter Courses

Communication & People Skills [Course Ref. No. 23-D]

The aims of this residential one-week seminar are to:

* imp

rove participants’ speaking and listening skills

» analyse common communication problems and explore ways of resolving them

e give

participants opportunities to experiment with conflict resolution strategies

s help participants deal with defensiveness and aggressiveness.

This seminar will be of interest to all

Course fee (including manual): £650

professionals who have to deal with people Dates: 7-13 October

and work

Facilitator: Kate McGovern, PhD, MBA,

out problems with others. Venue: Brentford College

For further details, contact: Martin Lowles, BATP

President of Schréders Consultants in Geneva, Brentford College, 27 Burrard Street,
author of the bestseller How to Listen to Others and Brentford TW9 0AK
Resolve Conflicts Email: mlowles@BATP.ac.uk

Write an e-mail (70-80 words) to your Head of Department, including:

arequest to go on the course
why you think the course would be useful
some details of the course

an enquiry about the possibility of financial support towards the course fee.

To:

Subject:

NYOM IOVAONYT
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International marketing

n Match a word from box A with a word from box B to complete the sentences

; below.
=
a A B
B competitive segmentation
m product retention
= marketing portfolio
g market strategy
~ customer identity
brand advantage
1 Inordertosecurea ....C}.‘?.mi?ﬁ.'l.'iﬁ.\./.i’-.... ....Q.d.\./.ant@....e.... , companies will try to

make their products and services stand out from their competitors’.

2 The company’s aggressSive .......cccoivviiiien coviniininineenens, targets numerous trade
fairs around the world.

3 The CEO described industrial services as one of the three main growth drivers for
Siemens, alongside its green.........coocevvievs iivieii and sales in emerging
markets such as China, India, Brazil and the Middle East.

4 A survey by a German car magazine showed that customers were worried that mass
market carmaker VW could damage the Porsche................coo i

B BY e e, ’, we mean the process of defining and
subdividing a large homogeneous market into clearly identifiable segments having
similar needs, wants or characteristics.

6 The key to success is not in just securing the first order, but in fixing problems
and offering new services. So we reward our sales staff for.....................
..................... rather than just for the initial sale.

E Complete each space in the article with the best word (a, b, c or d).

To create the right marketing ’Y”Xl businesses have to meet a number of

conditions.
First of all, the product has to have theright..................... ’. For example, it must look
good and work well. Secondly, the..................... ’ must be right. If you hope to make a

good profit, you want consumers to buy in large numbers.

Then, the goods must be in the right place at the right time, so you have to make sure
that the goods arrive when and where they are wanted. To this end, accessing the right
..................... * channels is crucial.

Finally, the..................... * group needs to be made aware of the existence and
availability of the product through..................... ®. So you need to decide where and
when you can get across your marketing messages to your target market. Besides, you
also need to ask yourself how you will reach your.................... . For example, you
can get your marketing..................... ® across by advertising in the press, on TV, on the

Internet or on billboards.
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a) strategy b) plan ) mix d) profile

1

2 a) portfolio b) features €) extension d) base

3 a) retall b) identity c) wholesale d) price

4 a) distribution b) exporter ¢} survey d) focus

5 a) USP b) target ¢} SWOT d) wholesaler
6 a) discount b) sample ¢) promotion d) questionnaire
7 a) profile b} audience ¢} strategy d) retailer

g8 a) plans b) offers ¢) samples d) messages

The words in each of the noun phrases below are in the wrong order.
Write the phrases in their correct form.

. . . . TETA I8 IR < ¥ B R .o -
report confidential marketing highly }.F.i.if.’{ﬂ}{ Lgntideaiids miod .gﬂ;‘?.{.???.gé. repsit
halance improving sheet steadily .........coviivis i e
research market ambitioUs Programme ... u.eeieeeriveimeeeierienieeieri v e sb e aaeranens

1
2
3
4 relations new department public..... ..o
5 figures impressive profit extremely .. ...ocviuiiioviiriee e
6

operations rapidly overseas expanding.........cocoicineniininins R TR

Find the word which can make a compound or a collocation with both words
on the left and both weords on the right, as in the example. The number of
dashes corresponds to the number of missing letters,

i . o )
target m arket m arket segmentation
youth share

2 | niche - i campaign
global T budget

3 | fair t t fair
world deficit

& | outdoor a_ a_ campaign

L Internet agency

5 premium b__ b____ image
leading name

6 | car Sy Sisscres figures
overseas department

MNYOM F9VNONVY



UNIT2 »» INTERNATIONAL MARKETING

n Match the appropriate sentence halves below and join them with the
correct linker.

| 1 The company is planning a compete or even survive.
direct mail campaign
2 Their mailing list contains improving sales of their range
plentiful information and data of office supplies.
= 3 Their competitors, however, still in order to limiting exports of textile
> have to go through a specialist products from India.
g direct mail agency
§ 4 Every company must work hard with a view to reach potential customers,
ﬂ which costs them extra time
E and money.
g 5 The government decided to so that their market share would
~ introduce a quota increase.
6 Theyincreased their they won’t have any difficulty
competitiveness identifying the most
appropriate recipients for the
mailshots.

B Cross out the two explanations which are not correct.
The three linkers in exercise A are used to
a) contrastideas.
b) express the cause of something.

¢) express the purpose of something.

Read the passage below about international marketing.

In most of the lines 1-12 there is one extra word which does not fit. Some lines,
however, are correct.

If a line is correct, put a tick () on the appropriate line.

If there is an extra word in the line, write that word in the space provided.

Globalisation has affected marketing strategies in many ways. In the past, for

example, how to enter a market tended to be the main question.

Today, by the contrast, international marketers ask themselves whether it is better 1 s H 1€
to standardise or to adapt a product across different markets. Finding the right y R A
international mix it has become one of the key questions, and answers vary greatly 3 e
from a company to company and from product to product. Coca-Cola, for example, B Giiviisessnrssmmenns
has customised its soft drinks to every market. It is well known fact that Coke in L IR
Indonesia tastes lot different from Coke in the UK. Such a strategy is in stark 6 i ieeees
contrast to Rolex’s. Indeed, Rolex uses the same advertising message, and positions y 2
its watches in the same way in the world over. Other companies strike a 8 wocmia
compromise between customising and standardising, and opt for a middle-of-the L I
road strategy. Car manufacturers, for example, cannot afford them to design a 10 o
separate car for each market. However, they do need to think of a country-specific .
differentiating features, as consumer tastes vary enormously from one country to 12
another.

FT

10




UNIT2 »» INTERNATIONAL MARKETING

: n The letter below was sent by an institute for management development to
; marketlng a large number of companies throughout Eastern and Central Europe. As
letter you read it, complete it with the correct form of the verbs from the box.

arrange  consider contact enclose ferward require ]

-]

CENTRAL EVROPEAN INSTITUTE FOR MANAGEMENT DEVELOPMENT

Eviezdoslavovo nam. 128
81203 Bratislava
20 June

Dear Sir or Madam
[ have pleasure in enclosing five copies of our new brochure, detailing the Strategic Leadership

Programme and the Advanced Management Programme available here at the Bratislava Central
European Institute for Management Development for entry next September.

i
[ should be grateful if you could please 'FO rwa "d ... the brochure as appropriate within your

organisation, so that it is available to both the Head of Human Resources and employees when

In addition, I.......coorneninnnnd * a poster which includes prepaid response cards and should be most
grateful if youcould ..................... * for this to be displayed.
Should you..................... 5 further copies of either brochure or poster, please .................! ¢ Igor

Cutka at our Admissions Office by email on I.Cutka3 @pk.uniba.sk.
Finally, I hope you and your staff find the brochure of interest.

Yours faithfully

\ oo, Trotfasowa
e

Professor Irena Trollerova MBA
Head of the CEIMD

J E Ivan Gasperlin, the manager of Kommerz Bank (Trubarjeva 47, 1000
Ljubljana, Slovenia) wishes to order five more copies of both the brochure
and the poster. Write an e-mail message.

11
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Building relationships

u Study how Speaker B responds to what Speaker A says. Focus on the
words in italics.

A: What do you think damaged our relations with Oxaco?
B: Well, I'd say communication problems certainly soured them a bit.

Speaker B doesn’t repeat the same verb as Speaker A but instead uses
a verb with a very similar meaning.

Now take Speaker B’s part. Use the correct form of a verb from the box.

NIOM IDVNONVT

Lfoster restore sever undermine strengthen build up

1 A:Their firm has developed considerably.

B: Yeah. They’ve certainly managedto............. R a good business over the
years.

2 A: Getting rid of those trade barriers should cement the friendship between our
countries.

: Absolutely. There’s nothing like trade to..................... relations.

B
3 A:lt’s good to hear that they’re thinking of resuming diplomatic relations, isn’t it?
B: Yes. That's great...................... relations is probably the best decision.
A

: The key guestion is, how can we encourage cooperation between our
organisations?

: Definitely. We need to find waysto..................... cooperation.
: I'm afraid lack of communication is now jeopardising our relations.
:lagree. [ thinkit'sreally..................... future cooperation.

: | hear Riel Engineering has broken off relations with its main distributor.

W > W P> W

: To be honest, | wonder what took them so longto..................... relations
with such an unreliable distributor.

n Complete each sentence with the best word (a, b or ¢).

1 To do business with someone, first you should try to e;fabhs‘h

a rapport.
a) improve b) @ ¢) promote
2 Their repeated interventions..................... the whole meeting.
a) corrupted b) broke off ¢) disrupted
3 Japanistryingto..................... a much warmer relationship with China.
a) cutoff b) improve ¢) cultivate
4 China’sdesireto..........ocooeennn. a solid relationship with the US has been the anchor

of its foreign policy for several decades.
a) maintain b) undermine ¢) strain

5 Thanks to its sponsorship of various cultural events, the company ............. .......
very goad relations with the local community.

a) resumes b) enjoys ¢) improves

6 With a view to fostering economic prosperity, the European Union has launched an
initiative to.....................closer relations with a number of ex-Soviet states.

a) establish b) disrupt ¢) damage
12




UNIT3 »» BUILDING RELATIONSHIPS

Match these sentence halves.

1 Jarvis will never let down a) for as much as 25 per cent of revenues
in the near future.

2 Sue and Marco are going to b) so we can’t afford to put it off once
share a small office again.

3 Inthree years’ time we plan ¢) we called off the party immediately.

to set up
4 | asked them to draw up d) a customer who has a problem,

5 When we heard we'd last the deal, e) of strengthening our relations with our

suppliers.
6 This conference is crucial f) sotheyd better learn to get on
together.
7 Tod’s CEO expects China and India g) the contract as soon as possible.
to account
8 We're looking for new ways h) a distribution network in Mexico.

Complete each conversation with the correct form of a multi-word verb
from the box.

eotnton checkin goback goover lookforward to
meetup turnround turnup workout carryon

1 A: Do you think our new agent is reliable?

: Absolutely. | know you can..SQ.¥ nt o0 herto boost sales.

: 'm really glad P'll be able to go to the Frankfurt conference.

: Me, too. 'mverymuch.............o.enee seeing you there.

: Those new models have really saved the factory from closure, haven’t they?
:Yeah. They've......cooveiinenns the company..................... .

: Do you socialise with them?

:Well, we usually..................... for lunch on Thursdays.

: The negotiation was a great success.

:Yes. Things......cocovevvnnnne. pretty well in the end.

: Have you checked the report?

1YeS. hooiiies it yesterday.

: | suppose you all stood up when the CEO arrived.

: No. In fact everyone ............c........ working as if nothing had happened.
: Hi Jeff. Igor here. Have you arrived at the hotel yet?

: Hilgor. Yes, 'mjust..................... nNow.

: Was everyone on time?

: Almost everyone. Hans..................... late as usual.

lé‘ [+
W r W P> ™ P W P W P P W P> T P T P> T

: Is guanxi an old concept, then?

:Ohyes. It...cooooiiieinnnn thousands of years.

“ Study these sentences, then decide whether the three statements below
are true or false.

13
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UNIT3 »» BUILDING RELATIONSHIPS

’ =_ e Although their prices are very competitive, we have decided not to do business
Linking ideas with them.

* Their ads are hardly noticeable. Nevertheless, they keep attracting new customers.

a) Although, even though, in spite of, despite, nevertheless, nonetheless, however,
yet, on the other hand are all used to contrast ideas.

b) Although, even though, in spite of, despite are used to link parts of a sentence together.

c) Nevertheless, nonetheless, however, yet, on the other hand are used to link ideas
across sentences.

B Complete each sentence with the correct linker (a, b or c).

1 Relations between the two countries seemed to improve .. E¥€N tho 9.9.}.‘...they
kept putting off the peace talks.

a) however b) ¢) despite

2 Their prices are very competitive...................... , we have decided not to do
business with them.

MYOM I9VNONVT

a) Nonetheless b) Although ¢) Furthermore
3 Wereached out to customers with special offers, continuity programmes and
appreciation letters...................... , customer retention did not improve.
a) However b) Despite ¢) Eventhough
4 Negotiating prices and securing orders is very exciting. ..................... , ensuring
that the customer remains a customer can be less stimulating.
a) Moreover b) Inspite of ¢) On the other hand
5 He likes keeping himself to himself...................... he spends a lot of time
entertaining suppliers.
a) Aswellas b) Besides c) Vet

6 Tsampa and Rexon have only been doing business for a couple of months.
..................... , Tsampa’s managers have already given Rexon their full confidence.

a) Despite b) Nevertheless ¢) Besides

Read the passage below about giving presentations.

In each line 1-8 there is one wrong word.

For each line, underline the wrong word in the text, and write the correct word
in the space provided.

It is probably true that the most effective presenters have all developed their own

special way of captivating their audience.

Having said that, they often have a number of common feature. Like all good 1 ‘.f.e,?.t‘./f €s5....
communicators, they are aware that there audience is just as important as what they 2| e mm m
have to say. Therefore, they tried to find out how much their listeners already know i S
about the topic, and about their attitude for it. Whenever possible, good presenters 4 i,
also arrive 10 or 15 minutes before their talking is due to start. This gives them 5 ursevssieii
plenty of time not only to prepare their notes and check the equipments but also to 6 e
chat to the participants as they come in. By create a relaxed atmosphere, they can y AR
easily establish rapport for the audience. And good rapport, as many presenters will 8 ...

tell you, is half the battle.

14




UNIT3 »» BUILDING RELATIONSHIPS

Read the direct marketing letter below and cross out the one sentence
which does not fitin.

morrison office supplies international

1 Connaught Place, Edinburgh EH2 7EY
Tel/Fax 0131 123 7650

Mr F Potter
Fururo Office
98 Artillery Lane, Harefield,

Uxbridge, Middlesex UB7 5LS

71 September

Dear Mr Potter,
Thank you for doing business with us for over three years.

We continue to be one of the world’s leading business-to-business suppliers of office products and

services, and our motto continues to be: ‘Our job is to make your job easier’.
Now, be prepared to be surprised about our latest additions to our wide range of products:

o Morrison’s combined PXL-100 Laser Copier / Printer / Scanner — it does what none of the
competition is able to do in the same way ’

o our new collection of Wizard office chairs
o our recently expanded collection of Avalon seminar chairs.
Gl For more information, call: 0800 123 9876 or visit our website: www.morrison.co.uk

Ry i You will notice that our site has been completely redesigned to provide you with more information,
TR st 5l and to serve you better. Let us know what you think about it. The company runs other funds

AT that would have competed with the joint venture. Register with our site by 1 October and win an

: ergonomic desk chair worth GBP300!

We would also like to draw your attention to our special offers for regular customers like you:
* up to 30% discount off the normal purchase price on ALL orders placed in October

¢ free consultations.

We look forward to continuing our business with you.

Best regards,

i lindyf~

Frank Lindsey, General Manager, Morrison UK

E You work for Futuro Office. Write a short reply (100-150 words) to Morrison
Office Supplies International.

* Express interest in one of the three products mentioned in their letter, and request further
information.

DT BT AR e o) Fo

* Enquire about the exact discount for that particular product.

ef

i * Tell them what you think about their new website.

'.1:

'E;: ! USEFUL LANGUAGE | T
=3 Thank you f I LSRRt 2y 3
5 oryour letter of .. We would like to take this opportunity to ...

Coulg YOU please ' Meanwhile, we would like to ...

: . let us have further detai
_ | Could yq Please speci etails of ... | .
{ | We woulg e fy.. We look forward to hearing from you.
‘ Ome more information about ... We look farward to your letter. |

|
As regards your
Regarding your )
[}!Il_h re&ard to Vour

! Yours sincerely,
Best regards,
| Best wishes,
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u Match a word from box A with a word from box B to make the collocations
needed to complete the sentences below.

A B

global ————___ spree

annual T (risis

business recession
buying point
economic outlets

retail sales

turning acumen

2 In recent years the airlines industry has suffered from terrorism, ........ooovveviniie
..................... and rocketing oil prices.
3 Qurcompany has combined.................oo of about $2.5bn with

about $600m coming from Brazil.

4 Peak Sport Products, a family-run company that now ranks among China’s
best-known sportswear brands, now has more than 6,000.....................
..................... and is opening another three every day.

5 The acquisition of Rex Electronics marked a................oooo o, inour
company’s history.
6 The consumer electronics industry was leading the world out of recession by

tempting consUMersinto @.........cooveiiins cieiiiininen }

7 While some fashion brands such as Burberry and Louis Vuitton have married vision
With . , all too often there is a tension between
creativity and corporate finance.

B Add the correct prefix from the box to the words in italics in the sentences
below.

|9ve¥ co de ex mis out down re ultra under

1 The manager admitted he had...2Y€Y... spent massively on an IT suite the business

did not in fact need.

2 Whetherornotto............... regulate health care is a divisive issue in many
countries.

3 Whentwoofour............... -workers disappeared, all the boss had to say was that
‘they’d left to pursue other opportunities’.

4 We design and manufacture............... -efficient air conditioners for industrial use.

The profit figures are excellent. Once again, we've............... performed all our rivals.

6 The............. -president of Lexton Steel Corporation is suing for $1.5 million he says

the company owes him as a retirement payment.

7 Staff who never get any praise for their achievements mayend up............... rating
their own abilities.

8 Inthe late 1990s, many countries experienced a severe eCONOMIC............... turn.

. -



9 Our company is thinking of ..................... locating its headquarters from Antwerp
to Bratislava.

10 Of course | can see now that Brian is an asset to our company, and I'm sorry | so
badly............... judged him when he started working for us.

Match these sentence halves.

1 It’s been a lot of hard work, but she a) are getting there.
-
2 New employees are often anxious b) that chief executives rise to the top. JZ>
3 At long last, their hard work and ¢) when a new product does well. 2
investment >
4 What we are looking foris a d) his life was a success story. rG:|
candidate who can s
5 It is partly by knowing what to e) seems to be really making a go of g
delegate, and to whom, her dry-cleaning business. ~
6 The reorganisation of our business f) is beginning to bear fruit.
is not finished yet, but we
i 7 From farm boy to business tycoon — g) getresults and work well under
g pressure.
3 8 Both retailer and manufacturer h) to make their mark and impress
¥ benefit their bosses.

Underline the eight idioms which express the idea of ‘success’.

u Past simple or present perfect? For each of the sentences below, choose
the correct ending.

'Preseﬁiand'

1 Rebecca has been with our organisation for five years
past tenses

a) and she did a great job.
f\b); and she is doing a great job.
2 His hard work really paid off -

a) he was promoted to Chief Adviser a year later.

b) he has been promoted to Chief Adviser.
3 There have been serious problems with the merger,
a) but we proceeded with it anyway.
b} but we have proceeded with it anyway.
4 The motor trade has been in the doldrums
a) lastyear.
b) all year.
5 She’s been promoted
a) because she’s brought off that deal.
b) while she was working as Head of R&D.
6 How long have you worked as Financial Adviser
a) foryour current employer?

b) before you became Financial Director?
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UNIT 4 »» SUCCESS

B Underline the correct verb form(s) in these two texts.

NEWS DIGEST

1 Four exchanges censured for anti-competitiveness

The Securities and Exchange Commission said / has said
yesterday it censured / had censured® four US options
exchanges for allegedly engaging in anti-competitive
practices and ordered / was ordering® them collectively to
spend $77m on surveillance and enforcement. Without
admitting or denying the charges, the American Stock
Exchange, Chicago Board Options Exchange, Pacific
Exchange and Philadelphia Stock Exchange agreed / had
agreed* to settle with the SEC and the Justice Department,
which were probing / have been probing / had been probing®
options listing practices at the exchanges since last year.

2 Karsen names Liebke successor

Karsen, the Austrian derivatives exchange, appointed / has
appointed | had appointed' Dieter Lahm to take over from
Hans Liebke as chief executive. The appointment was
announced | had been announced® yesterday by Deutsche
Bérse, which owns / owned?® 50 per cent of Karsen, and is seen
/ was seen* as a move by the exchange to develop a stronger
international presence.

Mr Liebke, who has announced | had announced® his
resignation from Karsen the week before, was appointed | had
been appointed® to the Deutsche Borse board a few
days ago.

Present perfect or past perfect? Complete the sentences with the correct
form of the verb in brackets.

1 They...h@.d.h.@?ed
off. (hope)

2 Theysaythey..............
answering machine. |.....

to organise a reception for their visitors, but it didn’t come

....... a message, but there’s definitely nothing on my
................ several times already. (leave) (check)

The manager is very upsetashe..................... outvoted at the AGM. (be)

..................... ahead of our rivals until 2003 when they

outstripped us for the first time. (be)

5 The new XY3 tyre series

..................... really...................., but then they were all

recalled after a spate of complaints. (take off)

6 She.....oo.oooeeiennn, me the low-down on the merger, so | feel well prepared for the

meeting. (give)

n Complete the article with the verbs in brackets, using an appropriate past

or present tense.

ZARA ONLINE

Spanish retailer Inditex has only relatively recently given Zara customers the opportunity

to buy garments online.

The roll-out of Zara’s transactional website ...........

.......... ' (begin) in 2010 in Spain, the 1 began

UK, Portugal, Italy, Germany and France — six countries that are among the most important
of the company’s 76 markets.

Of Inditex’s eight store brands only one — housewares retailer Zara Home -— 3 e
..................... 2 (sell) directly to internet users until then.

Asked about the company’s late arrival to internet retailing, Pablo Isla, chief executive, b e
..................... ?(say): “For us, 2010 was the right time to go online.” 0 el ey e
Some analysts venture that Mr Isla, who ..................... * (make) Inditex the world’s 6 oo
largest apparel retailer by sales since taking the helm in 2005, ..................... *(want) to

concentrate on Asian expansion and cost controls before turning to new sales formats. 7 SRS

With its focus on fashion-conscious teenagers and young people, Inditex 8
..................... ¢ (use) the internet for many years to promote its various lines and is also
popular on Facebook, where it has over 4.5m fans.

Its smartphone application, which ..................... ’(launch) at the beginning of 2009, 2 [0 R TTr—
..................... ¥ (download) by over 2m people.

“The internet and the world of social networking are extraordinary channels of
communication which fit perfectly with our group’s philosophy,” said Mr Isla.

Inditex, whose brands also ..................... 9 (include) Massimo Dutti and Pull and Bear,
is at the vanguard of computerised ordering and dispatching systems: in each of its 4,700
stores, managers..................... 1 (provide) daily updates on sales and taste trends.
However, Mr Isla said Zara, its flagship brand, ..................... ' (wait) for online demand
to build before launching into cyberspace.
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u Read the excerpt below about the chances of success of executives sent

abroad to work.

In each line 1-9 there is one wrong word.

For each line, underline the wrong word in the text and write the correct word in the
space provided.

UK companies have failed in the past to prepare their staff in key

areas before sending them abroad. What's new is what they are 1 wothat .
starting to paying attention to it. Previously, the definition of a 2 s
successful assignments was that the jobholder didn’t quitearly, 3 .....ooviieeenininn.
but now companies are waking up on the fact that assignments 4 .......cceceennn.,
are not necessarily succeed just because the person stays abroad 5 ...ceeeviviiiiiiiin,
for the allotted period. While 89 per cents of companies formally 6 .....................
assessment a candidate’s job skills prior to a foreign posting, [ AR
less then half go through the same process for cultural suitability,. 8 .........cccoveennn.

Even few gauge whether the family will cope. ! 9

Negotiating B Read the follow-up letter to a negotiation. Write Norman Furey’s reply to

Grand Computers.
* reply before 5 April

* express thanks for letter and brochure

* confirm details, but highlight misunderstanding regarding discounts: you had agreed
on 3% on both the PC and the LJP

Dear Mr Furey,

Further to our discussion of 15 March concerning your order for 12 of our Nexus 2K PCs and
8 Orion Plus laser-jet printers, I wish to summarise the details and confirm the terms of our
agreement.

List price Discounts
Nexus 2K PC £650 inc VAT 10+ 3%
Orion Plus LJP £250 inc VAT 1%}

Delivery: Within a week for orders placed before 5 April.
Payment: Banker’s draft

May I remind you that our offer of an 8% discount on our Nexus 2K PC is still standing, should
you decide to order in excess of 20 items.

In addition, we are now in a position to allow a 10% discount on our new Orion Super Plus LIP/
Scanner, about which a detailed brochure is enclosed.

We look forward to your order and to doing business with you again in future.

Best wishes,

Ben Jacobson, Sales Manager
Grand Computers
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Herzberg’s Theory of Job Satisfaction

Frederick Irving Herzberg (1923-2000) was a
management professor at the University of Utah,
known internationally for his work on helping
companies understand how to motivate workers
and increase productivity. He is known for his
‘Motivation-Hygiene Theory’. According to

Herzberg five factors increase job satisfaction and
staff motivation to perform:

1 Achievement

ie.asense of .. accomplishment ! or pride whenever a
demanding task is....................s ? out successfully.
One way managers can contribute to this is by
encouraging employees to set clear, realistic professional
goals for themselves.

2 Recognition

ie.the...o.ooooiild ? of an individual’s or group’s
efforts, or contributions.

For example, managers can highlight staff efforts

and contributions in meetings. They can also give a
genuinely positive performance ..................... *, and
devise a judicious system of .................. > such as
housing allowances or extra holidays.

1 a) inspiration b)

2 a) carried b)

3 a) reward b)

4 a) examination b)

5 a) perks b)

6 a) satisfying b)

7 a) mature b)

8 a) dependence b)

9 a) rise b)

10 a) break b) run
11 a) absence b) period

" LANGUAGE
i - REVIEW

Passives

brackets.

Our sister company’s leave policy ...........cooveeees recently............c.oos (revise)

A v b~ W N
pd
5
)
@
©
®
3
@
=
—

Job satisfaction

“ Complete each space in the article with the best word (a, b, c or d).

3 Challenging Work

Forworktobe............oooeeenne ¢, there must be

tasks that are challenging or motivating. Just as each
individual prefers some tasks to others, each finds some
tasks more challenging than others.

4 Responsibility

When staff feel responsible and ..................... 7 for
their own work, and when they are somehow involved
in the decision-making process, their job satisfaction
increases.

Managers can gradually increase staff .....................
and decision making as they gain expertise.

5 Growth and Development

Everyone needs to continue to develop personally

and professionally on the job. When there are limited
opportunities for..................... ® and development,
motivation decreases. Employees may commit energy
to other aspects of their personal lives, seek other
employment, OT ........ococvvennne. out.

Managers can advocate educational or special training
..................... " for staff, and encourage them to
attend training programmes and conferences.

remuneration  c)Caccomplishment> d) astonishment

¢) brought d) pulled
congratulation ¢} prize d) acknowledgement
evaluation ¢) testing d) interrogation
commissions ¢) praise d) loyalty

¢) completed d) retaining
accountable ¢) mindful d) comfortable
autonomy ¢) separateness d) liberty

¢) growth d) raise

¢) fire d) burn

¢) leave d) term

“ Complete the sentences with the correct passive form of the verbs in

1 Future success will b?. .‘;j.f’.i.\/ﬁn.“ by developing a workforce capable of

challenging the status quo.

(drive)

........... redundant last year. (make)

....... currently.....................  (negotiate)

a pay rise earlier, he wouldn’t have resigned. (give)

Some people argue that during an emergency, a tough style of leadership should

..................... (use)




UNIT5 »> JOB SATISFACTION

B Write questions about the sentences in exercise A using the verbs in italics.

1 ot ill future success be driven? drive
9 HOW MANY ¢ocoreeersscesessessmsss st make
3 WROSE «overrrsssresreesase s revise
L WRAESOIT OF .ooiiisiriiiciiire s negotiate
5 Would Tom have reSIgNed .........coooiriemnn s give
6 WHEIM ..overeimirimrr e e TSR OO use

Look at the list of preparations that have been done or still need to be done
for a staff training seminar.

1 design seminar programme v/ (last Tuesday)

2 send out seminar programme X (tomorrow afternoon)

3 book conference room v/ (earlier this morning)

4 order folders and note-pads v (last week)

5 check PowerPoint equipment X (next Monda‘y)

6 book a room for trainer X (by the end of the week)
7 inform local media 7/ (earlier this month)

8 plan social evening 7/ (atour last meeting)

Now look at these two exchanges between the seminar organiser and her
personal assistant.

1 A: Has the seminar programme been designed?
B: Yes, it has. It was designed last Tuesday.
2 A: Have the seminar programmes been sent out yet?

B: No, I'm afraid that still needs to be done. I'll see to it tomorrow afternoon.

Write similar exchanges for the other items on the list.

Like the passive, the expression have/get something done focuses on what
happens and not on the doer of the action.

A: Isthe photocopier working?
B: Yes.We had it mended yesterday.
(We didn’t mend it ourselves. Somebody mended it for us.)

Complete the exchanges with the expression have/get something done
and the verb in brackets.
1 A: This office looks rather shabby, doesn'tit?
B: | know. We're g0iNg 0 . vvvvvnerrveneeees soon. (redecorate)
2 A:They want a copy of the contract in German.
B: Right. In that case, we'd better..........c.cooeeeee immediately. (translate)
3 A: The video’s on the blink again.
B: We definitely need to.........ccoooveenens . (fix)
4 A:Our fire alarm seems to have a will of its own, doesn’t it?
B: Yes. | think we should ......coovvviinienns without delay. (service)

5 A:’m not sure the figures in this report are right.

B: Well, why don’t you ..o vovvvvriennnne 7 (check)
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“ All punctuation has been removed from the following job advertisement.
Rewrite it with the correct punctuation. Some words will need to be

capitalised.

Editing

fairertrade ltd seeks an assistant project manager for 12 months on this project funded by the trust fund
for kazakhstan and administered by the world bank the project which commenced in january this year
aims to improve the capacity of kazakhstani communities to manage local government structures for
the planning and implementation of local development initiatives through the project village level
development councils have been established across the country through which small scale grant funds

are being channelled

Responding E Complete the letter with an appropriate passive form of the verbs from
to job the box.

applications

‘ appoint issue pay setout

Mr Andrew Harris ' FairerTrade Ltd
77 Dunham Road Denzell House
Bolton 5 Connaught Avenue
Lancashire BL3 2FK Congleton, Cheshive CWn 7TL

Tel: 01260 271289
14 March Fax: 01260 271288
Dear Mr Harris,

Re: Assistant Project Manager, Kazakhstan

Further to your application for the above post, I am pleased to confirm that the Selection Board which met on

11 March recommended that you..................... ! to the above post, subject to medical clearance.
Your salary .....o.ocieiiiiininnd ? at the rate of £25,000 per annum.
Other benefits........cccoeevennnns ? in the particulars of post attached.

1 should be grateful if you could confirm in writing that you wish to take up the post by Wednesday 20 March.

The proposed start date is on 8 April and your contract, which is for a period of one year,..............c......
after we receive written confirmation of your acceptance.

If you have any queries regarding the terms and conditions of service of the appointment in the meantime,
please do not hesitate to contact me on the above number.

I look forward to hearing from you shortly.

Yours sincerely,

WVM

Karen Poulson, Recruitment Officer
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UNIT5 »» JOB SATISFACTION

Write Andrew Harris’s reply to Karen Poulson.

USEFUL LANGUAGE

I POLITE REQUESTS

should be grateful if you could confirm in writing that............c........
We would be most grateful for your prompt answer.
Your prompt answer would be-appreciated.
| Your assistance would be welcomed.

| ACCEPTING AN OFFER

| | am delighted to have been selected.................cco.
| | would like to confirm that | do wish to accept the post.

‘ ENCLOSING DOCUMENTS

| lenclose a copyiefa s
| Please find enclosed .....................
i Asl_rec‘:!yg_st_ec_i, lam enclosing.....c.oocueerenennn )

OFFERING ASSISTANCE

| IfFyou have any queries, do not hesitate to contact me.
! Should you require further assistance, please do not hesitate to contact us.
| IFyou should require additional details, please write to me.

n Complete each sentence with the best linker (a, b or c).

1 S'ﬂce everybody is here, | suggest we get down to business.

a) b) Dueto ¢) Owingto

2 The introduction of our new model was delayed..................... production
problems.
a) owingto b) because c) for

3 The slow rise in profit figuresis..................... our large investments in new
machinery.
a) because b) since ¢) dueto

4 The band’s second album didn’t do very well,..................... their video was
banned.
a) owingto b) as c) so

5 The project manager’s off sick,..................... there’s little chance of achieving
much this week.
a) as b) so ¢) since

6 .., unforeseen circumstances, the CEO had to resign.
a) As b) Since ¢) Owingto

E Cross out the two explanations which are not correct.
The six correct linkers in exercise A are used to
a) contrast ideas.
b) express the cause of something.

¢) reinforce an idea, add information.
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Risk

DT ¥ use the clues to complete the crossword puzzle.

-
; Across
2 4 HfYoU.cooooiriiiiiiiiies i, something, you consider the good and had
B aspects in order to reach a decision about it. (5, 2)
; 8 Ifyou.....ccooeevreiinii, a risk, you get rid of it. (9)
(=) 10 Ifariskis....cccovvvinnin. , it exists now, or will exist very soon, and it needs urgent
;’ action. (9)

Down

1 Ifariskis..................... , it is so unimpaortant that you can ignore it. (10)

2 Ifyou......o.......... a risk, you reduce the chance of a large loss by sharing its

insurance with others, for example. (6)

3 A, risk is possible or likely in the future. (9)

5 A risk is very big. (4).

6 Ifariskis..................... , it is very smallindeed. (9)

7 Ifyou.....o.oool a risk, you make a judgement about it based on the

information that you have. (5)
9 A, risk is not likely to happen. (6)
1n 23
3p 4 W 5
6 7
8
9
10

E Complete the verbs with the missing vowels. All the verbs collocate with

risk(s).
1 2 3 4
_nt_c_p_t_ _nhc__nt_r _st_m_t_ pr__r t_s_
frs _ fc m__sr_ rdc_
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Use these verbs to label the four groups in exercise B as appropriate.

P\Eéﬂeet Manage Predict

Match the following sentence halves.

1 Ifthe allegations against the CEO a) you never take a risk.
prove to be well-founded,

2 With such a provocative advertising b) at the risk of being repetitive.
campaign,

3 You can’t hope to be successfulin ¢) you risk losing your no-claims bonus.
business if

4 | will say again that your complaint d) vyou should know you are doing so at
is unjustified, your own risk.

5 If you play the stock market, e) the future of the company is at risk.

6 Try not to make a claim on f) we run the risk of alienating our more
your insurance policy this year, conservative customers.
otherwise

Look at the graph, which shows sales of soft drinks produced by Kanko.
Then underline the correct adverbs (1-10) in the text.

[

sales

) F M A M ] J A ) 0 N D
1st quarter 2nd quarter 3rd quarter 4th quarter

As you can see from the graph, it has been a rather/reasonably* disappointing year for
Kanko overall. However, the first quarter was fully/exceptionally’ good, as sales of our new
soft drink N-Ergy rose steadily/dramatically’.

Unfortunately, owing to unexpected production problems, sales fell sharply/steadily’
throughout the second quarter. They then rose exceptionally/sharply’ until the end of J uly.
The rest of the summer was badly/slightly® less successful, and sales did not pick up again
until the first half of September. We were then fairly/severely’ confident that we had the
situation under control, but sales just levelled off throughout the next two months.
Subsequent problems at our Norwich subsidiary, however, meant that sales began to drop
dramatically/gradually®, and there are no signs of a possible recovery at present. It appears
that we had moderately/badly’ misjudged the seriousness of the situation at Norwich, and
that we were not fully/fairly' prepared to handle such a crisis.
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‘I_.-inl(ing ideas

B Complete each of the following sentences in such a way that it means the

same as the sentence printed before it.

1 There has been a steady rise in sales since last winter.
Sales.............. have risen steadily since last winfer

2 The overall position shows a gradual increase in profit.
The overall position shows that profitwill ... .

3  They expected a dramatic increase in sales with the introduction of their new soft drink.
They expected sales.......coovviviiiiiiiiiii

4 There was a significant growth in turnover, reflecting the group’s rapid expansion
over the last year.

TUIMNOVET et et ;
5 INO, the Swedish financial group, has announced a sharp rise in net profits to
€1.14bn.
INO, the Swedish financial group, has announced that........................oon, .
6  Among electronics, there was a slight fall in microchip shares.
AmMoNg electronics, ... ..o.veiei i

Study the following examples:

1  Besides organised crime and corruption, terrorism is also a grave cause of concern
among executives.

2 The company is losing direction. Furthermore, its core products are losing appeal.

Sophisticated fraud as well as corruption and organised crime are seen as the
driving factors behind the increase in risks.

4  Their financial situation is precarious. Moreover, there has been recent bad press
about poor working conditions in their overseas factories.

5  There are financial risks involved in addition to legal and operational ones.

Cross out the two explanations which are not correct:
The words in jtalics are used to

a) reinforce an idea, add information.

b) contrastideas.

c) express the cause of something, the reason for something.

Note: furthermore and moreover are formal words; they often occur at the beginning
of a sentence.

Match the following items. Notice how the linkers are used.

1 We need executives who can a)  inaddition to a reduction in all our
manage strategic risks properly prices.

2 There are still very few b) Furthermore, we need to protect
investment opportunities in the ourselves against negative changes in
region. customer demand.

3 Inordertoincrease our market ¢)  Moreover, the government appears to
share, we are considering a cut in have the situation firmly under control.

our profit margin

4  What we need to do is always get d) aswell as maintain good channels
up-to-date information about the of communication between the key
risks we face players in our company.

5 Increased competition is a threatto \ e} in addition to being able to take
the survival of our company. decisive action whenever necessary.

6 Itis clear that the risk of civil war f)  Besides, a political crisis is looming.
has decreased.
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Read this short text about health and safety in the workplace.

in most of the lines 1-10 there is one extra word which does not fit. Some lines, however,
are correct.

If a line is correct, put a tick (v/) on the appropriate line.

If there is an extra word in the line, write that word in the space provided.

Implementing a systematic approach to workplace safety will require 1 ... ... / _________

; for a cultural change in many organizations and within the safety 2 . fgff_ _______

‘i profession. All organizations they need to nurture a ‘safety culture’. 3 s

Company policy and workstation practice must dictate that safety L oo

;r never takes in a back seat to other interests. No one should R —

4 be tolerate a potentially disabling or life-threatening risk in the 6
ke name of cost-cutting, productivity or any other a priority. AT

Safety and health considerations must be with an integral part of the 8

operating policies of every organization. The consequences are too 9

expensive when the health and safety are seen as secondary. 10

Describing n Jeff Smithson, Staff Restaurant Manager at Kenko, talks to Paula, his
events assistant. Put the lines of the conversation in the correct order.

.l"
(=Y

........ Paula: | hear someone had a nasty fall in the staff restaurant at lunch time.

........ A broken elbow, as well as a minor head injury. At least that’s what
Mary Dawson diagnosed. She called an ambulance straight away.

I Apparently, one of our attendants had spilt some oil, and was about to
4 clean up, but too late.

s Jim Perry from Accounts?
Near the salad bar? But how did it happen?
........ Oh dear. Poor Jim! Is he badly hurt?

S Oh yeah. She’s got a first-aid certificate, hasn’t she? It’s really good to
have someone like her around.

........ Pretty nasty, yes. You know Jim, don’t you?
........ That’s right, yes. Well, he slipped somewhere near the salad bar.

10 Jeff:  Absolutely. We need people like her. Besides, we must also make sure
canteen users are properly warned of wet or greasy surfaces.

E Use the information in exercise D to write Jeff Smithson’s e-mail to the
Human Resources Manager. Give details of Jim’s accident (When/where/
how did it happen? Who is Mary Dawson? What did she do?)

From: JSmithson@kanko.co.uk

To: MTPratt@kanko.co.uk
Subject: Accident in restaurant - Jim Perry
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u In the grid below, 11 words connected with management qualities or styles

s are hidden horizontally or verticatly. One has been found for you.

= Find 10 more.

S | |

& 51 |R|E|c|T[1|V][E3T|1]C

3 E|R|A|M|[I|[S|T|E|R[O|[M|E

= cla|R[P|1|A|H|D|F|V|P|N
I|T|s|Oo|C|I|A|B|L|E|I1]|T
S|I|P|W|A|T|V|O|E|S|S|R
I1|O|G|E|R|A|O|R|X|U|T] A
VIN(N/R|I|L|O|G|I |C|A]|L
E|A|[T|I|E|X|U|A|B|E|B]|I
PIL|IA|[N|A|V|P|S|L|O|O]|S
R|IO|R|G|A|[N|I|[S|E|D|L]|I
A{U/T|IO|C|R|A|T|I |C|E
S|IV|E|I|N|S i(R|I|[N|G

B Complete the table with the missing words.
Adjective Opposite Noun form

1) ..sociable ..unsociable . sociability
2) competent | ceeeseasenmen 000 |assimsisiesiiess
;) J U | I loyalty

4) e inconsiderate | .

5) responsible | e

6) decisive | e

Complete each sentence with the most suitable word from exercise B.
1 Markis not....‘.’.’).f.?..@.i.‘.’.l?.l.ﬁ..., he just doesn’t like hanging out in pubs after work.
2 He didn’t know his job at all. The tasks were obviously not within his......................

3 Employees are free to look for, and accept, new jobs, but they must remain
..................... to their employers during the remainder of employment.

4 If Ryanair planes don’t have reclining seats, itis notoutof .................... for long-
legged customers, but to keep maintenance costs down.

5 ltisextremely.......co.cooceenn. to accuse a country of being the source of cyber
attacks prior to any serious investigation. The consequences could be disastrous.

6 What do you mean, ‘Maybe yes’? Sometimes | wish you were more ..................... !
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REVIEW

Text reference

fact, research on parenting provides
VEIY ceeieemnneieninnn * results,
and there seems to be a theory to
..................... 3 every opinion. In
the oo ¢ though, the
majority of parents work things out
for themselves through a process of
trial and .......oooooiinnns B
But what about leadership?
Different styles have been identified:
democratic, coercive, coaching,
authoritative, pacesetting, etc. A
‘coercive’ leader, for instance, would

Although b)-
photo b) picture
imagine b) criticise
contradictory b) antagonistic
adopt b) suit

final b) summary
failure b) fault
Whether b) As

gut b) liver

n Complete each space in the article with the best word (a, b, c or d).

£CTIVE LEADERSHIP

expect you to do as you were told,
whereas a ‘coaching’ one might
simply make a suggestion.
..................... 8 one is talking about
parenting or leadership, the trick is of
course to know which style to adopt
when, and unfortunately research is
not very useful in this respect.

So it seems that for both parents and
leaders, it is back to trial and error

and ..., ® instinct.

¢) But d) Despite
c) scene d) sketch

¢) think d) wonder

¢) consistent d) anticipated
¢) adapt d) change

¢} conclusion d) end

¢) error d) mistake
o If d) Since

¢) stomach d) heart

“ Complete the sentences with words or phrases from the box. Use each
item only once.

‘ it the latter theone their theirs then there they this

1 Pete knew he’d be late for the meeting. But he eventually got....@! ere. .., -justto

findout........ooevvivinees had been cancelled!

2 She wasn’t sure whether to do her MBA at Burlington College or Durham Business

School. Eventually she went for

3  We want to allow our staff to do the job

4 |f staff want to order a new PC, they can select
manager to review it, and then send off the order to the supplier.

..... , as it has a distance learning option.

............... are paid to do. We’re doing
by using technology to take the administration out of people’s jobs.

..................... they like online, get

5 She became Commercial Manager only last September, but she already knew

that she would be able to initiate some sweeping changes.

6 Our company seems too attached to traditional values, whereas..................... has

always been innovative and forward looking.
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B Indicate what the words in italics refer to in these two articles, as in the

example.

1

Many are desperate for
managers/with international experience. Is it possible
that are ignoring the potential within their? own
ranks?

Women in the United States account for 49 per cent of
middle management ranks from which® expatriates are
typically chosen. But they' make up only 13 per cent of
US managers sent abroad.

A US organisation that seeks to promote women in
business decided to study the question®. Its® report,
published this week, says women are being held back
by preconceptions about their’ willingness to travel and
about how other nationalities will react to them®.

2

“Our firm runs leadership training courses for global
companies and advises them' on how to develop their®
executives’, says Liz Cooper, a managing consultant at a
leading recruitment and management consultancy. ‘For
example, if someone is not particularly good socially,
we? would encourage the company to put them* into
roles where they® are forced to work with people until
they’ get better at i’ and so on.’

The answer to whether leaders are born or made is
probably as elusive as the secret of happiness. But that®
does not stop companies or their” employees trying to
find ir'®.

FT

u Complete each sentence with the best linker.

Linking ideas .

Our manager never shows any understanding if we let the work get on top of us and never
encourages us. ....C.‘?.*f\.f.? venTly;. . we don’t rate him very highly as a manager.
a) Inaddition b) Since ¢) (Consequently

2 Sales have been going down foroverayear,................... a new policy is urgently
required.
a) as b) although ¢ so

3 Many staff were unhappy with the way they were being managed.

..................... , they were sent a questionnaire inviting them to assess their

managers.

a) Asaresult

b) Owingto ¢) Besides

4 The different management styles within the team blended really well.
..................... , the project was completed to everybody’s satisfaction.

a) Therefore b) Dueto ¢) Whereas

L N TTUTUPOTRUPI the project manager was off sick, there was little chance of achieving
much that week.
a) Consequently b) As ¢) Inaddition

6 The staff’s high morale is

a) therefore

..................... the manager’s empowering style.

b) dueto ¢) owingto

B Cross out the two incorrect explanations.

The six correct linkers in exercise A are used to

a) reinforce an idea, add information.

b) contrastideas.

¢) express the cause or the result of something.
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E Read the letter of enquiry below and cross out the one sentence which
Letter® 4 does not fitin.
enqulry
TransChem Ltd
Dunakeszi it 127
H-1810 Budapest
Huﬂgary
t I’rim'i[};ll '
\I;J‘rnun Morgan College of Enghsh
¢ £
11 Buct jeuch .'\'.'cuu(.:
i?:lmhurgh EH4 TBG
30 ;\u:_[usl

Dear Madam or Sir,

company is one of the leading suppliers of speciality chemicals to a wide range of industries in Eastern
ur 3

(0]

| Central Europe where we have 12 branches. We therefore employ staff of many different nationalities.
an ’

With a view to increasing the efficiency of our operations, we wish to send a group of middle managers on
executive language courses in the UK. We would like our staff not only to improve their communication
<kills, but also to further their knowledge of the kind of English needed in management and in the

chemical industry.

One of our business colleagues has recommended your college as one of the best. Could you please let us
have [ull details of your executive courses, such as term dates, fees and accommodation with host families.
Good management looks after its existing clientele superbly and goes after markets offering the largest

sales. Any other relevant details would be appreciated.

As we envisage sending 10 to 15 managers a year, we will naturally be looking for competitive offers and a
lasting business relationship.

We look forward to your reply.

Yours faithfully,
Jetotefee

Fekete Ferenc

Hungary Manager

n Now write a suitable reply.
® thank TransChem for their enquiry, and express interest

® briefly introduce the Vernon Morgan College of English (founded 20 years ago / high
quality tailor-made language training for executives / etc.)

* mention the trainers and consultants (highly qualified / enthusiastic and professional
/ experienced in the field / etc.) and mention clients (AGROCHEM in Milan and
Petrosur in Valencia)

* mention social programme (opportunity to mix with local business people)
* referto enclosed prospectus

* offer 20% discount on course fees for first group (12% on subsequent groups —
minimum of 10)

® close on an encouraging and optimistic note
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| VOCABULARY Make the following adjectives negative by adding the correct prefix.
g Mind your spelling!
2 1 M polite 6 ... SN experienced
B 2 e relevant 7 csmmaaminisess imaginative
U 3 anseisrsesranes tolerant 8  uucssmumseie enthusiastic
g b8 gocasesmsesssa mature 9 s practical
; L R legible 10 i efficient

Which two adjectives cannot be used to describe someone’s character?

B In each group, cross out the word which does not begin with a prefix.

1 a) discontinue b) disincentive ¢) distinguished
2 a) miserable b) mismanagement ¢} misinform

3 a) biased b) bimonthly ¢) bilingual

4 a) reconnect b) renowned ¢) realign

5 a) prearranged b) premium ¢) prepaid

6 a) irrational b) irreversible c) irritable

Complete the sentences with the appropriate words remaining in exercise B.

1 Mr Mozilo pointed out that the sales were part of a...Pf.84 ?’.5.'9.’.‘:.9?.4.,. programme,
and not the result of week-to-week decisions that he made himself.

2 Executives who fail to meet the aspirations of their employees can be accused of

4 The move towards the creation of a shared visionis..................... and lies at the
heart of a people-centred strategy.

5 There will be some drastic changes in the way our company is organised. For example,
we're g0ingto........ooiveninnnn all our marketing and sales activities.

6 Our project manager wants us to submit a detailed..................... progress report. |
don’t really understand why we have to write reports so frequently.

n Correct any sentences in which the phrases in italics are in the wrong order.

hard and fast
1 At the moment we have no fast-and-heard information about the reorganisation of
Human Resources.

JOCABULARY +

1

Fixed phrases

All negotiations typically involve a certain amount of take and give.
Many people believe that wining and dining helps strengthen a team.
It was still a bit go and touch whether they would push ahead with the plan.

The pros and cons of a thorough reorganisation have been discussed at length.

N W N

By and large, news of the reorganisation of the department was welcomed by the staff.
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ﬂ Complete the sentences with the correct phrase from the box.

trial and error supply and demand
rules and regulations stocks and shares
peace and quiet huste-and-buste

The participants will enjoy the ..................... of the countryside after a hectic week.

This new economic theory proposes that the laws of ..................... are obsolete.
Some of the best teams are built after a painful processof ......................

More and more people invest their savingsin......................

N v B~ W N

The fact that he introduced so many..................... upon his appointment did not
make him very popular with staff.

n Choose the best way to complete the exchanges below.

1 A: The people in Accounts often say they can’t work well together.

Modal perfect

B: Well, we had a one-week seminar on team building last May. Maybe they
a) had to attend it.
b) must have attended it.
@ should have attended it.

2 A: ltis a pity Ron and Ken were always trying to settle their own personal
disagreements.

B: lagree. | don’t think the trainer
a) may
b) should have spent so much time on such private matters.
¢) must
3 A: Bythe end of the seminar some people were still too shy to talk.
B: | noticed that, too. The trainer
I a) must have encouraged
f: b) had to encourage everyone to express themselves.
‘ ¢) might have encouraged
4 A: |particularly like the fact that we immediately had a clear sense of direction.
B: Yeah. But | thought the overall objective
a) could
b) must have been clearer.
c) will

5 A: One thing | wasn’t too pleased about is how the trainer handled the argument
about overtime.

B: Mm. How do you think she
a) should have dealt
b) had to deal with that?

¢) must have dealt

33
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.

. WRITING
Linking ideas

B Complete these sentences in the best way.

1

1

a) Paul must have left the office early —){1) his briefcase is still here,
b) Paul can’t have left the office early £ ~2) | can’t find him anywhere.
a) Ron can't have finished his report— 1) he’s already working on another project,

b) Ron must have finished his report— 2) he only started this morning.

a) You can’t have deleted that file - 1) | have searched all the directories.
b) You might have deleted that file - 2) all the files on this drive are read-only.
a) Sueand Ken must have hadarow~ 1) they hardly talk to each other any more,

b) SueandKen mayhave hadarow—  2) but that’s not very likely, is it?

a) It must have been a tough seminar— 1) the trainer looked completely drained.

b) It can’t have been a tough seminar~ 2} the participants were such nice people.

atch these sentence halves.

If possible, do not delay, take a) afteryou have identified its real

action X cause.
2 Once the aims of the session are b) as soon as you sense a conflict.

clear to everyone, ¢) before you meet themall as a
we’ll have finished all the tasks team.
It seems plain common sense to d) by the time the first team settle
fry and solve a conflict only their differences.

5 Tim will plan the next seminar e) do encourage frank and open
tomorrow discussion.

6 It's a good idea to find out who f) while you write the report.

each individual member is

Complete the sentences with the correct items from the box.

causal relations time relations purpose past present future

1
2

We use the five linkers in jtalics in exercise Ato express............co.eeenes

Note that after those linkers, weuse a.........ccceeennnene tense to refer to the

Read Jeff Bagley’s e-mail to the Sales Manager, Ron Fox, about a senior
member of the sales team.

From: Jeff Bagley

To: Ron Fox
Subject: Confidential - Problems with sales staff
Ron,

What's all this fuss about Alan Carter? Every second day | hear someone
complain about him for one reason or another. What’s going on in the sales
team? Could you investigate?

Find out what’s wrong with him. See if you can put him back on track.

Keep me posted.

Jeff
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summarise the notes Ron took during his interviews with his staff to
complete section 1 of the e-mail below.

- ‘Why is he always late for meetings? Wed never get away
with it

- Yust because he has more experience, he thinks our ideas
and suggestions are worth nothing!

- T know my name sounds foreign, but that’s no reason to tell
me to ‘g0 back to where I come from! I'm so depressed 1
want to leave!

- T'm finding it difficult fo work with someone who's so
arrogan‘t'

- ‘A nice chap deep inside. Too direct; though. Some of us
find him rude, even!

- ‘For him sales is a man’s world and that sums it vp!

- Tf I missed half of each meeting like he does, Id have time
to make as many calls as he does!?

- ‘He had the cheek to ask me why I wasn’t at home |ookin9
after the kids!

- ‘He does not propose or suggest - he dictates!

e . From: Ron Fox
= To: Jeff Bagley
' Subject: Complaints about Atan Carter
' Hi Jeff,

I had not realised that the problems with Alan had gone that far.

At your request, | have looked into the matter. First, | talked to his colleagues within the team,
and then | had a long chat with him. Finally, on the basis of the information gathered, | drew
some conclusions.

b 1 Feedback from the team members
The comments made by sales staff revolve around three areas:
a)

2 Feedback from Alan

; Whenll talkgd to Alan, he admitted he was ‘probably not the most tactful person on earth’,
[& especially with female colleagues, but insisted his attitude was mistaken for rudeness.
Té ::c; Tl?:trds his 1§ck of punctuality, he explained he made more calls every day than anyone else,
q Fiﬂaﬂy hlncreasmg sales, not attending meetings, was his priority.
oline i& complained about what he called the ‘aggressiveness and competitiveness’ of the
9 uer sales staff, and said he found it difficult to make himself heard in meetings.
i g)n ﬁ;nocrllusions and recommendations
fj ’@primandz(??nd' .some. of the con?plaints about Alan seem justified. In particular, he was ‘
& asset 1o f or his racist and sexist remarks and jokes. | have no doubt, however, that he is an
2 e department, and extremely committed to our company.

On the other hand
eed to |
| would |

he King

, itis clear that there are problems within the team as a whole and that they
earn to work together more effectively.

ke to recommend that part of our budget be put aside for the whole sales team to attend
of team-building seminar admin staff attended last year.
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Raising finance

Complete each sentence with the best word from the box.

mortgage administration assets wentwre business angel cash
flow grants instalments overdraft stake bankruptcy principal

1 Venture capital is a general term for money that is lent to someone when

they start a business.
Customers not paying bills on time caused a major..................... problem.
Repayment of the loan will beinten..................... at three-month intervals.

Surprisingly, BLT Inc. is selling off its 30% ..................... in Kommerz Bank.

Vi b WN

The manager said it would be a disaster if the club were to be wound up rather than
stayin.......c..co , as the players would go out of contract.

The EU often awards development..................... to its poorer members.
The ..o, is the original amount of a loan, excluding any interest.

We often reached our..................... limit because of cash flow problems.

O 00 N &

Their company has..........cc.....c... of £70 million and liabilities of £40 million.
10 They were in arrears with their..................... , 50 their home was repossessed.

11 Unless the situation improves dramatically, our company will be forced to file
for oo .

12 We offeredthe..................... a 10% share in the profits and a seat on the board
of directors.

B Choose the best word (a, b or ¢) to complete each space in the article.

Sources of finance

What do you need to consider when choosing the source of new business finance?

A key consideration is to strike a balance between ... €qUITY.. . ! and debt to ensure the funding structure suits
the business.

The main differences between borrowed money {debt) and equity are that, with debt, bankers request

prospects decline.
In contrast,..................... % investors take the risk of failure like other shareholders, whilst they will

risk of the company is kept at an optimal level.
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“ Indicate where the missing prepositions belong.

1 a) stake b) equity ¢) capital
2 a) interest b) loan ¢) cash flow
3 a) creditors b) shareholders ¢} bankers
: 4 a) registration b) accreditation ¢) administration
B i 5 a) depends b) deposits ¢ defaults
; 6 a) equity b) stake €) venture
7 a) assets b) profits ¢) funds
8 a) mortgage b) loan ¢) stake
? 9 a) share b) rate ¢) asset
i
i
[
|

1 The markets are suspicious A 2 the system’s lack of transparency a) of

1 and banks have lost some of their influence I8 b corporations. b) over
2 Thereis fierce competition in the growing market high-speed c) for
Internet access.
3 Some executives involved the deal argue that the competition d) in
authorities are intimidated by the complexity the issue. e) of
4 They all agreed that weak management was largely to blame the f) for
downfall the company. g) of

5  Asthe company had thrived rising property prices, so it suffered h) on
when they began to fall.

1 6  Public protests the cost of energy, as well as worries the impact i) about
business and inflation, are forcing governments to think hard j) about
about what their response should be. k) on

B Complete the two texts with the prepositions given in the boxes.

- NEWS DIGEST

:(tlbli Zt\ﬂ §aid .yesterday it had entered ... !.’?T‘?....‘ exclusive One o.f the largest carmakers is cpnsidering permanent
Ker;\-‘-lvlth L.mdcom for the sale. of .Deltelfone. ‘ reductions................en. T list prices.
[I]zll'it‘\:Ffllllll'Ec.l Deltelfone earlier in Jzznuary :u}d said then The proposal 'follows a spate of discounting by sm.aller
"\nu!w,-;:m. .d dlspose. ..................... *the l)qusmess.h rivals and the mtroduct.lon of the government order aimed
\Vhiui{“; h.rl‘y a ﬁ()lalilot: of 49.9 per cent of .th.e business,  ......... B By g opening up the new car r.ngr'ke.t.
ment o 1?1:1 scheduled ..................... * April if an agree- Executwes are studying h9w such a price initiative would
WOuld prog notbe reached..................... + a trade sale, impact............ D 9 its fleet customers, who beneﬁt
,el'Stapre(;? ably have valued Deltelfone at 7-10bn euros. R Rt 10 discounts based on recommended retail
the big used to comment ...........oeeeiinnn > the size of prices. —
he tal;eo . . Agy CUL o ....“ list prices woulfi almost cer-
reate Ver. of Deltelfone by Lindcom would certainly tainly force copycat action by other companies.

| Potential ..................... ¢ rationalisation. Carmakers have until December to comply

..................... 2 the government order on car pricing.

T Te—

of on on at from in in on with J
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Insert the missing preposition in each sentence.

1 Although the traditional approach had its strengths, it became an excuse Afor
avoiding the structural reforms the country needed.

The engineering company KNG first hinted a share buyback last month.

Such buybacks are rarely implemented, although many companies have sought
permission them.

The CEO said the company would concentrate medium-sized acquisitions.

-
:z> KNG’s international division accounts just 23% of sales.

i () — . . .

cC Several governments insisted creating specific safeguard rules allowing them to

& B block Chinese imports.

m

-

| ,OU Match these sentence halves.

i

J ~ 1 Rarely do banks agree a) hadrequested a massive loan.

i' 2 Notonce did he tell them he b) becoming very dependent on lenders.

{ 3 Never before have sa many ¢) takeouta loan if you know you can’t

J people afford the repayments.

1 | 4 Under no circumstances should we d) asked for a loan for cosmetic surgery.

5  Onno account should you e) toarrange loans over the telephone.

At no time in the history of their f)  extend their credit.
company did they end up

B Cross out the two incorrect explanations.
A special word order is used in the six sentences in exercise A in order to

a) express time relations b) add emphasis ¢} sound more informal

Editing Read this short text about European tax havens.

In most of the lines 1-15 there is one axtra word which does not fit. Some lines,
however, are correct.

If a line is correct, put a tick (v') on the appropriate line.

If there is an extra word in the line, write that word in the space provided.

Banks and other financial institutions with offshore bases in low-tax territories have 1

begun writing to their clients for making them aware of a little-publicised European 2

Union savings directive, expected to come into force in July. [ R,
Under the directive, financial institutions and in EU member states will be required 4 aimeniaan witi
to hand over to the relevant tax authority an information about savings income D s ap i N
received by EU individuals not resident in the country where the account is held. 6 ssisavismas s
The information will be handed to the tax authority where the account of holder is 7 waemisnvesvsages
resident even so that it can be compared with what has been declared on their 8 i
domestic tax returns. 9 mivensasessane
Payments affected include interest on bonds, savings of certificates, term deposits, 10smaszmima
current accounts and savings accounts. Other types of income, including company B
dividends, pensions and rents are not considered to be the savings income. 12 Lo
The Inland Revenue says the directive — which may only applies to individuals and 13 s
not companies and most trusts — will have any little impact on those who 14 ccinessmmieoosis ‘
legitimately declare their savings income received outside the UK. 15 sessivaaadaimg

FT
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with the correct form of a verb from the box.

| arrange assume have make fesret remind

Complete each space in this fax requesting payment of an overdue invoice

Adria Wines

10 Trg Nikole Tesle
81 000 Podgorica
Montenegro

FACSIMILE NUMBER: ++381 81 642 254

Message for: Ghistain Debacker, Vins & Liqueurs
Address: 147 rue d’Assaut - 1040 Brussels - Belgium
Fax number: +322 689 98675

From: Zoran Lekic, Adria Wines

Date: 30 November

Number of pages including this page: TWO

Dear Mr Debacker,

Could you please .........ocoeeennins 3 for paymenttobe ... ° within a week.

Yours sincerely,

- // y .
=7 -’,/%/gg,.i

_‘_/' =
&7

Z.Lekic,
Credit Controller

PAGE 1 OF 2

Invoice no. GDB\OO\06
Customer no. GDB-75
Date | October

Item: No: Units: Price per unit: Total:
Vranac Quality Red Wine PG-34A 200 €4 €800
Krstac Superior White Wine PG-K55 100 €35 €350

Grand Total: €1,150
PAGE 2 OF 2

B Use the following notes to write Mr Debacker’s reply to Mr Lekic.
o acknowledge receipt of fax
¢ orderincomplete (only the white has arrived)
o waiting for rest of delivery
e full payment as soon as all goods are received

o prompt delivery essential as end of the year is approaching
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: . VOCABULARY “ Choose the best word (a, b, ¢ or d) to complete each space in the article.

CUSTOMER SERVICE

The way a company approaches customer service is one of the most important factors in
determining its future success or failure.

No matter what a company does, it is always in the business of ... Pf© .\./!.d..'.’lﬁ .
customer service. If you take a look at companies that are not doing well or have gone
..................... ?, one of their common features is their inability to deliver reliable and
efficient customer service. All successful companies, on the other hand, understand and
deliver what their customers want and strongly believe in the value of customer service

training for management and ..................... * employees.

Companies which fail to view customer service training as an .................... 4 are
likely to remain in business only if they manage to keep a large number of first-time
consumers. Moreover, they will probably end up losing market..................... 5 and
experiencing a..................... ¢ in profits unless they keep introducing new products
and spending massively ..................... 7 advertising.

Successful companies, however, are the ones which have grasped that in today’s
extremely competitive marketplace, being good is just not good enough anymore.
Customers have become much more ..................... ¥ and expect nothing less than
..................... in customer service.

One of the keys to success is for a company to develop efficient means of
communication between management and employees. This invariably has a direct
positive effect on the customer. As a matter of fact, a company which is good to work

for is usually one which is good to..................... ' business with.
1 a) b) giving ¢) selling d) caring
2 a) away b) over ¢) under d) across
3 a) shopfloor b) foreground ¢) front-line d) workshop
4 a) earning b) expenditure ¢) interest d) investment
5 a) share b) demand ¢) niche d) place
6 a) rise b) drop c) level d) plateau
7 a) in b) for c) over d) on
8 a) awkward b) requested ¢) complex d) demanding
9 a) excellence b) goodness ¢) quality d) expertise
10 a) deal b) do ¢) make d) work

B Replace the parts in italics with the correct form of an idiomatic expression
from the box.

tostipsomebody’smind  (to be) the last straw  to get to the bottom of the problem

to get straight to the point  to pass the buck to rip somebody off
to go the extra mile to talk at cross purposes

1 lintended to tell the manager a tot of customers had complained, but she was in a
hurry and / completely forgot................... it siipp d)/’V”ﬂd .............

2 Ifyou are dissatisfied with their service, don’t hesitate, talk about it directly and
tell them what sort of compensation you expect.
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When we are sure we are to blame for a problem, our policy is never to avoid
FSPONSIDIlILY. ...

Avoid the Regency Hotel. They have a reputation for charging far too much.

It is not enough just to compensate customers when their complaints are justified.
We have to find the real cause of the problem to make sure it doesn’t happen again.

Not only did they refuse to admit that the video | had bought wasn’t working properly,
but they also refused to give me a replacement. That was the last in a series of
UNPleasant @Vemtsl . .. ....c.c..ciiiiiiiii

| wanted a refund and they kept offering me a replacement. We were obviously
misunderstanding each other. ..............c.c.ooe covviieiiiieinnn.

Pilots have reacted in the right way by once again making a special extra effort to
solve problems and extend their working duties to maximum legal limits in order to
minimise the suffering of CUSEOMErS. ......vviriiiii

Complete the sentences with a gerund from the box.

I working taking letting being ignoring tstenirng

1

[+

After iiff@ﬁsﬁﬁ... to the customer’s complaint, we try to suggest a number

of solutions.

She had mentioned ..................... as a customer care supervisor before.

They brazenly admitted ..................... all complaints.

We make a pointofnot..................... the customer off the line until the query

is fully resolved.

We know that..................... patient and polite always makes a good impression.
Increasing production may mean .........c.c..o.eeene on extra staff at the weekend.

Complete each sentence so that it means the same as the sentence just
before it. Use a gerund each time.

1

You won’t go very far if you don’t deal with your customers’ complaints.
N - J B
You Won’t go Very far W|thout dea!!ﬂg Wlfh .yDUf' CUSTDME#’S COMP!amff

We spend a lot of money on training, and that’s perfectly alright.

We dont MInd ...t

One thing they complained about all the time was our prices.

They NeVEr CRASEM .. . .ooe i et e
They said they didn’t overcharge us.

They denied ........oooiiieii i .

| don’t think it’s a good idea to promise too much to the customer.

I think we should aVoid ......oooei i i
I'm sorry | didn’t take the customer feedback seriously enough.

IS4 1 PP PRI .

In which of the six sentences above could an infinitive be used instead ofa
gerund?
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UNIT 10 »> CUSTOMER SERVICE

Circle the correct form(s) of the verb in the text.

NEWS DIGEST

At Deltelfone, staff are encouraged pus // putting' themselves in the customer’s
shoes and find a solution instead of opr / to opt / opting® for an easy way out.

As a cellphone service provider, Deltelfone endeavours provide / o provide ! providing®
its customers with the highest level of service.

Miguel Fernandez, customer services director of the company, says the first priotity
is ensure / to ensure / ensuring® that customers receive their bilis on time and that the A
accounts are accurate. Most people prefer structure / to structure / structuring® their #
monthly bill payments, and if bills are late it can inconvenience them, Fernandez says. '

Bill / To bill / Billing® on time requires have / to have [ having’ the appropriate
technology in place. Deltelfone interacts with its customers through its franchised dealer
network and through its own call centre.

.. N Read this short text about demanding customers.
Editing

In most of the lines 1-14 there is one extra word which does not fit. Some lines,
however, are correct.
If a line is correct, put a tick () in the space provided.

If there is an extra word in the line, write that word in the space.

Demanding customers are certainly not new. What is new is their

increasing numbers. )

It can be argued that, to a large extent, it is the explosion in the 1 seasucrn AT
number of people using the Internet which has been a primarily 2w Chanatsis
responsible for increased customer frustration. It seems that if the C LR —
speed of the Internet, and the number of cell phones, websites, and 4 cosnnimmwt etz
50 on and have increased customer expectations, And when their 5 treommmdisiiin
expectations are not met, customers become quite demanding, 6 ovsmeessimpmsmesams
What do customers will expect? Customers expect e-mails to be 7 T !
answered in a matter of hours, not for days. Very often, they B i
expect to be able to find the answers to their questions on a O npennireseias ivanis
company websites. Moreover, they must also expect to be able ro 10z

talk to a live customer service rep or when they want to, and 11 ..

generally would like their problems to be resolved as quickly. 12 cvsanansian
One thing it is certain: comparties that want to survive in the future 13 ... N
will have to address these issues quickly. 1 cmvasmsammmsionn ;

Letters of B Unscramble the sentences and re-order them to make two different letters
complaint of complaint. Write the sentence numbers in the table.

1 As a matter of fact, the above invoice was settled on 10 October, i.e., exactly five days
after our order had been received.

2 Asaresult, | will have to consider changing my supplier unless you can guarantee
that such errors will not happen again in the future.

3 Asusual, we paid by bank transfer.
4 Every time, those errors have had an adverse effect on our production schedules.

Further to our telephone call this morning, | am writing to complain about a number
of items which are either missing or faulty in the above order.
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[+

I am sorry to have to remind you that this is the third time we have had occasion
to complain of such mistakes.

-~

Please find enclosed a detailed list of both missing and faulty items.

o

We enclose a copy of a statement from our bank confirming that payment was
indeed made.

9 | hope you will take the necessary action to resolve this matter speedily.
10 We would advise you to check your records carefully.

11 With reference to your reminder of 1 December, it seems to us that an error has

been made.

TYPE OF LETTER

Complaint about |5 7
delivery:

Reply to a n
reminder to pay:

Complete this reply to the complaint about delivery in exercise B.

BEEBOP FOOTWEAR -Wholesale & Retail

The Golden Boot Koningsstraat 53
23 Birchington Road 1020 Brussels
Chelmsford

Essex CM4 5FG
23 May
Dear Mr Hopkins,

‘We were very sorry to receive your letter complaining 002Ul 1 adamaged and incomplete
consignment, order ref. 20G/FF/103.

replacements and missing items to be shipped to you.

You will also be pleased to hear that, under the circumstances, we have decided to offer you a 6%
discount instead of the 4% formerly agreed.

Please accept our apologies..........co.oveeees * the inconvenience caused, and rest assured that we will do
our utmost to ensure that such mistakes do not occur again..................... 3 the future.
We look forward ...........u b doing business «..voveveriviviiinnes 7 you again.

Yours sincerely,

Cﬁij

Frans Vierstraete,
Sales Director

n Write a reply to the second letter in exercise B.

Use a similar structure as in the letter above: apologise for the mistake, explain how
it happened, explain what you have done or intend to do to put the mistake right,
apologise again and end on a positive note.
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%8 Crisis management

“ Use the clues to complete the crossword puzzie.

Across

1 first!” is our motto. We've always believed that prevention is better
than cure. (6)

2 Take.....................IThose steps are slippery.” (4)

3 Weneedtoworkoutan.................... plan to ensure the crisis does not happen
again. (6)

4  When you deal with a crisis, youneed to..................... responsibility where
necessary and appropriate. (4)

5 Minimising the negative effects of a crisisisknownas..................... limitation. (6)

7 Following the disaster, the company suffereda..................... of confidence in its
products. (4)

9 We immediately issued a press..................... to inform the public. (7)

10 During the crisis, we kept our customers up to date with a regular..................... of

information. (4)

Down

1 How quickly a company reacts to a crisis is known as its.................. of respanse. (5)
2 A plan is a backup strategy. (11)
3 An of liability is an acceptance of respansibility in a crisis. (9)
6 Assoon as the crisis arose, the manager spoke tothe mediaata.....................

conference. (5)

8 Therisk of being taken to court is the threatof ..................... action. (5)

1 2

3
4
5
6
7 8
9
10




UNIT 11 »» CRISIS MANAGEMENT

B Complete the noun phrases with a word from box A if the first part is
missing, and with a word from box B if the second part is missing.

A B
decision interest action leader
effeets percentage crisis managers
fear range expertise proeedures
stress

1 Airportand airline Safety Managers are usually aware of the advantages of having
well prepared emergency...PEQ.GES vres. . !to minimise both the social and
financial ...?ff..e..%,i.b.... of an accident should one ever occur.

2 One wrong decision, even a small one, of a business..................... ’ could be the
cause of a serious business ..................... * . Itis therefore not surprising that the
..................... ® of making mistakes is one of the most important .....................
¢ factors for executives.

3 ltisinthe.................... " of every company to deal with stress as effectively as
possible. In companies where stress is ignored, there tends to be a relatively high
..................... ® of employees being ‘off sick’.

4 In a crisis management team, each member mustbea..................... ’ makerin
their area of ..................... ' They must also be able to cope with conflicting

: information, make meaningful recommendations, and develop appropriate

11
CoUrseS Of ..oooveniineicnn. .

| 5  According to a recent survey, the majority of ..................... ' are not suitably
prepared to respondtoawide..................... ’ of problems.

“ Rewrite the following as conditional sentences.

1 Our fire alarms are serviced regularly, so we don’t have problems with the Safety
Department.

Condltlonas

3 They never listened to their customers’ comments and suggestions, so they
weren’t able to improve their services.
I EREY <o e .

4 We have an excellent safety record because we have got rid of all our older
machines.

5  We invested so much in safety equipment that the number of shopfloor injuries
dropped by half.
W e e .

6 They didn’t have a contingency plan, so they were unable to act.
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T

-

Linking ideas

E Complete these sentences with the most appropriate word or phrase from

the box.

| however much no matter otherwise unless whatever Whefhe%ef—ﬁ-&t‘]

1 . Whether or not you personally believe a constant flow of information is
important, that’s what both your customers and shareholders expect.

2 how hard we try, | fear the public won’t regain confidence in our
products.

3 We need toworkoutanactionplan,..................... we’ll be in trouble if a crisis
arises.

4 They will get in trouble with the Safety Department..................... they service

their fire alarms.
S aauoonon e the future holds, let’s continue fo invest in safety training.

6 Of course we are in favour of safety training. But you should know that
..................... you invest in safety training, accidents wilt happen.

Complete the text with the appropriate linkers from the box.

Lsecondly rneverthetess asaresult finally even firstly even thirdly vyet

Much has been wriiten about safety at work, Nevertheless 1, it still often
remains an area of employment where the attitude taken is that ‘accidents happen to
others’. ......cocoeeiinin. * there are many good reasons to suggest that much more
attention should be paid to health and safety issues.

..................... 3, far too many employees are killed or injured each year as a direct
result of their work.

..................... #, managers can be prosecuted, fined, or.................... % jailed if it is
found that they do not provide adequate safety standards.

..................... ¢, any employee who suffers injury or ill health caused by or at work
can make claims against the employer for negligence...................... 7, additional costs
may be incurred because of sick pay, lost production, etc.

..................... 8, companies with poor safety records soon have their reputation
damaged with customers, shareholders, and ..................... ? the local community.

Read the text below about handling a crisis.

In each line 1 — 11 there is one wrong word.

For each line, underline the wrong word in the text and write the correct word in the
space provided.

The best thing you can do when you have a crisis on your hands
Is to remain as responsive as possible and cooperate fully with

the authorities. If you are not complete sure what you are 1 &8 mPief“"’ly
talking about, resisting the temptation to give out information R
just for the sake of seeming cooperatively. Make sure you have 3 iR
facts to deliver, and not just a vacuum to feel. Lo,
Always remember to [ocus on the people affect by the crisis. If 5 s
there are victims, theirs families will need to be informed, 6 e
comforted and looked after. Money might needed to be made [T
available to solve urgent issue. 8 RN
If you do not deal adequately over the provision of information or 9 ..evvvvvviviviinnanns
the people affected by the crisis, your company reputation might 10 s
have seriously or even fatally damaged. 11 e



: ' UNIT11 »> CRISIS MANAGEMENT

Put the sentences in the body of the letter in the correct order.

| Paul Gower’'s Advertising Agency 23 Alexandra Road
Bourmemouth BH4 7NB

20 September

| ATMOS Air-Conditioning Equipment
12 Yarmouth Gardens

Stevenage SG2 5LK

Dear Sirs,

[:J Although the surveyors have not produced their final report yet, they seemed positive that the
fire was caused by a faulty component rather than by careless installation.

| D In our interest as well as in yours, we recommend that you have all indoor units in that series
] thoroughly inspected, starting with ours.

D The fire spread quickly, causing extensive damage to one of our offices,

l:l We are writing in connection with the Delux Cool & Heat-4000 air-conditioning system we
purchased on 5 September and which was installed by one of your engineers two days later.

We look forward to hearing from you.

|:| We would also be grateful if you could supply a replacement unit as soon a possible.

|:| Yesterday evening, one of the indoor units caught fire.

Yours faithfully,

T Edgon

Fred Edgerton

u Use the following notes to write the reply from ATMOS to the advertising
agency.
® express sympathy
¢ many Delux Cool & Heat-4000 sold and installed over the past three years / never a
single. complaint
* suggest operating instructions were not followed

* promise to deliver a replacement and send an engineer

e end on a positive note
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Mergers & acquisitions

LB Y u Complete the newspaper extracts with the verbs from the box.

!taken sold setup rejected launched approved

1 Astellas, the Japanese pharmaceuticals company, on Monday .....................
a hostile bid for OSI Pharmaceuticals of the US, offering $3.5bn in a deal
designed to expand its US presence and activities in oncology.

MIOM IOVNONVT

2 Banks such as HSBC and Ta Chong Bank, which private equity firm Carlyle has
..................... a stake in, are both planning to expand their branch networks in
Taiwan.

3 InFebruary, Shell..................... a $12bn joint venture with Cosan of Brazil to
produce and distribute ethanol and sugar.

4 In September 2009, the China Securities Regulatory Commission
..................... the merger of the three groups, a move that created the
country’s second-largest steelmaker.

5 Macarthur Coal, the Australian group, last week ..................... US Peabody
Energy’s initial A$3.3bn bid as inadequate, saying it would go ahead with a
number of deals it struck last December with another group.

6 The owners of Gatwick have ..................... another stake in the airport,
this time to the Abu Dhabi Investment Authority, one of the world’s leading
sovereign wealth funds.

E Complete each space in the article with the best word (g, b, ¢ or d).

STRATEGIC ALLIANCES

As companies try to extend their reach, share risks or reduce costs, many of them decide
to form strategic alliances. Considering that such alliances often fail, one may wonder
whether this is due in part to a poor understanding of the management fk‘l 5.
required to make them work.

According to a recent report, alliance managers have to be impartial. They must not

be fiercely ..........cocenil! 2 t0 ONE COMPANY OF 1\ 'vveveennennannss 3 . They must be able
to tolerate different ways of doing things, and they also need to be willing to take
..................... * and let things happen.

The report points out that the challenges..................... > by alliances are different
from mergers because they are temporary, involve ..................... ¢ ownership and

have fewer formal structures and little hierarchy.
Furthermore, many alliances are between past or present competitors, so it is crucial

tobuild...........oeninild 7. Accessibility, face-to-face contact and personal example are
needed, and there is no place for..................... & agendas.
It is also vital to know how to developa..................... ? of employees, both

specialists and managers, who are capable of working in various complex yet temporary

alignments. This, according to the report, will become a key source of competitive
10



a) expert b) ¢) science d) capability

; a) committed b) determined  ¢) indebted d) destined
3 a) mark b) name ¢) make d) brand

4 a) risks b) stakes ¢) shares d) levels

5 a) resulted b) posed ¢) made d) caused

¢ a) divided b) joined ¢) shared d) split

7 a) profit b) energy ¢ trust d) venture
g8 a) concealed b) invisible ¢) disguised d) hidden

9 a) cadre b) batch c) frame d) party

10 a) gain b) force ¢) advantage d) value

n put the following predictions on a cline, from the least to the most certain
to happen.

2
3
4
5

GBG Holdings definitely won’t set up a joint venture with SVC Bank.
If the situation further deteriorates, there might be a market crash.
Pegasus Airways isn’t likely to sell its stake in Basead.

Their recent acquisition is bound to lift share prices.

I think the new CEO will probably clash with the directors over business strategy.

00% sure 1 100% sure

=

won’t happen

# | will happen

Complete the second sentence in each pair so that it means about the

same as the first sentence. Use between three and five words, including
the word given.

i

There’s a good chance that Karsten will benefit from the merger with SOC.
praobably
Karsten.......cocoveennnn. from the merger with SOC.

The merger will not take place.
chance
There’s ..oovevvievneeenn. taking place.

Their quarterly results will worry shareholders.

bound

Their quarterly results..................... shareholders.

I'm sure the number of acquisitions won’t increase significantly.
definitely

The number of acquisitions.................eoee significantly.

Soribel witl most probably become the dominant partner in the merger.
certain
Soribel.....oooieiienn. the dominant partner in the merger.

| don’t think Komerziaina Banka will make a bid.
doubt
..................... Komerzialna Banka will make a bid.

Barclays said it most probably wouldn’t bid for an investment bank.
unlikely
Barclays said it was highly ..................... for an investment bank.

UNIT 12 »» MERGERS AND ACQUISITIONS
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UNIT 12 »» MERGERS AND ACQUISITIONS

“ Read this short text about mergers.

Edltmg In most of the lines 1-14 there is one extra word which does not fit. Some lines,
however, are correct.

S

If a line is correct, put a tick (v) on the appropriate line.

If there is an extra word in the line, write that word in the space provided.

Why do so many mergers fail? Many consultants refer to how little time Qe o
companies spend before a merger in thinking about whether their 2 [T
organisations are compatible. The benefits of mergers are usually couched 3 i,
down in financial terms: cost-savings can be made or the two sides have R
complementary businesses that will allow them to increase up revenues. L ORI
Mergers are about compatibility, which it means agreeing whose values 6
will prevail and who will be the dominant partner. So it is no an accident 7 somvrsen
that managers as well as journalists reach for a marriage metaphors in 8 e
describing them. Merging their companies are said to ‘tie the knot’. L
When mergers are called off, the two companies fail to ‘make it up the 10 i e
aisle’ or their relationship remains very ‘unconsummated’. Yet the I
metaphor fails to convey over the scale of risk companies run when they 12 sawmessmsinasss
launch acquisitions or mergers. Even in countries with the high divorce (1 Z
rates, marriages have a better success and rate than mergers. b/

B This announcement provides useful information for the writing task in
exercise C. As you read it, complete it with the following prepositions.

| at (x3) from (x2) inw

ALFITEL

The Third International Conference to be organised by ALFITEL Italy
will take place from i October to 3 October..................... 24
ALFITEL Central Office

Via dei Colombi, 57
09135 —Cagliari

The conference is titled The Future of Mergers & Acquisitions.

The keynote speaker will be Odoardo Rizzotti, associate professor of
management studies..................... 3 the Cagliari Business School
and dean of the MBA programme.

Speakers................ 4 other EU countries would be particularly
welcome. All presentations wiltbe..................... 5 English.

If you would like to give a presentation, please contact Paola Carboni,
conference organiser, ..................... 6 the above address or at:

Paola.Carboni@tin.it or phone / fax ++39 70 478 109.
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Marcel Lacour, a leading Belgian management consultant who took part
in previous ALFITEL conferences, has phoned the conference organiser
and discussed his presentation proposal. Here is the e-mail the organiser
wrote to confirm the details. As you read it, complete it with the following
future forms.

i a) are goingto allocate
b) are goingto put
c¢) willbe

d) will focus

e) will probably draw

S

From:
To:
8 | Subject:

Dear Mr Lacour,

| would like to confirm what we discussed earlier this morning. Following
your successful presentations at previous ALFITEL conferences, we have
pleasure in inviting you to our third conference here in Gagliari in Octobet.

ASYOU ...ooveinninien 3 a sizeable audience as in previous years, we have

minutes’ questions and answers).

3
:

&
{
;
:
f
|
;

We would be very grateful if you could confirm your acceptance in writing,
and we of course remain at your disposal to discuss further details.

Yours sincerely,

Paola Carboni

NYOM I9VNONVT
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‘Talk business

.:'JU The aim of this Talk business section is to make you more aware of some of the main features
of English pronunciation. This will help you understand spoken English more easily. Hopefully,
it will also help you discover areas you may need to work on for your spoken English to sound

more natural. .

TRODUCTION

" THE SOUNDS 4) 1 Look, listen and repeat.

- OF ENGLISH

Vowel sounds
1/ quick fix
/ii/ clean sheet
le/ sell well
/ae/ bad bank

Diphthongs
/er/ play safe
/al/ my price
/91/ choice oil
/au/ downtown

{a:/ smart card

/o/ topjob

/o:/ short course
/u/ good books
/w:/ school rules
/Al much luck

/au/ go slow
/13/ near here
/ea/ fair share

; /31 first term

= /o/ a'bout'Canada

~

o)

c

v

=

m Consonants

wn

4 1 Contrasting voicetess and voiced consonants
Voiceless Voiced
/p/ pay /b/ buy
/fl file /vl value
it/ tax /d/ deal
/08/ think /8/ this
/t§l cheap /dz/job
/sl sell /z/ zero
/k/ card /g/ gain
/§/ option I3/ decision

2 Other consonants

/m/ mine /m/ net /y/ branding /h/ high
I/ loss fr/ rise fwi win /il year
Tips

¢ |dentify the sounds that you have difficulty recognising or producing and focus
mainly on these.

o Add your own key words in the tables above for the sounds you wish to focus on.

e Using the pause button on your CD player will give you time to speak or write when
you do the exercises.
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TALK BUSINESS

Any good dictionary today gives you useful information on the pronunciation of individual
words. With the help of the Longman Business English Dictionary, for example, you will be
able to work out the pronunciation of any English word on your own once you are familiar
with the phonetic symbols above.

In addition, the dictionary also gives you essential information about word stress. When
a word has more than one syllable, we always put more stress on one of the syllables,
i.e., we speak that syllable more strongly. Look at the dictionary entry for compete:

com-pete /kom'pi:t/ v [I] to try to win something or to be more successful than someone else:

e The sign' shows you that the syllable immediately after it should be stressed:
com'PETE. You will find various exercises on word stress in Units 5, 6 and 12,

e The sign : shows you that the vowel is long. The contrast between long and short
vowels is very important for mutual understanding. In Unit 1, for example, you will
find an exercise on /1/ and /ii/.

SOUNDS AND In English,
" SPELLING a) the same sound can be spelt in different ways, or

b) the same letters can be pronounced in different ways.
a) Consider for example /au/, the sound of go slow. it can be spelt o as in open,

oa as in lean, oe as in toe, ough as in although, ow as in know, or eou as in Seoul.
b) Take the letter u for instance. It can be pronounced /A/ as in cut, /u/ as in full,

/3:/ as in turn, /oY as in sure, /ju/ as in tune, or /1/ as in busy.

Put the following words under the correct sound in the table below
(the letters in bold show the sound).

break conscious heart knowledge  proceed their
buyer Europe height laugh said train
chair friendship insurance million scientific want

Sound-spelling relationships are explored in units 2, 3, 4, 5,7, 9 and 12.

i SHADOW
4
DOWING Shadowing is a very effective way to make the most of the recorded material.

1 Play a short section, i.e. a few words or one line of a dialogue, then pause.

2 Without speaking, repeat internally what you heard.

3 Play the same section again. Pause and speak the words in exactly the same way and at the
same speed. Repeat this step until you are completely satisfied with your performance.

4 Play the same section again and speak along with the voice on the recording. This is
shadowing.

5 Move on to the next short section of the recording and repeat the same procedure.
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™1 Communication

" INDIVIDUAL u 4) 2 Listen to the difference between /1/ and /i:/.

SOUNDS

/ i/
quick fix clean sheet
big hit weak team

B ) 3 Put the words you hear in the correct column.

1/ i/
1
2
3
4
5
6
7
8
wn
o
§ ) 3 Now listen again and practise saying the words.
(=
g ~ CONNECTED ) 4 How many words can you hear in each of these sentences?
; RS BEECH Contractions (such as he’ll, isn’t, etc.) count as two words.
1 ST S I . PR S
23 T 4
Tip

To practise saying a sentence faster, start from the end, like this:
e overlunch

e discuss it over lunch

e We’ll discuss it over lunch.

4) 4 Practise saying each sentence like this, using the audio script. Then
listen to the recordingagain.

4) 5 Listen to how the voice goes up or down at the end of a question.

2 WN R
/N N

E Complete the rules.

a) Ayes/no question is usually asked with the voice going..................... at the end;

b) A question starting with a question word is usually asked with the voice going
..................... at the end.

¢) 5 Listen again and practise saying the questions.
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“ where do the following phrases fit in the telephone conversation below?

1 Canljustread that back to you 5 How can | help you

2 Could you ask her to call me back later today 6 I'dlike to speak to

3 I'm afraid she isn’t in her office 7 Just one moment, please

4 Sorry, it'snota very good line 8 Notatall

secretary: Good morning. Roma Kitchens. ...... 5 ...... ?

Caller: Hello..oovveveeineeninnnes Pauta Vecchi, please.

Secretary: Who shall l say is calling?

Caller: Hornby, Ron Hornby of Furniture World.

Secretary: ... . Could you say that again, please?

Caller: Sure. Ron Hornby, of Furniture World.

Secretary: ..........coooooo.n , Mr Hornby, P’lt just find out if she’s back yet....................
...................... Is there anything | can do for you?

Caller: Well, it’s rather urgent. The reason I'm calling is to fix a meeting at the Trade
Fair nextweek...................... ? 'l be in the office till 5.30.

Secretary:  And I'll take your phone number just in case ...
Caller: Sure. That’s 020 8543 3553.

Secretary: ...l 7020 8543 3553.
Caller: That’s correct. Thank you for your help.
Secretary: ... , Mr Hornby. P'll make sure she gets the message as soon as

she’s back. Goodbye.
Caller: Goodbye.
@) 6 Listen and check your answers.

E Write the message the secretary addressed to her boss.

ROMA KITCHENS

S/HE: will call back I___|
wants you to phone back 0N .. ...eeervieeerieninnncr

R TR Yo e P

Standard D Urgent l:]

Match the sentences on the left with a suitable reply on the right.

[ can’t get through. a) Yeah. I'll hang up and call you back.

b) Right. I'll try and speak up a bit.
¢) No problem. I'll hold.
d) Why’s that? Still engaged?

e) Well, I'll go over it again, then.

It seems we've got a crossed line,
The line’s very faint.

Sorry, | didn’t understand that.

Vi~ W N =

’m afraid his line’s engaged.
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INDIVIDUAL
SOUNDS

¢) 7 Listen how the letter o is pronounced in the following words.

International marketing

I product monetary clothing exporter demestic improving

pronunciation of the letter(s) in bold.

Put the words from the box in the correct column, according to the

brainstorm  developing government income move offer
overseas political profit report too wholesaler

o/ N Jau/ o/ [a/ fu/
product monetary clothing exporter domestic improving

MYOM GNNOS

%) 8 Listen and check your answers. Then listen again and practise saying
the words.

3 CONQEEEEHD «) 9 Listen to the recording and complete the noun phrases.
1 This year’s been marked by expanding..................... operations.
2 We've had to cope with an extremely..................... exchange rate.
3 Alllcansayisthatit'sbeenan..................... successful trade fair.
4 Do you know wha’s the head of their new public..................... department?
5 We’re goingto launch a highly..................... market research programme.

" STRESS AND

R ) 16 Listen to the stress in these noun compounds and phrases.
. INTONATION

a free sample
a focus group

* agrowing market °
e atrade fair °

What's the rule? e
If the noun compound or phrase consists of Adjective + Noun, we often stress both
the adjective and the noun.
If it consists of Noun + Noun, we often stress only the first noun.

Underline the stressed syllable(s) in the following compounds and phrases.

1 an expanding market 4 asingle market

2 asales network 5 abalance sheet

3 aspecial offer 6 the exchange rate

¥) 11 Listen and check your answers. Then listen again and practise the
compounds and phrases.
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TALK BUSINESS

Read the interview about brainstorming with Pat Whitney, Marketing
Consultant. As you read, match Pat’s replies to the interviewer’s questions.

Interviewer:

Pat:

Interviewer:

Pat:

Interviewer:

Pat:

Interviewer:

pat:

Interviewer:

Pat:

Interviewer:

Pat:

Interviewer:

Pat:

Interviewer:

Pat:

Interviewer:

So, Pat, what exactly is
brainstorming, then?

So it’s okay to come up with
crazy ideas?

| suppose there’s someone to
lead the session, though.

Mm. That sounds interesting.
Does that mean there are no
guidelines to go by?

But surely the ideas need to
be evaluated?

Just one more question, then.
Is there any interaction at all
between the group members?

A kind of ‘cross-fertilisation’
| suppose. Well, thanks very
much for your time, Pat.

1

Absolutely! In fact, the wilder they are, the
better.

Not quite. In fact, there are rules to follow if
the brainstorming is to be successful.

Of course, but that’s done in a follow-up
meeting.

Preparation often isn’t necessary. The thing
is, at the brainstorming stage it’s not the
quality of the ideas that matters, but the
quantity.

Well, for instance, only one person at a time
is allowed to speak, and everyone has an
equal chance to speak.

Well, it’s very simple. A smallish group

of people, sometimes from a variety

of backgrounds, get together and
spontaneously express their thoughts about
ways of solving a specific problem.

Yeah. There’s a group leader to state the
problem clearly at the beginning, and restate
it later if necessary, but other than that
everyone has equal status in the group.

Yes, there is. Quite a lot, in fact. Participants
are constantly encouraged to suggest
combinations or modifications of ideas put
forward by other members.

E @) 12 Listen and check your answers. Then listen again, and spot five
differences between the recording and the script in exercise A.

©) 13 Listen to 10 extracts from meetings and decide what the woman is
doing in each one.

¢ \Write one letter (a-€) next to the number of the extract.

e Use each letter twice.

HSIT9N3 SSANISNG TVAIAINS

e, O et e A g gt v-4 s B et

Extract1 ..ooovveeneninennnns Extract 6 ...cocoviininiinnnnns a) Stating objectives
Extract2....cooveiinenninnn. Extract 7....ccocoveiinnnnn. b) Making a suggestion
Extract3....ccooevvvnennnnns Extract 8...ccovveevrnienenn. ¢) Expressing enthusiasm
EXtract &...ooevvneeennenene. EXEract 9.ocovvvnevvneenniene. d) Encouraging contributions
EXTract 5.oouvenveiineninnns Extract 10 ...cceoivevvnnennens e) Agreeing

57



"3 Building relationships

~ INDIVIDUAL “ «) 14 Listen and write down the four words that you hear. Then check your
~ SOUNDS -
_ spelling.

1 3

2 4

Have you noticed?

All four words have /1/, the sound of quick fix, but each time with a different spelling.

B ¥) 15 Now listen and write down six more words which have the /1/ sound.

N . 4
2 i 5 5oz T
3 6

®) 15 Listen and check your spelling. Then listen again and practise saying
the words.

¢) 16 Listen to how the words in italics are pronounced in these
conversation excerpts.

: lgﬁﬂNJECTED
"~ SPEECH

1 How do you do?

Where do you come from?

MYOM ANNOS

Did you have a good trip?

What do you do in your spare time?

v B~ W N

Would you like me to call a taxi?

Tips
In informal speech, do you is often pronounced /dja/ or /dza/. Did/Could/Would you
are often pronounced /didjs/ , /kudja/ , /wudja/ or /did3a/, [kud3za/ , fwudza/.

You may choose not to use such weak forms and contractions yourself, but being
aware of them will help you understand native speakers better.

%) 16 Listen again and practise asking the questions.

n ¥) 17 Listen and complete these questions.

° .. D’d ....... YOU oo, somewhere to stay?
e doyou......coevvvnennn. your hotel?
. you recommend a good restaurant?

e Where........ooooeinnns you spend your holidays?
e you like to join us for dinner tomorrow?

L P you have his phone number, by any chance?
e What.................... you talk about?

L IO would you like to come?

) 17 Check your answers. Then listen again and practise asking the questions.
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" TALK BUSINESS

u ) 18 Listen to this conversation between two people who meet for the first
time and think about what makes it successful or unsuccessful.

B ¥) 19 Listen and complete this conversation between two other people who
~ meet for the first time.

A: Sarah, | hear you're from Australia?
Bl vererp v 1. N yeah. | live in Bendigo, northwest of Melbourne.
A: Melbourne! You must find our weather pretty dismal, then.

B: a, ?, Actually, | didn’t expect so much sunshine here. Have you ever
been to Australia?

A No,no,........ " someday. You see, I'm into alternative sources of energy,
and I've heard a lot about Australian research into agricultural technology ...

B: ...That’s a rapidly growing area,..................... “

A: Yes. It certainlyis...................... °? Are you in the agrotech business as well?

B: No, not at all. I'm an accountant, but [ was made redundant last year. So now my
brother and | are working on a project together.

A: Mm,that................... °. What sort of project is that?

B: Well, he works as a consultant in the tourist industry, and we both love Australia.
And one day we identified a gap in the market ...

Complete this more successful version of the conversation in exercise A
with the sentences from the box.

a) Asmall world, some say. Were you there on a course?

b) Accountancy. Sounds boring, doesn’t it?

¢} Edmonton. That’s in Alberta, in western Canada.

d) Extremely. And we’re all very committed to the company.

e) I'mfrom Canada, actually.

f)  So P’ve heard. And how did you like Canada?

g) The workis alright and the atmosphere is absolutely brilliant. We’re a smallish
! company — there’re only 30 of us.

A: So, Stanley, what about you? Where do you come from?

A: What a coincidence! | spent three months at the University of Calgary a couple
of years ago ...

A: Treally had a great time in sunny Alberta! How about you, by the way?
What line are you in?

n W) 20 Listen and check your answers. Then listen again and take Speaker
B’s part.
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INDIVIDUAL
: SOUNDS

Success

n The -ed ending has three pronunciations: /d/, /t/, /1d/. In each line, cross

out the word whose ending has a different pronunciation from the other three.

1 interested motivated recognised divided

2 appeared believed introduced changed

3 wanted worked finished assessed

4 renamed underestimated devalued underperformed

) 21 Check your answers in the key. Then listen and practise saying the words.

¥) 22 Listen to how these verb forms are pronounced.

1 syllable hooked launched passed
2 syliables travelted produced posted
3 syllables decided outperformed undercharged

How many syllables do the following verb forms have?

1 discussed . . 2 ,,,,,,,,,, 5 misjudged ..,
2 watched ... 6 co-authored ...l
3 researched 7 staffed .

8 mismanaged  ...ccoiiiiiannn.

4 respected

W) 23 Check your answers in the key. Then listen and practise saying the
words,

¥) 24 Listen to how Speaker B corrects information in the following
excerpts from negotiations.

A: OK.That’s agreed, then. You'll get everything to us by the end of May.
B: Sorry, no. We said we could deliver by the end of june.

A: Right. So the price we agreed is for your deluxe model.
B: No, that’s not guite right. £999 is for our standard model, actually.

The underlined words give the correct information. Speaker B therefore
puts extra stress on them. In the following exchanges, underline the word
which Speaker B will put extra stress on.

1

=

So you're willing to give us a 12% discount if we buy over 14 vehicles.

That’s not quite right, I'm afraid. We were talking about 40 vehicles.

Right. If we ask you to change the specifications, you’ll reduce the discount by 2%.
No, I'm afraid in that case we’d have to reduce it by 4%.

That’s agreed, then. If we pay an extra £300, you'll give us a five-year warranty.
Sorry, no. That'd be an extra £500, in fact.

So if we pay an extra £300, you’ll give us a five-year warranty.

m afraid we only give a two-year warranty for that amount.

Are you saying that if we increase our order to 500, you’ll lower your price to £55
peritem?

B: Well, no. For orders of that size we could only decrease it to 75.

w
TP E>E

¢) 25 Listen and check your answers.



TALK BUSINESS

Look at these exchanges. What is wrong with Speaker B’s replies?
1 A: Doyouneeda hand? W
2 A: Excuse me, is Accounts on this floor?

3 A: Haveyou been here before?

> B: Yes.
. Would you like me to type it for you?

A
A: It’s a bit chilly in here, isn’tit?
A

[« NS G ]

. Could | browse through these files just for a minute? J

¢) 26 Listen and complete the sentences.

a) oh,..Thanks  very much.That's very....c.ccooovmnuenn. of you

b) That’s..........cceevvnvnn ,yes. Straight ... this corridor, last doar on
your left.

c) Yes,of ... ,Please g0 ........coveiinnnn .

d) Yes,itis,...cccooverreenerin T HOW oo closing that window?

@) I'dreally........coovivvnnens that. Thank you very much.

f) Yes,lihave,......occoooemenennn . This is my third visit.

Match each response from exercise B with the correct question from
exercise A,

a) =1 b) = 0 = d) = e) = f) =

Reply to the following questions in a positive and friendly way, like in the
example.

1 A: Would you like me to double-check those figures?

@) 27 Listen to some possible ways of answering the questions in exercise D.
Then listen again and practise Speaker B’s a