Key

1
First impressions

Listening and discussion

A
Suggested answers:

3 
Ask a rhetoric question or a real question that requires a response from the audience; state an amazing fact or figure; tell a joke (potential pitfalls); tell a relevant anecdote; use a quotation; make an emphatic statement – be enthusiastic.


5 
One in which the speaker uses humour, personal anecdotes, state-of-the-art visual aids, and ad-libs; interacts with and involves the audience; talks for a long time or keeps it short and simple?


6 
These issues are usually culturally focused, e.g. open arms in some cultures suggests a person is open and honest, whereas crossing your arms might suggest you are unapproachable. Standing upright shows confidence, whereas slouching might make you look lazy. Making eye contact with your audience shows you are talking to them and that you are not shy. 

B
1
Between 60% and 90%


2
From their voice, facial expression, posture and other factors, such as the way they use the room/space and the way they dress

C
She talks about the way you stand (posture), eye contact, voice (modulation and intonation) and controlling gestures which can distract an audience.

D
1 posture    2 upright    3 charge    4 lectern    5 scan    6 modulation    7 shades    8 distraction

E
1 c    2 d    3 a    4 b


flicking the hair


nervous fidgeting with a bracelet or a ring


constant adjustment of a suit jacket


nervous cough

F
Suggested answers

Fidgeting with a pen or papers, jangling coins in a pocket, pacing around, ‘um-ing’ and ‘err-ing’ a lot when speaking

I
1 nodding    2 nodding off    3 leaning towards    4 leaning    5 slouching/slouched    6 wander    7 staring
Reading and language

A
In 2009, a study by the UK government into social mobility, found that despite accounting for only 7% of the population, people who were privately educated represent 75% of judges, 70% of finance directors and 45% of top civil servants. It also states that employers need to change their internship policies, because internships are frequently allocated on the basis of nepotism and favouritism, giving people from a privileged background an unfair boost on to the career ladder. (Source: http://www.cabinetoffice.gov.uk/strategy/work_areas/accessprofessions.aspx)

C
Suggested answers

1 
The writer appears to agree with this statement. He argues shy people just need to invite people they like to dinner and later suggests that the best-connected people concentrate their efforts on people they like.


2 
The writer disagrees. Building personal and finding contacts is useful for recent graduates. However, most people already have lots of contacts. The dilemma is how to make the most of our existing network.


3 
The writer’s view is that the best-connected people don’t appear to be manipulative because they concentrate their efforts on people they like and don’t have any specific business goals in mind when they network.


4 
The writer partially agrees here. He says online tools accelerate the process, but that high-level networking is primarily a face-to-face activity. 


5 
The writer partially agrees with this statement. He adds that it’s about forming a network on a mutually beneficial basis and returning favours.

D
1 bumped into    2 leverage    3 sleazy    4 apropos of nothing    5 (provide a) referral    6 flow    7 selfless; altruistic

E
1 
We already have enough friends and contacts. 



We have enough friends and contacts already.


2 
You probably have more than 150 close contacts. 



Probably you have more than 150 close contacts. 



You have more than 150 close contacts probably. 


3 
The dilemma is how to successfully leverage existing contacts. 



The dilemma is how to leverage existing contacts successfully.


4 
It is important also to determine how well your contacts understand what you do. 



It is also important to determine how well your contacts understand what you do. 



It is important to determine how well your contacts also understand what you do. 


5 
One investment bank merely had a system for asking for two referrals. 



One investment bank had a system for merely asking for two referrals



One investment bank had a system for asking for merely two referrals.


6 
The chances of receiving a referral are greatly increased if they understand exactly what you do. 


7 
High-level networking is primarily a face-to-face activity. 



High-level networking is a face-to-face activity primarily.


8
If you connect with your network on this mutually beneficial basis, the financial rewards will flow. 

Business skills

A
Students’ own answers, but in the British culture it’s desirable to:

•
compliment the person on their talk, clothes, appearance, etc.

•
ask the other person lots of questions about himself/herself

•
carry a business card on you all the time 

•
arrange to go for a drink or for a business lunch, but not necessarily with each other’s bosses

•
introduce him/her to someone you know before moving away

B
[table]
	
	Conversation 1 
	Conversation 2 

	1 Introduce yourself.

2 Compliment someone.

3 Ask for an opinion.

4 Agree with someone.

5 Check the pronunciation of someone’s name.

6 Swap business cards.

7 Refer to future contact.

8 Introduce someone to someone else.
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C
1 
What do you think of the conference so far? Conversation 1

2 
How’s business in your part of the world? Conversation 2

3 
What do you like most about living in your city? neither

4 
Excuse me for asking, but how much do you earn by the way? neither

5 
I don’t suppose you know of any good places to eat near here, do you? Conversation 2

6 
Do you mind me asking where you’re from? Conversation 1

7 
I didn’t enjoy the dinner last night very much. Did you? Conversation 2

8 
I don’t think you’ve met (name of person), have you? Conversation 2
D
Suggested answers


I think we’ve met before, haven’t we?


What’s business / the economic situation / the weather like in your country these days?


What do you like most about working in (city/company)?


What do you recommend I go and see in (city/country)?


What did you think of the last talk / his/her presentation / the conference last year / the dinner last night?


Have you seen their latest model? Great, isn’t it?

E
•
They use open questions: 



So, what did you think of the last presentation? 



And what do you think of the conference so far?


•
They use question tags and agree with each other:



Great, wasn’t it? I always enjoy her talks, don’t you?



Yes, she certainly grabs your attention, doesn’t she?



Not bad. Fewer people than last year, aren’t there?



Yes, it must be the venue. Oslo isn’t the cheapest city to get to.



 No, that’s true.


•
Yasmin also asks a direct question politely:



Do you mind me asking where you’re from? 


•
Yasmin compliments Elrik:



You speak excellent English.

F
1 
That’s a great calling card, if you don’t mind me saying.



I thought your face looked familiar.



I know what you mean. Neither am I. 



It’s funny you should say that, …



I don’t think you’ve met (name), have you?



Good talking to you. 



I’m afraid I have to make a quick call.


3
Suggested answers


I’m sorry, I think the next session is starting. 



I’m just going to get something from the buffet / get another coffee. See you later.



Excuse me for a minute. I’m just going to the ladies. / I’m just going outside for a cigarette.



Sorry, but I’ve just seen a friend. (It’s been) Great talking to you.

H
1 b    2 c    3 a    4 b    5 c    6 a    7 c    8 c    9 b    10 c
I
Suggested answer

From: 

...

To: 

Gloria Patterson

Date:  

19 October 

Subject:
Conference: Business today 
Dear Ms Gloria Patterson

I am writing with reference to your letter of 18 October. First of all, I would like to thank you for inviting me to speak at the event ‘Business today’ as organised by the Chamber of Commerce. I am considering your request, but would be grateful if you could send me further details regarding the event.

I would be very interested to know the type of audience you are expecting and whether they are local dignitaries, experienced professionals or business students and so on. Could you please let me know how many people you expect to attend the talks? I would also like to know how long my talk should be, for example, 30 minutes or one hour?

Finally, could you please confirm the date, time and venue of the conference dinner as mentioned in your letter. Many thanks.

I look forward to hearing from you soon.

Best regards,

Name

Position

Company


(150 words)

Case study

Listening

Suggested answers

Ed Kaminski first got involved with Logistaid when he was a student of engineering. He took a gap year, or a year out, and travelled the world. The reason why he got involved with the NGO is because he realised that although people had a great ability to design and build magnificent monuments and beautiful cities, there were still many people in the world without a roof over their heads, sick people without a hospital and children without a school. So he decided to do something about it.

He doesn’t talk about facts and figures about the organisation’s work, e.g. I’d like to tell you about the number of refugees we’ve helped to re-house, or the number of vaccinations we’ve managed to give, or the number of teachers we’ve managed to send out to remote areas to educate enthusiastic kids, but I won’t.

The speech is quite effective, as it is an inspirational speech. The speaker uses rhetorical questions, repetition, contrast of ideas (I’d like to … but I won’t), emphasises his point, and uses lists of three, e.g. people in the world without a roof over their heads, sick people without a local hospital and children without a school. The speech should encourage the audience to contribute or make a donation to Logistaid.

2
Training

Listening and discussion

B
a)
Benefits of apprenticeships for the apprentice: it gives a young person a focus in life; apprentices also get a monthly allowance. (They also get on-the-job training.)


b)
Benefits of apprenticeships for the employer: apprentices become permanent employees who will show loyalty to a company because they have been trained by the company.

C
1 
About 60% of school leavers go into apprenticeship programmes / become apprentices.


2 
The majority of apprentices would like to work for well-known companies, e.g. BMW, Mercedes and Siemens.


3 
Apprenticeship programmes Germany usually last between two to three and a half years, and apprentices sign a contract / an employment contract at the start. 


4 
The contract includes the number of hours they are expected to work and the (monthly) allowance they will get paid.


5 
Apprentices tend to work three to four days (in the company) and spend one to two days (in a school) doing their vocational training.


6 
Apprenticeships are well established in Germany: there even exists a Training Act including various recognised skills for different kinds of professions.


7 
Germany is proud of the two expressions: Trained in Germany and Made in Germany.


8 
They have been in talks with the (British) Skills Minister / government to set up a similar (dual) training system in the UK.

E
[table]

	
	B
	F
	R
	M

	1 
Who began as an apprentice? What type of apprenticeship was it?


(Brendan: electronics technician; Falak: aeronautics technician)
	(
	(
	
	

	2 
Who has a university qualification? What in?


(Rachel: degree in Business Studies and French; Marieke: degree in Linguistics, specialising in German)
	
	
	(
	(

	3 
Whose parents weren’t  happy that he/she was leaving school at 16? Why?


(Falak’s: they were worried he would be missing out on a decent education)
	(
	(
	
	

	4 
was planning on going to university but didn’t? Why?


(Because he saw an ad in an aeronautical magazine about apprenticeships with Rolls Royce; he would be going to college, getting qualifications and spending time working on planes, all while being paid.)
	
	(
	
	

	5 
has worked in a variety of areas in their industry? Which ones?
(Technical Service, Parts, Marketing, Sales, and the Product department)
	(
	
	
	

	6 
has no work experience? Why?


(Because she’s just graduated / finished her degree)
	
	
	
	(

	7 
worked abroad as part of his/her training? Where?
(Zurich)
	
	
	(
	

	8 
mentions the most rewarding thing about the job? What is it? 
(The satisfaction of knowing that you’ve fixed something. He also loves working in development and testing because it’s innovative and hi-tech.)
	
	(
	
	


F
Suggested answers

Brendan says don’t be afraid to take risks and do something you will enjoy and believe in.


Falak says you have to aim high and go for it and being enthusiastic is important.


Rachel says you need to have passion for what you do, as well as having a good understanding of what’s going on in the marketplace. She also says you need to do lots of research to find out what options are available.


Marieke asks for advice as she has no work experience.

G
1 training    2 trainer/trainee    3 employment    4 employer/employee     5   apprentice    6 allowance     7 educate    8 educator    9 recognise    10 internship    11 qualification    12 develop    13 developer    14 placement    15 advice    16 advisor/adviser    17 graduate    18 graduate

H
1 internship    2 technician 3 development    4 advisor/adviser    5 qualifications    6 testing    7 training    8 placement    9 industry    10 allowance    11 graduate     12 employment 

Reading and language 

A
Suggested answer

1
The lesson the boss at Haier wanted the employees to learn was one of ‘creative destruction’: to do things well, or to be more creative; it is sometimes better to destroy what you have done and start all over again. 

B
Suggested answers

1 
Haier’s approach to executive education is very practical and involves executives working in teams, discussing problems across the company, learning about other departments, trying out ideas for possible solutions and then reporting back to colleagues in class.


2 
The possible benefits to this approach are that managers learn about the company as a whole as they learn how to ‘connect the dots’ and stop seeing things only from their position in the organisation, which makes them more versatile as managers. They also learn to improve their general management skills in a very practical way, putting ideas into practice at work. Haier therefore gets an immediate ‘return on investment’ from the training.

C
Suggested answers

1 
Haier’s executive education involves training general managers to deal with a range of opportunities and threats/challenges/problems.


2 
The writer of the article interviewed the staff that run Haier’s training centre and executives who did the training. 


3 
More than 70 of Haier’s senior managers take part in weekly sessions on Saturday mornings.


4 
Executives on the programme discuss possible solutions to problems and then try them out at work; later they report back to colleagues and perhaps refine their action plan. 


5 
Executive teams are mixed up regularly on the course to keep them fresh.


6 
Two of the main outcomes are that managers can better understand various parts/departments of the organistaion and how to ‘connect the dots’; to understand Haier's situation as a whole. (Other possible outcomes: how to spot opportunities for productive collaboration and build general management skills. (See paragraph 5 and question 7.))


7 
Participants become more versatile as they learn to face different challenges and improve their general management skills.


8 
The coaches think of ways to check progress; they provide correction and help executives to refine their action plans.

D
1 g    2 e    3 h    4 i    5 d    6 l    7 k    8 b    9 j    10 f    11 c    12 a 

F
It is important because one of the key skills employers are looking for are good communication skills both in speaking and writing. It’s essential to be able to communicate well, and knowing how to emphasise your point is particularly useful in these situations: when writing e-mails, reports, proposals, as well as when working in a team, leading a team, negotiating or giving presentations. 


1 
 … to discuss their individual challenges, explore possible solutions and discuss how best to implement proposed changes. (lines 00–00)


Faculty mixes executives from different functions, business units and provinces … (lines 00–00)



First, … Second, … Third … (lines 00–00), 



They also help the executives refine their action plan, devise practical ways to track progress and facilitate mid-course correction. (lines 00–00)


2 
One of the most daunting, however, is … (lines 00–00))



… one of the most successful companies in China. (lines 00–00)


… get the most value for their investment … (lines 00–00)

3 
… Haier has risen from a nearly bankrupt collective enterprise 25 years ago to … one of the most successful companies in China. (lines 00–00)



… discuss what worked and did not … (lines 00–00)



… understand Haier's situation as a whole, rather than looking at the market through the window of their own silo. (lines 00–00)


4 
turbulent markets (lines 00–00), volatile markets (lines 00–00), versatile general managers (lines 00–00), in the pejorative sense (lines 00–00)


5 
These courses are anything but ‘academic’ … (lines 00–00)



discuss what worked and [what] did not (lines 00–00)

G
Suggested answer
Are you fed up with hum-drum departmental meetings? Do you ever wonder why the meeting was called in the first place? Have you ever thought you could keep the meeting on track more effectively than the Chair? 

Even for the most cynical of you, I’d strongly recommend our inspiring in-house training, Managing meetings successfully. Not only is it right on topic, but it is one of the most enjoyable courses I’ve attended for a long time. Why? Firstly, it’s practical; secondly, the trainer manages to make the deathly topic of meetings fun; and thirdly, it gave our department the best value for our modest training budget. 

Experienced trainer Carolina Modesti facilitates various role-plays, including the standing-up meeting for project updates, the Zen-style meeting as an antidote to confrontational meetings and the videoconference meeting for non-techie managers. 

Carolina’s training company has other courses on offer – I’ve already requested one on coaching for our department. 

Sign up now: you’ll experience meetings as you’ve never experienced them before! 

Contact Adam Koehler in HR – places are limited. 

(173 words)

Business skills

A
The first conversation between Mel Van Der Horst and Naomi Taylor is more formal than Mel’s conversation with the receptionist, Pierre. That’s because Mel and Pierre are clearly work colleagues who know each other quite well. Mel and Naomi have apparently never met, so they are more polite and formal with each other.
B
Suggested answers
You’d use the more formal-sounding expressions with people you know less well, e.g. 

Would you mind repeating that / going over that again for me?

Could I ask you to give me those details again?

I’d like to / Let me just confirm that.

Not quite, it’s ….

Well, actually, what I said/meant was …

Not exactly, I said/meant that …
With people we know well we tend to be more direct, e.g. 

Could you explain/clarify what you meant by / when you said …?

And the date was …? 

Is that right/correct?
Can I just check that? 

No, I meant to say that / what I meant was …

It’s also common for native English speakers in the UK to say sorry when asking someone to repeat details and when correcting a misunderstanding: e.g. Sorry, not quite, it’s …; Sorry, no, I meant to say that / what I meant was …

C
1 d    2 a, c, e    3 b, f

D
The speakers use a more direct style to check and confirm information, e.g. 



M: 
You mean we can’t have that room at all? 


P: 
No, what I meant was …


M: 
C2’s the one next to the vending machines on the third floor? Right?


P: 
OK, I’ll put you in B13 from nine to midday …

G
Suggested answers

The first e-mail has several problems:

•
It hasn’t been proofread; there are three spelling mistakes (jjust, seesion, received) and a punctuation error (Everyone).

•
It needs a stronger, clearer subject line.

•
The use of abbreviations may not be appropriate for business e-mails, e.g. BR for Best Regards, but it is something that occurs in business e-mails sent by native speakers, so students might want to comment on that. Certain abbreviations such as FYI, btw and asap are quite common and acceptable, but there is tendency for abbreviations used in text messages and online chats to be used in e-mails, e.g. cu l8r, Thx.

On the positive side:

•
The sentences are short and clear for easy reading.

•
It gives important information at the top.

•
It asks for action.

The second e-mail could also be better:

•
It is one very long paragraph which could be edited down and split up.

•
Essential information like the time and date of session 1 are missing.

•
The FYI in the subject line could be misleading as the readers might think they don’t have to do anything except read the e-mail, when in fact they are asked to reply at the end of the message.

On the positive side:

•
It gives important information at the top.

•
There are no spelling or grammatical errors.

•
The semi-formal register is appropriate for the readers.

•
It doesn’t overuse abbreviations.

•
It asks for action.

H
Suggested answers

More formal


Dear…


I’m writing to [confirm]…


I have attached …


It is my understanding that…


I suggest that…


I’d be very grateful if you could confirm that…


Best wishes


Less formal


Hi …


This is just a reminder that …


… let me know asap


Looking forward to seeing you all there.


Thx


BR

I
Suggested answers


1

Subject: Staff Development Day

Hi Pat

This is just to ask you about the Staff Development Day on 14 May. It sounds interesting, and I’m thinking about coming along. Could you give me some more details about the event? 

What is the focus of the day and what types of activities will be involved? When are the start and finish times, and what time’s lunch? Who else is going to be there and who’s running the event? Also, is it going to be held here in the company offices or at an off-site location? If so, where?

Is it necessary for me to attend the entire day? I ask because I have a meeting scheduled for that morning, but I can probably re-arrange it if I have to. Let me know what you think.

All the best


2

Subject: Staff appraisals

Hello everyone

I’m writing to arrange an appraisal interview with each of you next month. The main aim of the interview is to discuss your performance and professional development. 

In preparation for the appraisal, I have attached a feedback form. I’d be very grateful if you could complete and return this within the next 14 days.

Could you also e-mail me with three possible dates and times – in order of preference – when you would be available for your appraisal next month? It should take about 90 minutes.

Let me know if you have any queries about the appraisals.

Many thanks

Case study, listening

Speaker 1 (the graduate recruit) says the training stopped after the training programme for new graduates in the first year. She mentions that there are training modules on the intranet, but she wants to ‘take some ownership’ of her learning, and develop particular skills. She’s interested in a leadership course.

Speaker 2 (the veteran sales rep) says there’s nothing he can learn about selling. And he’s got a good relationship with his customers. He also comments that with a full-time job and a family, it’s hard to find the time for training. His main concerns are all the new applications and software, for which the training is ad-hoc and informal. He also can’t keep up with all the new products the company launches, but prefer to sells ‘the old favourites’.

Speaker 3 (the first regional manager) says he wants some help with his merged sales team, which is not integrating well and creating tension and rivalry in the team. He wants to make them ‘externally competitive but internally co-operative’.

Speaker 4 (the second regional manager) says the sales reps have to be able to familiarise themselves quickly with new products without losing too much valuable time in the field. Some of her experienced sales reps could do with updating their skills in customer awareness training to become better listeners, more responsive to customers needs, and ‘pro-active’ in their approach to selling.

Case study, press release

The Director of Sales (UK and Ireland) now has to find a way to train the sales force to use the new mobile software being introduced by C&R.

Case study, Writing

Suggested answer

Subject: Training programme for sales team

Hello everyone

First of all, let me say many thanks for your valuable contribution to the meeting. I think we’ve devised a first-rate training programme. Please find attached a detailed breakdown of the programme for your information. 

I’d like to summarise the main points we discussed, and comment on a few issues:

•
We agreed that our first priority is to get the training for the G10 mobile software underway as soon as possible in order to maximise the productivity of our retail sales force. We’ll use an external training company, and Tony Blake, our IT Project Manager, will be overseeing the training. The desired outcome is that all reps will be using the PDA devices effectively within the next three to six months. The training will be evaluated by comparing the quantity and quality of the information we receive about sales activities before and after training, and the time it takes for that information to arrive.  

•
A second priority was some teambuilding for our merged sales teams in order to make our reps more externally competitive and internally co-operative.  We have planned a series of adventure activities and away-days to allow staff to have fun and build relationships with each other. Using qualitative feedback from staff and regional managers, we will evaluate how successful the activities have been.

•
Thirdly, we felt some customer awareness training was needed, especially targeted at longer-term members of staff who may have lots of experience but little and knowledge of newer sales methods. This training will be done internally and led by the regional managers themselves. The desired outcome is that our sales reps become more ‘pro-active’ in their sales technique.  We can evaluate this by analysing sales figures of those who do the training over the short, medium and long term, and by asking reps to evaluation the impact of the training on their work.  

Finally, I’d be grateful if you could read through the training programme and let me know if you have any comments or queries.

Best regards

3 
Energy

Listening and discussion

A
Suggested answers 

2
Some of the ‘cleaner’ energies include renewable energy such as wind power, solar (or photovoltaic) power, marine (wave/tidal) power, gases such as hydrogen and oxygen, fuel-cell power, bio-fuels, also liquid gas and low-carbon technologies generally.  


‘Dirtier’ energies include fossil fuels such as oil and coal: oil because of the danger of oil spills such as the Deepwater Horizon oil spill, also known as the BP oil spill, in the Gulf of Mexico in 2010; whilst carbon is considered to be a ‘dirtier’ energy because CO2 emissions are thought to be one of the main causes of global warming. 


Some might argue that gas is a relatively clean energy, although drilling for gas, e.g. in the Arctic, or building gas pipes can damage the environment. Others may argue that nuclear energy is a relatively clean energy compared to oil and coal, but nuclear waste is hazardous, and the effect of radioactivity can last up to 100 years. The effects of a nuclear accident are catastrophic on both the environment and the human population, as was seen with the Chernobyl disaster in Northern Ukraine in 1986 that affected Ukraine, Belarus and Russia.

B
1 wind    2 low-carbon    3 carbon prices    4 clean energy    5 renewable 

C
Students’ own answers, possibly wind power or solar energy

D
1, 2, 4, 6

E
1 carbon    2 consumption   3 reduction    4 turbine    5 renewable    6 photovoltaic 

F
1 b    2 c    3 a

G
1 
Speaker 1 thinks airlines manufacturing companies should make donations to offset their carbon emissions. 


2 
Speaker 2 says paying a carbon tax would only work in certain industries if taxes were reduced elsewhere.

3 
Speaker 3 insists that wealthier countries should stop financial aid to making demands on developing countries.

4 
Speaker 3 points out that many people in developing countries still don’t have fossil fuels (piped) gas and electricity. 


5 
Speaker 2 wouldn’t mind living near a wind farm because it would improve the surrounding countryside. bring employment (and services) to the area.


6 
Speaker 3 says having wind turbines is better than living next to a chemical plant nuclear plant / nuclear power station. 

Reading and language

B
1 
Helge Lund believes this to be true, and Norway has a good record for ‘curbing’ greenhouse gas emissions by being one the first countries to impose a carbon tax.



2 
He warns that this is unrealistic, given that fact that our world is built on hydrocarbons. He says it’ll be harder to change than politicians and people realise.


3 
He says this is a reality – the world’s population will grow from 6.8 billion today to 9 billion by 2050, and economic development means that more people will need energy for their cars and domestic appliances.



4 
He argues this is not the case. Oil and gas are far easier to extract, transport, store and use than the alternative energies currently available.


5 
He doesn’t believe private companies need government support to make technological advances. He thinks competition between companies and the market is what drives technological advances, not political initiatives.


6 
He says oil and gas will get more expensive, the supply will decrease and people will need to consume less. 

C
1 moving away (from)    2 die-hard    3 engage with    4 curbing    5 weaning … off    6 set to    7 watchdog    8 deny    9 highlights    10 stifle    11 setting    12 come up with

D
Suggested answers

1
Helge Lund is a pioneer in that he, as an oil-industry representative, wants to get involved with the transition from high-carbon to low-carbon energy. His company, Statoil, is a pioneer in storing carbon dioxide underground in order to reduce its harmful effects.


2
He thinks carbon taxes or, preferably, an emissions trading scheme set by governments, will encourage companies to find profitable solutions. However, he objects to what he sees as political support and funding for particular alternative energies which stops companies from being more innovative in their search for solutions.


3
Increase energy prices, reduce demand for new consumer goods, etc.

Business skills

C
There has been a petrol spill (leak) at a refinery in the Philippines. They decide to hold an investigation into the refinery but not stop production at this stage. 

D
1
be an idea (Putting forward proposals)


2 
entirely sure; stage (Disagreeing indirectly)


3 
do have to (Emphasising a point strongly)

4 
don’t think; rush into (Avoiding making decisions).

5 
suggestion: we could set up (Putting forward proposals)


6 
really concerned; minor. (Emphasising a point strongly)

E
Suggested answers


By phrasing the proposal as a question rather than expressing it more directly, Tony does not reveal whether or not he wants the action to take place. Tony’s commitment the proposal is therefore weaker than if he’d said something more direct. It also makes it easier for other people to reject the proposal without loss of face for the person who made the suggestion.


Alain clearly doesn’t think Tony’s proposal is a good idea, but he avoids disagreeing directly with Tony, presumably because he wants to maintain a good working relationship, and a more direct expression could create embarrassment for Tony. 

G
1 plan    2 draft    3 readers    4 register    5 errors    6 layout    7 headings    8 Revise

H
See Writing file in Course Book.

I
Correct order of report: D, B, A, G, C, H, F, E


Suggested improvements required: Give the report a title and add headings and sub-headings: Introduction, Findings, Conclusions and Recommendations. And possibly add an executive summary, if this were a longer report. Also number sub-sections in findings and recommendations: 


Suggested answer:


Relocating staff to Sunnydale Business Park 


Introduction


Given the high cost of office space in the city centre, the company will be relocated to the new Sunnydale Business Park on the outskirts of the city in January next year. This move will provide more spacious facilities. 


Despite these benefits, a major issue is the lack of public transport links to the business park. Therefore, I was requested by senior management to investigate this issue. 


The main aims of the report are to find out how many staff will be adversely affected by the relocation; investigate transport links to the new premises; and make recommendations in order to help staff get to and from Sunnydale Business Park.


Findings

1
Transport options to the new location


This data is based on my experience travelling from the city in my car, and on online research and telephone interviews with the local council and train and bus companies.


•
Car and private transport



The Sunnydale Business Park is approximately 30 kilometres from the city centre. The location has easy access by motorway to the city centre, although there is heavy traffic in rush hours. 


•
Train services



The nearest train stations are in Havington and Pachett. Havington is six kilometres away. Mainline trains run every 30 minutes to this station in peaks hours and every hour off-peak and at weekends. Pachett is only four kilometres away, but the service is less frequent, with trains stopping once an hour. 


•
Bus services



There are currently no bus services from the city centre to the new premises.


2
How staff plan to travel 


The date for this research was gathered by way of a written survey. Follow-up interviews were conducted with staff who did not know how they will travel to the new location. 


A total of 310 staff will be based at the new premises. The following chart is a summary of the findings. More details are provided in Appendix 1.

Travel to existing premises

	Walk or cycle
	Bus
	Train
	Car, motorbike or car share
	Total

	70
	101
	64
	75
	310


Travel to Sunnydale Business Park

	Walk or cycle
	Train and cycle
	Car, motorbike or car share
	Don’t know
	Total

	20
	20
	172
	98
	310


The research indicates that more staff will be using private vehicles to get to work at the new location: 172 as opposed to the current figure of 75. The main reason for this is that the public transport options are very limited. There is no bus service and the nearest train stations, Havington and Pachett, are six and four kilometres away, respectively. Furthermore, the train services are not very frequent.

The findings also show that almost a third of staff (98) at all levels in the company do not know yet how they will travel to the new location. The main reasons for this were that they did not have use of a private vehicle (26) or did not know how they would travel between the train station and the business park (72). For more details see Appendix 2.

Conclusions

The fact that almost a third of staff (98) do not know how they will travel to the new location is a major concern for them and the company. It can be concluded that the company will need to help staff with transport arrangements. To do nothing would adversely affected staff morale, and there is a risk that some staff would leave the company due to the relocation.

Recommendations

In light of these findings, these are my recommendations:

1
Taxi or shuttle bus service at Havington station


Given the distance from the train stations to the business park, the company could provide a morning and evening shuttle bus or taxi service to and from Havington train station. The timetable would be integrated with the train times from the station. A similar service at Patchett station would be less useful, as the train service is less frequent.

2
Car-sharing scheme


Due to the fact many staff will now be using their cars to get to work, I would also recommend that the company provides staff with some incentives to set up a car-sharing scheme. This would be very cost-effective, flexible option for many staff.

Both these solutions should be closely monitored and reviewed after three months in order to evaluate their effectiveness. 
(720 words)

Case study, listening 

Suggested answers
1
Make proposals for energy savings and possible investment in new equipment/technologies.

2
Think of ways to get staff involved in the energy-efficiency drive.

3
Investigate the availability of renewable energies.

Case study, Reading

Tumalet Software could receive rebates from the utility company, which would help them to fund more energy-efficiency initiatives.

Working across cultures 1
International presentations

C
Speaker 1

Talks about the language used in presentations. The speaker has learnt that, as a native speaker, it’s important to adapt the language you use for non-native speakers in the audience who won’t necessary understand idioms, slang and colloquial expressions. 


Speaker 2


Talks about audience response and interaction. The speaker has learnt that audiences react and interact differently around the world. 


Speaker 3


Talks about the figures and pronunciation. The speaker has learnt that non-native English speakers need more time to digest numbers and figures. Using visuals can help compensate for these sorts of language problems, e.g. pronunciation. Also, before using any foreign names, do some research on the pronunciation.

D
1 self-deprecating    2 punch lines    3 Q&A sessions    4 non-verbal signals    5 unnerving    6 hand gestures    7 thumbs up    8 privacy

E
1 culture    2 cultural difference    3 expectations of    4 particular audience    5 presenter    6 English    7 typical presentation style    8 adapted/modified

F
1 
The difference between what we can see and what is underlying


2 
The presenter’s expertise (in order to gain credibility)


3 
The spoken word, the visual or even the written word 


4 
It might be considered appropriate for business. Sometimes it can be interpreted as being quite frivolous, even cynical sometimes. Alternatively, it can create a relaxed atmosphere and diffuse tensions.


5 
‘Context’ refers to the level of detail the audience expect. Some cultures prefer to have a lot of detail (known as ‘high context’, e.g. Germany, France). Others, e.g. the Anglo-Saxon nations, appreciate more concise presentations. 

G
Suggested answers


On the surface: dress style, age, greeting styles


More underlying: attitudes to authority, body language, attitude to time, emotion shown in public, physical gestures, directness of speech, humour

Revision unit A

1
First impressions

Vocabulary

1 gestures    2 nodding    3 contact    4 mannerisms    5 staring    6 scanning    7 fidgeting    8 Posture    9 upright    10 slouching    11 cluster    12 folded

Adverbs

1 
There are many things that are in your control that can make your presentation go very well or go terribly wrong.


2 
I would strongly recommend that you rehearse your presentation several times.


3 
Don’t rely heavily on PowerPoint. People come to see you, not the slides.


4 
It’s hugely important that your own personality comes across in the presentation. 

5 
Check that all the multimedia equipment is working properly beforehand.


6 
Try to breathe deeply – it’ll help you to relax.


7 
If humour doesn’t come naturally to you, don’t force it. It’s not strictly necessary to be funny and entertaining.


8 
It’s utterly impossible to do the perfect presentation, so don’t put too much pressure on yourself.


Skills

1 do; favour    2 mind me    3 looked familiar    4 coincidence    5 business    6 mean    7 funny    8 might like    9 details    10 look me up    11 excuse me

2
Training

Vocabulary

1
1 school leavers     2 career path    3 work placement     4 monthly allowance    5 apprenticeship programme    6 Vocational training

2
1 developed    2 apprentices    3 qualification    4 graduate    5 training    6 internship    7 employer    8 intern    9 employees

Emphasising your point

1 
was anything but 

2 
Not only was; (but) it was also

3 
What; was

4 
It was; that got her

5 
are anything but

6 
Not only do; (but) they also

Writing

1
1 a and c    2 a and b    3 b and c    4 a and c    5 b and c    6 a and b    7 b and c    8 a and c    9 a and c    10 a and b 

2
Suggested answer

Dear Annabel

 Thank you for the invitation to do this training session. It certainly looks like it will be very useful for me. 

Unfortunately, I will not be able to attend on September 1st as I will be away on a business trip that week. Could you please let me know when the next session will be held?

I’d also like to know what the technical requirements are in order to participate in the online training. For instance, do I need to have a webcam?

 Best wishes

3 Energy

Vocabulary

1 solar panels    2 greenhouse gas emissions    3 carbon tax    4 wind farms    5 fossil-fuel    6 renewable-energy    7 wind turbines    8 energy efficiency

Articles 

1 a    2 the    3 a    4 the    5 an    6 the    7 the    8 –    9 the    10 a    11 an    12 the    13 –    14 –    15 the    16 the    17 a    18 the    19 the    20 –

Skills

1
1 
I know I keep going on about this, but it is important.


2 
The best course of action is to call another meeting.


3 
I’m not so sure I agree with you there.


4 
Would it be an idea to issue a press release?


5 
I’m in two minds about this proposal.


6 
I don’t think we should make any hasty/rash/sudden decisions. 


7 
I see things a little/bit differently from you.


8 
Let’s not rush into a decision until we have all the facts.

2
1 c    2 a/d    3 b    4 a    5 b/d    6 d    7 b    8 d

Cultures: International presentations

1 underlying    2 self-deprecating    3 dress code    4 establish credibility    5 take it for granted    6 get straight to the point    7 go down well    8 get the message across    9 delivery technique    10 personal touch

4
Marketing

Listening and discussion

B
1 interact with customers    2 telesales calling    3 customer-centric / customer centric    4 at the heart    5 differences and preferences    6 consistent service

C
1 intrusive marketing    2 direct mail    3 customer experience    4 multi-channel relationship    5 customer loyalty    6 word-of-mouth referrals    7 long-term customers    8 market share

E
He mentions three methods: 


•
loyalty marketing schemes (e.g. Tesco supermarket’s club card); 


•
companies investing in the customer value to find out why customers are using their brand; 


•
price promotion activity.

He says investing in the customer value, in the longer term, is ‘a better bet’ because companies then have a better chance of retaining customers over the longer term. He feels that price promotion activity has the biggest drawbacks because this retains customers whilst the price is low, but raises the question as to whether those companies can retain that low-cost position in the marketplace.

F
1
The ‘glass consumer’ means that people are now more transparent to companies. (‘Companies can see through us and know exactly how we behave and how we think.’)


2
He describes three different attitudes to privacy: 


•
‘privacy fundamentalists’: people who are concerned about the amount and quality of information that is held about them by companies, and want that to be legislated against;


•
‘privacy pragmatists’: those who accept the reality that companies collect data about us, and think it may even help us in terms of getting better offers in the long term;


•
‘privacy indifferents’: people who couldn’t care less about what information is collected about them, and are often very unaware of what is collected.

Reading and language

A
Suggested answers

1 
… women control 72 per cent of purchasing and consumer spending in the US … (Article 1, lines 00–00)


2 
And the earnings gap with men is expected to narrow further as the number of women being educated grows at a faster rate than men. (Article 1, lines 00–00)

3 
Electronics: Best Buy, which is a seller of electronic toys for children, has been promoting more female staff and trying to make stores more appealing to women and girls. (Article 1, lines 00–00)


Home improvement/DIY: Home Depot […] the über-male DIY store has launched a range of home products by a woman designer. (Article 1, lines 00–00)


Harley-Davidson, long a symbol of male pride … (Article 2, lines 00–00)

4 
Marketing Director at Barclays Local Business […] comments: ‘We know that women small business customers are less risky and more profitable for us … (Article 2, lines 00–00), but he doesn’t say why. 


5
Barbara K's 30-piece tool kit is designed to help. These tools are not only better looking but are also made for a woman's hand and strength, and weigh a little less than regular tools. (Article 2, lines 00–00)


Harley-Davidson, long a symbol of male pride, has added a section on its website dedicated to women motorcyclists … (Article 2, lines 00–00)


Suggested answers (not mentioned in articles): iPod offers players in different colours; top fashion houses like Burberry’s have designed carry cases.

B
1 consumer    2 appealing    3 launched    4 study    5 campaigns    6 influenced; ads    7 word-of-mouth; viral    8 tailored    9 hook; target    10 aimed    11 individual requirements 
D
Suggested answers
Article 1

… some companies have worked out where the money is. (lines 00–00) (defining relative clause)

Ikea, the Swedish home furnishing retailer, provides a child-minding room. Best Buy, which is a seller of electronics toys for children, has been promoting more female staff … (lines 00–00) (both non-defining relative clauses that provide additional information)

Article 2

It is time to design products and marketing campaigns that actually appeal to the buying needs and habits of women. (lines 00–00) (defining relative clause)

Women now buy 10% of all Harleys sold, which is a stark contrast to a mere 2% in 1985. (lines 00–00) (non-defining relative clause)

There are more examples in Exercise E.

E
1 who is    2 that/who are 3 which/that are    4 which are    5 which has (long) been; which/that is    6 which/that are    7 which/that are 


These words can be omitted because they are either defining relative clauses where the main clause and the relative clause have different subjects, or non-defining relative clauses with participle phrases.
Business skills

B
Suggested answers
Presenter 1: ca university lecturer teaching marketing to a group of students.

Presenter 2: a marketing manager presenting a new campaign to some colleagues

C
Presenter 1: 1, 3, 5, 6, 10


Presenter 2: 2, 4, 7, 8, 9

D
1 what I was saying    2 let’s just go back    3 up the key points    4 that’s all we have    5 take another look at    6 quote the words of    7 one thing I’d like    8 finally, I’d like to 

E 
a) 
2, 5, 8 (and possibly 6)


b) 
1, 2


c) 
6


d) 
3, 4, 7, 8

F
Suggested answers

Presenter 1


1 
Use of repetition, e.g. the Axe campaign, is taking the same old ideas and just adding new technology. … Marketers are pushing the same old buttons …


2 
Referring to a surprising fact, e.g. Marketing is too often confused with selling. (a bold statement)

3 
Asking ‘real’ or rhetorical questions, e.g. But what is marketing? Now, you’re probably wondering, what’s the significance of all of this?


4 
Quoting someone, e.g. According to marketing guru Philip Kotler, there are five key processes in marketing.

5 
Emphasising key words, e.g. What is unseen is the extensive market research and development of products, … 



But what is marketing? 



But a company that fails at any one of these processes will not survive.  



Marketers are pushing the same old buttons to sell more variations of the same old products.



And that’s what I’d like you to do for your next assignment: innovate. 



Think about a product that will make your life easier.


6 
Building rapport with the audience, e.g. So, you know, Houston, we have an innovation problem. (using humour and informal language)


Clearly, we’ve got to do something different here. (involving the audience)



Sorry, folks, but that’s all we have time for today. (informal)


7 
Listing points in threes or fives, e.g. … five key processes in marketing. First, there’s …


8 
Calling for action, e.g. And that’s what I’d like you to do for your next assignment: innovate. (asking the audience to do something)


Think about a product that will make your life easier. (asking the audience to reflect)

Presenter 2


1 
Use of repetition, e.g. It may look like an Armani, it may feel like an Armani, but if you look at the price tag, you’ll see it costs a fraction of the price of an Armani. 


2 
Referring to a surprising fact or figure, e.g. … did you know that China’s fashion market will probably grow to around 12.4 billion US dollars over the next two years?

3 
Asking ‘real’ or rhetorical questions, e.g. Have you seen this coat? (It could be either here.)


4 
Quoting someone, e.g. I’d like to quote the words of a journalist from the FT here …

5 
Emphasising key words and/or figures, e.g. It may look like an Armani, it may feel like an Armani, …
… you’ll see we’re talking about over five billion euros. 
If there’s just one thing I’d like you all to remember, it’s…


6 
Building rapport with the audience, e.g. You know, a funny thing happened to me the other day. (telling an anecdote)


Well, of course, she gave me a list … 
But if you can’t beat them, join them! (using humour)


I bet you didn’t know that, did you? 
That’s a huge increase in growth, isn’t it? (using informal language and question tags to invite the audience to agree with him)

8 
Calling for action, e.g. If there’s just one thing I’d like you all to remember, it’s focus on our customer base. (asking the audience to reflect on something)
I
a) 
Tip 2 (punctuation)


b) 
Tip 1 (font too small) and tip 4 (source the quote).


c) 
Tip 5 (make an impact with an image and caption). There are grammar words missing, e.g. It looks like …, it feels …, It costs …, but this is acceptable in marketing slogans and advertising.


d) 
Tip 1 (don’t write down everything you’re going to say), tip 3 (bullet list of three: thick-skinned, short-sighted and charging all the time) and tip 5.


e) 
Tips 1 and 2 

Case study, customer survey

Suggested answers

Key findings:

1 
Hardly any customers (only 4%) think the latest Home2u marketing campaign is edgy and cool.

2 
Nearly two-thirds of customers prefer reading assembly instructions in Spanish.                            

3 
Over half think store signs should be bilingual in English and Spanish.

4 
Nearly 50% don’t like hearing salsa music being played in the store.                                        

5 
Only 13% think Home2u staff are helpful and not patronising

6 
Less than a quarter of Hispanic customers would recommend Home2u to family, co-workers and friends.       

In addition, many Hispanic customers were turned off by the campaign, so Home2u needs to re-think its marketing to Hispanic customers.

Case study, Task 2

Suggested answers

Eddie Velázquez might be rejected on the basis that he is pushing 40, he is unknown in the US market, and he’s the only male candidate. As a Latin rapper, he might also project the wrong kind of image for Home2u, but he’s popular in Mexico and may appeal to 20- and 30-somethings.

Vanessa Flores is probably the strongest candidate, but she’s also a risky option, as her boyfriend problems might bring Home2u bad publicity and possibly reputational damage. Her contract will also probably be costly and a different offer of an endorsement deal fell through as her fees were high.

Leona Pedraza has already been approached by a sportswear brand. Leona should appeal to the up-and-coming market of students, single women and young mothers as well as middle-aged women because of her girl-next-door image, although Leona isn’t as well known as the other candidates. 

Elvira Olivas’s strong image might appeal to women wanting to do DIY, and she is also popular with the teen market and housewives. As with Vanessa, her contract may be expensive or problematic because she prefers to do advertising and promotional work in overseas markets.

Case study, Listening

Suggested answers

1.30

Jodie, the Marketing Director, wanted Vanessa Flores for Home2u’s TV commercial, but Emilio says she’s gone on an international tour. She then asks about Elvira Olivas, but he says she prefers to do endorsement deals overseas and he also criticises her for being a prima donna. He then rejects Eddie on the grounds that he’s too old, ‘pushing 40’. Emilio says they should go with Leona, but Jodie isn’t convinced, as Leona might be too young and/or have the wrong kind of image for the Hispanic market.

1.31

Leona doesn’t sound very confident or experienced during the filming of the TV commercial. This doesn’t bode well, and students might argue that Home2u needs to pick a different candidate. Others may give her the benefit of the doubt and blame her performance on a poor script.

5
Employment trends

Listening and discussion

A
1 g    2 h    3 b    4 f    5 e    6 c    7 a    8 d
B
Suggested answer


His first point is that jobs have become more skilled in many countries. The second major trend is that new jobs are being created in the ‘high-value’ service industries, such as hi-tech, business, health, education and creative sectors. Thirdly, job growth is taking place in certain major cities and regions but not others. (53 words)

C 
Suggested answers

high-tech: biochemist, software developer, technician, telecommunications engineer


business services: accountant, financial analyst, lawyer


education: lecturer


health: radiologist


cultural and creative: architect, games designer, journalist

D 
He says three things: technology has led to quicker response times; it makes us work more quickly; and it improves communication.

F
When starting out on a career it’s important to get the most specialist widest set of skills and experiences possible. Nowadays, most employers are not looking for specialist staff; they want people who can perform a wide variety of tasks within the company. Employers especially want people who have good organisational communication skills, who can manage  get on with other people, and who can work independently in a team, as well as people with some intercultural technical competence.

G
1 knowledge    2 indispensable    3 compelling    4 success    5 unpredictable    6 adaptability    7 continually    8 increasingly    9 responsibility    10 requirements

Reading and language

B
Juggling a series of part-time jobs to make a living

D
1 
Jobs that portfolio workers might do, as mentioned in the article: career coach, writer, priest, magazine editor, non-executive director; also people who work in the creative industries such as advertising, graphic design and the media, as well as IT (paragraph 10). Other possible fields and sectors: consulting, training and teaching.


2 
Suggested answers

Benefits:


By working for a variety of employers, no one has complete power over you to switch work on or off.


It can be lucrative (for people like Suzy Walton).


You keep up to date with different issues.


It’s a fantastic lifestyle.


You have the freedom to pick and choose work, and to do it at a time that suits; you have control over what work you do.


Disadvantages:


You have a busy diary.


There is no job security.


You don’t have benefits like sick and holiday pay or a pension.


The insecurity of not knowing where you’ll be in six months can be more stressful.


You have to keep up to date with different issues.


There’s a zero-tolerance attitude to being late or missing a commitment.


You need to be excellent at time management.


You feel you can't say no to anything.


The people who employ you expect you to be on call whenever they want you.

E
1 
happening or done only once, not as part of a regular series


2
various kinds of small things


3
gives the impression that something is or will be bad 


4 
continue to learn about a subject so that you know all the most recent facts, etc.


5 
used humorously to say something is difficult and needs a lot of effort


6 
when two choices have the same amount of gains and losses so that there’s little difference between them

F
1 a    2 b    3 a    4 a    5 a    6 b    7 a    8 b

H
1
-ing form 



… talk about being a career coach … (lines 00–00)



… by working for a range of employers, no one has complete power over you … (lines 00–00)



… by setting up as portfolio workers … (lines 00–00)


… I am terrible at selling myself … (lines 00–00)



… the insecurity of not knowing where I'll be in six months. (lines 00–00)


2 
infinitive 



… he might talk about being a career coach …



Nick, 37, a graphic designer based in London, can attest to the stress … (lines 00–00)



… you can't say no to anything … (lines 00–00)



You should also be able to have a better work-life balance. (lines 00–00)


3 
-ing form 



And what don’t you do for a living? (headline)



… there's a zero-tolerance attitude to being late or missing a commitment. (lines 00–00)



The creative industries such as advertising … (lines 00–00)



There's going to be much more multiple part-time working … (lines 00–00)


4 
to + infinitive 



It's hard to keep up to speed … (lines 00–00)


5 
to + infinitive



No examples in article


6 
-ing form



Tina Brown paints a bleak picture of freelancers' lives […],(freelancers that/who are) grafting three times as hard for the same money … (lines 00–00)



… with a background in central government, including (that includes) the Ministry of Defence, … (lines 00–00)


7 
to + infinitive 



… needs to be excellent at time management. (lines 00–00)



… be able to have a better work–life balance. (lines 00–00)



… expect you to be on call … (lines 00–00)


8 
to + infinitive



… in a bid to survive. (lines 00–00)



… I’m not laid back enough to live without … (lines 00–00)



… there was a price to pay … (lines 00–00)




…  the freedom to pick and choose … (lines 00–00)



… you’re supposed to have control … (lines 00–00)

Business skills

D
•
Carl stops what he’s doing and asks Yolanda to repeat what she’s said: Could you say that again?

•
He tries to show some understanding: Got too much to do? I know the feeling. But has clearly missed the point.


•
Then he paraphrases what’s she’s said – So, what you’re saying is … – but only to be funny, which annoys Yolanda.


•
Later he does finally encourage her to continue rather than interrupting or making fun of her or defending himself – I’m sorry, I’m sorry. You were saying … and later No, no, I’m listening. Please go on.


•
Next he shows he understands her point of view – I appreciate how you feel … – before explaining the situation from his point of view.

E
a)
1, 5, 6, 9, 12


b)
3, 4, 10, 11, 13


c)
2, 7, 8, 14

H
1
No visual information, e.g. smiles or nods, being able to say ‘I don’t understand’.



Your context is different from their context. For example, you write a quick e-mail, and they see it as brusque and direct.   



Some people don’t express themselves well in writing.


2
When you read an e-mail, don’t always believe your first impression – think about other possible interpretations. 



When you write e-mails, think about how the other person could maybe misinterpret what you’re writing and then make it clear that you don’t mean that.



Take into account the other person’s perspective and context and, if necessary, ask open, neutral questions.



E-mail can be particularly useful for multi-cultural teams because you can avoid the misunderstandings that can be caused by different communication styles and differences in things like body space or eye contact, etc.



You can’t interrupt and you can’t be interrupted.


3
You could talk about the problem face to face or on the phone, but if you’re angry or frustrated, e-mail can help you to control what you communicate.

 

You can make your e-mails more rational and less emotional.

I
Suggested answers


1 
(Using must in requests can sound too direct. It helps to explain the reason why you are making the request. Remember to use please and thanks / thank you when making requests. )



Hello everyone. I need to get an update from you on each of your projects ASAP. What I'm looking for is any progress you can report on the projects. I’m working on a departmental report and I want to be able to include this information. Many thanks!


2 
(It’s common in British English to soften an order or instruction by wording it as a request. It’s polite to allow for the fact that some people may not be able to attend.) 



Hi guys, Samira wants us to have a meeting on Tuesday morning at 10.00. This meeting is very important, so please make every effort to be there. And let me know ASAP if you can’t make it. Thanks.


3 
(Don’t write in capital letters in e-mails – many people associate this with shouting. Extra punctuation, such as the question marks here, can also seem rude. The use of humour and a smiley at the end mitigates the directness of the request a little, but it’s debatable whether emoticons are appropriate in business e-mails. Showing empathy for the position of the person you are writing to is a way to avoid misunderstanding and potential conflict.) 



Hi Carol. I realise you’re up to your neck at the moment, but could you please send me those monthly figures ASAP? Thanks.


4 
(It’s important not to get too emotional in an e-mail, as it may be seen as flaming, even when that was not the intention. Always check that your e-mails sound polite and rational before clicking on SEND.) 



Hi David, This is a little awkward. I’d really like to help, but I’m just too busy at the moment to deal with this request. Can it wait, or could you find someone else to take care of it? 


5 
(A short e-mail is not necessarily rude. However, it’s never a good idea to swear or use symbols to represent swear words in an e-mail, as it makes the tone much more negative.) 



Hi, guys. What’s happening with that product presentation?


6 
(A misunderstanding involves both parties, and it’s more common for misunderstandings to occur in asynchronous communication like e-mail. The use of the adverb simply here seems to intensify the negative tone of the message. It’s typical in British culture to apologise when such misunderstandings arise, but it isn’t essential.)



(I’m sorry) There appears to be a misunderstanding here. What I’d like you to do is follow up with them and report back to me. Let me know if anything isn’t clear. Thanks.
Case study, Report on absenteeism

•
Possible reasons for the high levels of absenteeism: personal problems that staff don’t want the company to know about; lack of motivation; low morale; low pay; pressure of workload; lack of control over workload; pretending to be ill to take a day off work when they feel like it; feeling bored, undervalued or overqualified for the job.

•
Possible ways to reduce absenteeism: introduce a system of bonuses for staff who don’t take sick leave; find ways to improve staff morale, e.g. teambuilding activities; investigate more flexi-time and flexi-days to allow staff to take time off when they need it; introduce teleworking so staff who need/want to (e.g. mothers with young children) can work from home.
Case study, Listening

•
Stress is created by strict performance targets, loss of bonuses and rude e-mails from the team leader.

•
It’s not always possible to deal with customers in five minutes.

•
Customers can get angry when agents rush them.

•
Staff need to chill out after dealing with a difficult customer, and more support from management.

•
Pressure to meet targets means there’s no flexibility or individual decision-making.

•
Call monitoring is a major source of stress for staff. 

6
Ethics

Listening and discussion

C
Summary 2

D
1 
‘Trust me’ model: 100 years ago, when there were family-run companies, there was a great deal of trust around the way that companies were being run. Companies were more paternalistic, so there was an attitude of ‘Don’t worry, we’ll look after you’. 

2 
In the 1980s/1990s, there were some corporate scandals that caused people to doubt the trust model. There was also more awareness of how companies were behaving, especially concerning environmental issues and in the oil and gas industries. 


3
‘Involve me’: the attitude of ‘Involve us in how you do your business. We would like to help you to do it better’. The ‘involve me’ model worked for some companies but not for others, and then it evolved to the ‘show us’ model: ‘Show us you are doing business in the right way’. 

E
1 corporate responsibility    2 prove to     3 corporate responsibility reports    4 sustainability reports    5 stakeholders    6 obey me    7 not behaving    8 enforce the law/enforce laws 

G
1 paternalistic    2 account; scandals    3 reports; irregularities    4 supply    5 labour    6 stakeholders    7 reputation   8 unethical 

Reading and language

A
Definition c) 


(Definition a) is a red herring. There isn’t a specific word in English for this. Definition b) is an industrial spy, someone who commits industrial espionage.)

B
1 
Sherron Watkins worked for the Enron, the world’s biggest energy trader at the time.



David Franklin worked for the pharmaceutical company, Parke-Davis, later bought by Pfizer.


2 
Sherron Watkins uncovered accounting fraud. She first exposed the fraud via an anonymous memo and later spoke to the founder and Chairman in person. 



David Franklin exposed illegal and fraudulent marketing of a drug. He took the company to court.


3 
Sherron Watkins was an internal whistleblower.



David Franklin was an external whistleblower who reported the wrongdoing outside the company.


4 
Yes, David Franklin has become a millionaire.

C
1 mired    2 stumbled across    3 work up the guts    4 taken the helm    5 dismissed    6 cooks the books    7 come clean    8 plead guilty    9 to settle     10 reported    11 hefty (speaker’s) fees    12 reimbursement    13 filed a (whistleblower’s) lawsuit    14 alleged    15 compliance

E
To hypothesise about and comment on the past: She could have gone outside the company; I would have gone to the company’s auditors, I doubt that would have helped. 


To criticise past actions: Sherron Watkins should have done something sooner


To express regret: She herself says she should have seen the warning signs.

F
Suggested answers

1
Because it means risking your job and career; because the situation might right itself without you saying anything. 


2
idealistic; a rule-follower; a person with a strong sense of responsibility; a person who values qualities such as honesty, integrity, morality, professionalism, fairness and truthfulness; someone with a strong personal or professional code of ethics; someone with a strong sense of ‘the right thing to do’.


4
It could be argued that whistleblowers like David Franklin forced the pharmaceutical company to pay money back to the government. Sherron Watkins believes her actions helped to convict people at Enron, and helped get important legislation passed, the 2002 Sarbanes Oxley Act, requiring CEOs and CFOs to certify that financial accounts are true.  

Business skills

C
1
this is a clear-cut case


2 
weigh up the pros 


3 
put your reputation at risk 


4 
On the other hand, 


5  
is up to you. 


6
What I would say, though 


7
to do the right thing.


8
neither here nor there


9
If it was up to me


10
you’re in a tricky situation


11
Another thing you could do is 

D
Expressions that sound more diplomatic/neutral


Another thing you could do is …


You might like to …


What you finally decide is up to you. 


Oh dear, that’s a tricky/tough one.


You have to weigh up the pros and cons.


On the other hand, you might …


On balance, I think you should …


Expressions that sound more forceful/direct


The most important thing is to …


If it were up to me, I’d …


What I would say, though, is …


I wouldn’t do that if I were you.


Are you sure you really want to …?

G
Suggested answers

The meeting was effective in that a couple of decisions were taken regarding communicating job losses to employees. However, it was quite a conflictive meeting. 


There was some conflict from the Human Resources Manager, John, and the Sales Manager, Vincent, neither of whom wanted to communicate the bad news to employees. There was also some antagonism between John and Vincent, e.g. Vincent accused John of taking on unnecessary staff in production earlier that year. 


Becky didn’t handle the meeting too badly, considering it was fairly conflictive and she tried to keep them on track. But she could have used the ‘round robin’ technique earlier before things got out of hand. She also sounded very direct towards the end of the meeting, when she was briefing the other managers, although others might prefer this more directive approach.

I
Suggested answer

Action points of meeting: Security and Workplace Surveillance 

Date:
8 February

Venue:
Head office, Room 4

Present: 
Ingvar Koning, Urszula Podalska, Ashkan Behdad and Siobhan McCarthy  

Apologies: 
Pascal Beauvois, Ethan Rooney

	
	Action
	By

	1 Installation of security cameras 

Following the suggestion to install more security cameras throughout the building, we agreed that more cameras are essential in certain areas to prevent theft, e.g. in the warehouse and production area, but not in office areas. The IT dept will look into costs. It was also suggested that the company draws up a series of guidelines for Security and Workplace Surveillance.
	UP/AB/ER
	8 Mar

	2 Monitoring of e-mail and Internet usage 

The majority of attendees agreed tighter measures are called for, and there is particular concern about the use (and abuse) of social media during office hours. The IT dept will review the current policy, together with the Production and HR depts, and send a report before the next meeting.
	IK/UP/AB
	15 Feb

	3 Recruitment background checks 

Various ideas were discussed. The most contentious was that of investigating criminal records of new staff. Concerns were also raised regarding security of employees’ records and privacy issues. The HR dept will look into these areas in more detail and consult an employment lawyer. To be discussed further at the next meeting.
	IK/PB/SM
	22 Feb

	4 Communication to staff

It was agreed that AB will take on the new role of Security Officer and would coordinate any subsequent actions concerning security and surveillance. A decision on AB’s request for a full-time assistant is pending. It was stressed, however, all managers need to assume responsibility for their respective areas.
	IK/AB/SM
	22 Feb


Next meeting confirmed: 
15 March, 9.00 a.m.

Venue: 
Maynard Electronics head office, Room 7

Aim of meeting: 
Guidelines for Security and Workplace Surveillance
Case study, Listening (Breaking news)

Suggested answers

Key points:

•
Some children’s breakfast cereals are more than 50% sugar by weight.

•
A study found children’s cereals have more sugar, salt, carbohydrates and calories per gram than cereals not marketed to kids.

•
A single serving of a cereal, including Ready-to-go by Daybreak, can have as much sugar as a doughnut.

•
Eight cereal brands in the study were at least 40% sugar by weight.

•
The food industry spends £145 million annually advertising cereals to children. 

•
An expert nutritionist said obesity is a problem and that children serve themselves over 50% more of the suggested serving. 

•
The study also found two cereal brands that only had one gram of sugar per serving.

The consequences of this report are that at least two cereal brands are healthier than Daybreak’s and it could result in damaging the company’s reputation. Daybreak may need to issue a press statement and confirm or deny these findings.

Case study, Task  2

Suggested agenda 
1 
How to improve food labelling 

2 
How to regain consumer confidence

3 
Other suggestions for improving Daybreak’s  business ethics. 

4 
AOB

Case study, Listening (Six months later)

Suggested answers

What action(s) did Daybreak take to improve their business ethics? 

Daybreak standardised its food labels and claims that its children’s cereals are healthier now. But experts found that sugar content had only been reduced by 10 per cent. Its sugar content is still higher than it should be.

Was it successful? 

No, sales of Ready-to-go have dropped, despite them giving away cereal packs in supermarkets as part of a promotional campaign.

What else could they have done?

An expert/former employee says Daybreak should have reduced its levels of sugar, salt and carbohydrates in children’s cereals, and increased the fibre content too. Daybreak is trying to improve its image and is donating to a children’s project in Mali, but it seems it’s too little, too late.

Working across cultures 2: Ethical international business

B
Suggested answers

All companies worldwide Companies listed on a public stock exchange are now more accountable for their ethical conduct. Businesses, for example defence and aerospace companies, are checking their activities using internal and national international standards of accountability. These accountability frameworks are flawed, however, because they are too industry-specific not adapted to each industry. The expert believes that it might not be (entirely) appropriate that companies should address the same set of ethical issues regardless of their sector. A responsible business may also be listed on a sustainable index, such as the FTSE4 Good index in the USA UK.

C
1 
Trust can be lost by saying something misleading or wrong about your product. It can also be lost by the unethical actions of a company itself or an individual, e.g. an employee bribing someone or being accused of corruption.


2 
If companies want to regain public trust, they should be very open and honest about what went wrong and try and address the issues. The key is being transparent about what they do. 


3 
The aerospace and defence industry saw itself as an industry apart and they felt they needn’t be worried about corporate responsibility.


4 
The Woolf Committee was appointed by BAE Systems to look into the ethical conduct of the company and make recommendations for how they should behave. 


5 
The expert mentions one international code of conduct by name: the Common Industry Standard in Europe. She also mentions another one for European and US defence and aerospace companies, but doesn’t give the name. 

Revision unit B

4 Marketing

VOCABULARY

1 special offers    2 marketing tool    3 store    4 loyalty scheme    5 customised    6 personalise    7 reductions    8 privacy concerns    9 social networks    10 marketers    11 attract    12 online

RELATIVE CLAUSES

1
You can have a great, powerful brand in a company whose reputation has been damaged. 

2
Conversely, you can have some companies which/that enjoy a great reputation, but don’t own any world-class brands.

3
There are aspects of the company’s reputation which/that will affect their brands. 

4
As more consumers worry about obesity, leading fast-food brands have altered their menus to provide healthier choices, which has led to significant growth as a result.

5 
The people who/that go out and buy the product …

6
… are not always the same ones who/that notice corporate reputations. 

WRITING 

Suggested answer

Slide 1

Customer relationship management
•
What is it, and why is it important?

•
Customer-centric businesses: the customer is at the heart of everything that an organisation thinks and feels about its market. 

•
CRM software provides a consistent service to the customer.

Slide 2

How do companies retain customers?
•
Gather intelligence about customers and their buying behaviour

•
Create promotions and offers to encourage returning customers 

Slide 3

Invest in CRM

•
Invest in loyalty cards or loyalty marketing schemes, e.g. Tesco’s Club Card scheme

•
Invest in customer value – why customers are using a particular brand, and how important it is to them 

•
Invest in price-promotion activity – only one lowest-cost provider in the marketplace

Slide 4 

Customer data and privacy concerns
•
Concern that more data is being collected, e.g. by airlines, banks, booksellers, etc. 

•
 ‘Glass consumers’

Slide 5 

Attitudes to privacy

•
Privacy fundamentalists concerned about the amount and quality of information that is held about them by companies and want legislation. 

•
Privacy pragmatists recognise the reality is companies collect data and they can live with that.

•
Privacy ‘indifferents’ don’t care about what information is collected about them, and are often very unaware of what is collected.

SKILLS

1
1 b    2 g    3 a    4 f    5 c    6 e    7 d 

2
1 b    2 e and d    3 c    4 e    5 a, b and e    6 a and c    7 f and d

5
Employment trends

-ING FORMS AND INFINITIVES 

1
1 
being; be; working 


2 
to find; being; not knowing 


3 
offer; to work; to give 


4 
having; keeping; juggling 


5 
working; having; to go 


6 
Recruiting; training/retaining; retaining/training 


7 
to reduce; to look at; to manage 


8 
change; working; to do 

2
1 (to) devise    2 meeting    3 to fix   4 ranging    5 working    6 listening    7 being    8 being    9 taking over    10 setting up    11 to think    12 including

WRITING 

Suggested answer

To all staff

It has unfortunately come to my notice that one of the new in-house projectors has gone missing. Could the person who last used projector ref. no. PRO-5 please make sure it is returned as soon as possible?

As you know, these projectors should remain on site. That way we can all have access to such equipment whenever we need it. It is not for personal use. If you need to take a projector outside the office, e.g. for an external presentation, please remember to check with me first, or let one of the IT technicians know. 

Thanks for your cooperation.

Name
Office manager

6
Ethics

VOCABULARY 

1 renewable    2 standards    3 sustainable     4 conditions    5 reported    6 low-paid    7 Migrant    8 sources     9 awareness    10 take    11 respect    12 responsibilities

MODAL PERFECT

Suggested answers

The person leading the meeting should have sent the agenda in advance to all participants.

The participants should have arrived on time and they should have read all the relevant documents.

The meeting could have been scheduled at a more convenient time.

The chair should have asked for everybody’s opinion.

The person leading the meeting should have finished on time.

The participants should have stuck to the agenda. etc.

SKILLS
1 
What you finally decide is completely up to you. 

2 
Oh dear, that’s a tricky one. Decisions, decisions …

3 
You have to weigh up the pros and cons.

4 
I wouldn’t do that right now if I were you. If it were up to me, I’d wait a bit.
5 
On balance, I think you should say yes. On the other hand, you might want to say ‘maybe’.

6 
What I would say, though/however, is don’t do anything unless you’re absolutely sure.

Cultures: Ethical international business 

1 pay    2 incompetent   3 hatred    4 image    5 values    6 successful    7 equal    8 power    9 epidemic    10 Hating 

11 criticised    12 food makers    13 fault    14 responsibility    15 obesity    16 Alarmed    17 put pressure    18 cut back    19 irresponsibly    20 processed 

7
Finance

Listening and discussion

A
1
A saver keeps money or other assets usually in a bank account without any risk of loss or making profit. Investors use their money to generate wealth in the future. Investors can gain much higher returns, but there is also a risk of some loss.

B
Suggested answers

1 social    2 environmental    3 real economy    4 individuals    5 businesses    6 (actually) doing things    7 (an) expertise    8 triple bottom line 

C
Triodos invests in over 9,500 projects. They cover a very limited vast/huge/enormous/wide range of activities. One such activity is nuclear renewable energy. The bank is lending to some of the major providers in the EU UK. It is also financing some of the big providers of social networking housing in the UK, such as Mencap. And it is involved in training trading activity, for instance with organisations like Café Direct, a major wholesale fair-trade provider of hot drinks. The bank provides these organisations with debt funding, so the return is just the interest on the loan.

E
Firstly, he’d like to see a focus on banking in the real economy, as opposed to creating products and services that are removed from the bank’s business, because it’s been proven that a bank can’t manage that risk when it’s not in direct contact with the business.


Secondly, he’d like to see some separation of the more investment-banking type of activities from commercial banking, because investment banking is a riskier business and customers are put at risk of banks failing.

F
1 customer    2 loan    3 money    4 savings    5 deposit    6 down


More suggested collocations:


1 
high-street / piggy / savings / central / The World


2 
consumer / Third World / foreign / international


3 
state / research / government / mortgage


4 
unsecured / student / home / high-interest / low-interest


5 
market / global / prosperous / world


6 
insider / invisible / passing / external / foreign / international

G
1 
a) Investing    b) investments    c) investment


2
a) lend    b) lending    c) loan


3
a) deposited    b) deposit    c) deposits


4
a) exposed    b) expose    c) exposure

Reading and language

B
c) The collapse of the financial world because bankers couldn’t count

C
1
( (All businesspeople know that you can carry on for a while if you make no profits, but that if you run out of cash, you are toast. Bankers, as providers of cash to others, understand this well. (lines 00–00))


2
( (In general, banks have no measures of cashflow that work for banking. They do think about liquidity – can you borrow from other market participants, can you get money from the central bank? (lines 00–00))


3
( (The article refers to banks spending money, but it does not name the government or consumers as such: … and in the mid-noughties they [the banks] began to splash out. (lines 00–00); Not only has the industry – and by extension societies that depend on it – been spending money that is no longer there, it has been giving away money that it only imagined it had in the first place. (lines 00–00))


4
( (From my own experience, in the mid-1990s, no more than four or five employees of Barclays’ then investment bank were paid more than £1m, and no one got near £2m. (lines 00–00))


5
( (How could they pay this imaginary wealth out in cash to their employees? Because they had no measure of cashflow to tell them they were idiots, and because everyone else was doing it. Paying out 50 per cent of revenues to staff had become the rule … (lines 00–00))


6
( (How did the shareholders let them get away with this? They were sitting on the gravy train too, enjoying the views from the observation car. How did the directors let it happen? Innumeracy and inability to understand accounts. How depressing the shame and folly of it all is, ... (lines 00–00))

D
1 are toast (line 00)    2 folly (line 00)    3 dividends (line 00)    4 rampant (line 00)    5 liquidity (line 00)    6 colossal (line 00)    7 the City (line 00)    8 sitting on the gravy train (line 00)    9 fuss (line 00)    10 means curtains (line 00)    11 go bust (line 00)    12 shame (line 00)

E
Suggested answers


1 
continue doing 


2 
use all of something and not have any left


3 
refuse an offer, request or invitation


4 
spend a lot of money on something 


5 
suddenly start being successful


6 
pay or give money (literal meaning)


7 
give something without asking for any money, rather than selling it to them)


8 
not be caught or punished when you have done something wrong; also, get away with murder 


9 
cause the collapse of


Other meanings:


•
turn somebody/something down


turn the switch on a machine such as an oven, radio, etc. to produce less heat, sound, etc., e.g. Could you turn it down?


•
take off; take something off



–
when an aircraft rises into the air from the ground, e.g. The plane took off.



–
remove something, e.g. He took his jacket off.



–
have a holiday from work on a particular day, e.g. She took the day off.


•
give somebody/something away


–
give something to someone because you do not want it or need it yourself



–
show where someone is or what they are doing or thinking when they are trying to keep this a secret; 



–
tell someone something that you should keep a secret;



–
lose in a game or competition by doing something badly or making mistakes


•
get away with something


–
receive only a small punishment for something



–
do something without experiencing any problems or difficulties, even though it isn’t the best thing to do


•
get away 



– 
leave a place, especially when this isn’t easy



–
take a holiday from the place you normally live (get away from it all); 


•
get away from 



escape from someone who is chasing you or trying to catch you 


•
bring somebody/something down


–
reduce something to a lower level



–
fly a plane down to the ground



–
force a government or ruler to stop ruling a country



–
make someone fall over


•
bring down on/upon


make something bad happen to someone, especially yourself or people connected with you

F
Multiword verbs that are intransitive (don’t take an object): 


1 
carry on (= continue doing something), e.g. you can carry on for a while (lines 00–00)


2 
run out of, e.g. Time is running out. She ran out of the room. We say run out of before an object, e.g. If you run out of cash, you are toast (lines 00–00), She has run out of ideas. 


4 
splash out, e.g. they began to splash out. (lines 00–00) But we can say splash out on something, e.g. We splashed out on an expensive meal.


5 
take off (= do well; leave), e.g. things began to take off (lines 00–00), He just took off five minutes ago. But we also say take something off (= remove), e.g. He took off his glasses. 


8 
get away (from) (= escape), e.g. The bank robbers got away. We’d like to get away this weekend. But we say get away with something, e.g. How did the shareholders let them get away with this? (lines 00–00) 


We can change the order when the multiword verb is separable, i.e. when you can separate the object (or object pronoun) from the particle (the preposition or adverb), e.g. How could they pay this imaginary wealth out in cash to their employees? (lines 00–00)


We can’t change the word order when the multiword verb is inseparable, e.g. If you run out of cash, you are toast. (lines 00–00) NOT If you run cash out of …; societies that depend on it (lines 00–00) NOT societies that depend it on.

A good dictionary like the Longman Dictionary of Contemporary English will show which multiword verbs, or which of their meanings, are intransitive or transitive, and which are separable or inseparable.

Business skills

A
Suggested answers

By your boss about something that has gone wrong; in a job interview; being interviewed by a journalist; meeting with your bank manager; in a police investigation; in a formal presentation; presenting an academic thesis to a panel of judges; giving a training session; in a meeting with a group of potential investors; etc. 

B
1 e    2 f    3 b    4 a   5 c    6 d

C
Speaker 1: b and c


Speaker 2: a and f (e.g. asking the questioner to identify him/herself)


Speaker 3: a, f (e.g. referring to the questioner by name) and g


Speaker 4: a, b, d and e


Other ways of dealing with Q&A: 


•
Say you’ve already answered the question and briefly sum up what you said, e.g. As I said/mentioned before, …


•
Comment on the kind of question to gain some thinking time, e.g. That’s a good/interesting question.


•
If the questioner is incomprehensible or inaudible, or you don’t understand the question, ask them to repeat it.


•
Avoid answering, e.g. say the last/next speaker will deal with that topic, or that it’s not your area of expertise.


•
Say the question is not relevant to your talk.


•
Ask the questioner what he/she thinks, or put the question to the audience.


•
Use humour as a distractor.

E
Suggested questions 


What do you do exactly? / What do you do on a typical day?


How did you get into finance?


What aspect of your work do you enjoy the most/least?


How much do you earn? / Do you mind me asking how much you earn? 


What are the secrets of your success? 


What advice would you give …? etc.


Questions actually asked by the interviewer:


1 
Do you think you could describe what you do in 10 words?


2 
I’d like to know who has been your biggest influence.


3 
Can you tell me what’s the worst job you have ever done?


4 
Would you mind telling me what’s the worst thing you’ve ever had to do at work?


5 
I was wondering if you had any guilty pleasures.


6 
Have you ever lied at work?


7 
Have you ever praised someone and not meant it?


8  
How important is money to you?


9  
If you hadn’t gone into finance, what would you have done?


10 
I’d like to ask how you would like to be remembered.


The interviewer’s questions might be different from the ones formulated by the students because she uses indirect or embedded questions to sound less direct. 

F
She uses six of the expressions (in the order we hear them):


Do you think you could describe your job in 10 words?


Would you mind telling me what’s the worst thing you’ve ever had to do at work?


I was wondering if you had any guilty pleasures?


What would you say was your number-one rule?


If you hadn’t been in business, have you any idea what would you have done?


I’d like to ask how you would like to be remembered.


We often use indirect questions when we want to sound less direct, or more tentative and polite; also when asking personal or challenging questions, when rephrasing and insisting on the question, or when the questioner is playing for time.

G
1
evaluate investment proposals    


2 
ended up; had no idea; to go into; took off from 


3 
My grandfather;  built himself up 


4 
Fire people; a necessary evil


5 
taking it easy; feel guilty


6 
to the full

Case study, Listening

Suggested questions for investors to ask entrepreneurs:

How are you going to use the equity capital/money?

How will this investment result in a profit for me?

Have you any idea what kind of returns we could expect if we invested in your business? 

Your expected IRR/rate of return is very high at 40–45% over four years. How realistic do you think that is?

What’s your business plan?

What’s your exit strategy for investors?

Have you received equity/funding from other business angels?

Do you think you have the right expertise for this kind of business?

What did you use to do before you became an entrepreneur?

How motivated/passionated/committed are you?

Can you build and work with a team?

Where do you see the business in five years’ time?

Writing

Sample answer to be provided by TB writer

8
Consultants

Listening and discussion

A
Suggested answers

1
The extract in Exercise B gives some examples of the services consultants provide: financial management, human resources services (e.g. headhunting, recruitment, training), IT implementation, change management, strategy development and improving operational efficiency. 

2 
Companies might hire management consultants for a variety of reasons:


•
Companies don’t have enough staff to do the work themselves. 


•
It can be a way to distance internal management from desired, but sensitive, changes (e.g. job layoffs, salary and benefit changes/reduction, major operational and strategic shifts).


•
A company doesn’t have the specialist know-how to deal with a specific problem or project (e.g. controlling costs, improving managerial performance, manage special projects).

•
Consultants have developed knowledge of best practices across industries and functions, which helps them to identify effective solutions, e.g. by benchmarking (measuring an organisation's internal processes and adapting them to best practices). 


•
Companies often need a fresh perspective. Consultants can add a lot of value through their observations and insights.

•
Training: a large part of what consultants do is educate client employees on necessary knowledge, skills and mindsets.


3 
Implied criticisms:


1
Some consultants may talk using a lot of management buzzwords and clichés but may not have the specialist knowledge the company is looking for. The consultant may be inexperienced in the industry/sector.


2
Despite being costly, the consultant’s fees are not usually based on the success of the project; there is little or no guarantee the consultancy will be successful, depending on the contract negotiated and which party is assuming most risk.


3
The report is often the most tangible deliverable, and the fee will not involve implementation unless it has been previously negotiated and included in the contract.


4
With so many consultancies in the market and increased competition, it is sometimes difficult to see how they differ from each other or what a consultancy’s ‘added value’ may be. More prestigious consultancies may offer the same advice and services as cheaper, lesser-known ones.


5
Consultancies are given work based on the premise that there is a problem with the company or the company requires a specialist service or task that they are unable to do in-house. Consultants are unlikely to turn down a possible contract, or they may find a problem in the way a company works, even if one does not exist.


4
1
What can you tell us about managing change?


2
How much were you planning to charge? / What sort of fees were you expecting for this project?


3
Will you help us with the implementation of your recommendations?


4
Why should I hire you? What is the difference between you and (a rival firm)?


5
So, what do you think about how things are run around here?

B
1 performance    2 specialised expertise    3 best practices    4 implementation    5 operational    6 techniques and methods    7 deliverable    8 tangible    9 scope    10 brief

C
1 order to cash    2 should be delivering    3 serving customers    4 service they value    5 level of quality    6 features of the product / product features / products and services)    7 shape the way

D
1
F 
The technique mentioned is called Value Stream Mapping.


2 
T


3 
F 
The technique looks at the period of time spent on each stage of the process, and the levels of quality.


4 
T

E
1 
Redesigning the work / Coming up with better ways of doing things


2 
Stop doing things the customer doesn’t value, or that are a waste of time and money and/or do things differently.


3 
lead time(s) (These have to be reduced in order to improve efficiency.) 


4 
What the customer wants, e.g. shorter delivery times  


5 
The ‘drivers’ of improved performance, e.g. lead time; reducing (driving down) costs; improving (driving up) quality

F
1 
Taking out unnecessary steps, e.g. outsourcing some activities


2 
Restructuring the company, e.g. by consolidating into a larger site


3 
The Management infrastructure, e.g. helping managers to understand and improve their performance  

G
Through discussions with the client staff in workshops and meetings in order to reach consensus around the changes they are recommending. 

H
Suggested answers:


1
People don’t want to move; managers and staff don’t want to lose their jobs; staff don’t ‘buy into’ the changes; there are budget constraints which make it impossible to make changes. 


2
The company could overcome the resistance by communicating the need for change to staff; emphasising that the changes to the process will minimise delays and waste, maximise profitability, add value to the customer and thereby strengthen the business.


3
By involving in the client in the project (e.g. through workshops, as Peter Sirman mentions in his interview); by handling sensitive information discretely (e.g. employee salaries); by offering tailor-made – not ready-made – solutions to the client; by delivering what was promised and expected; by following up on developments with the client after the project is completed
Reading and language

B
Suggested answers

1 
An operations turnaround project with a focus on personnel


2 
It can be hard for companies to do a sensitive job like this, which involves major operational changes, e.g. job cuts, salary and benefit changes/reduction. Also, the company may not have the expertise internally to do this. Hiring consultants can be a way to reach the desired conclusions without company management being directly involved. 


3 
The consultant attends four formal meetings: 1) team meeting to prepare for the client meeting at 12 noon; 2) client (monthly progress) meeting at 2 p.m.; 3) post-meeting debrief at 3 p.m.; and 4) meeting between project team and three partners to discuss scope of the project at 4 p.m. The lunch at 1.30 p.m. with the client team might also be considered an informal meeting in preparation for the meeting with the CEO.


4 
The consultant appears to be quite young (I briefly wonder if she’ll ask me how old I am) and conscientious and enthusiastic (e.g. he prepares and revises the slides well, memorises key facts for the meeting, is keen to please the team manager, plans to work late on the new data for the next day, etc.).


5 
The CEO seems happy at the end of the meeting and congratulates the partner on the team. On the other hand, it seems that the client has said the scope of the project is too narrow, i.e. the consultants are not doing enough.


6 
It was a good day in that the Production team sent the slides which saved the consultant a lot of work and time. He prepared a good presentation that impressed the CEO of the client company. The manager also seemed pleased with the team’s work. The surprise news is that the team could have more work to do. A minor setback is the quarterly data appears to be a mess, so the consultant will have to work on it this evening. Another setback was the inconclusive teleconference call with the partners, who could not agree on what needed doing.

C
1 wraps up    2 packs up    3 run […] through    4 hammer out    5 go through    6 debrief    7 circle back    8 having a catch-up    9 a small nit    10 piled up    11 breathe a sigh of relief    12 left out

D
Some examples: 


(The) Hotel alarm wakes me. 


 (I) Breathe (a) sigh of relief.


(My) BlackBerry buzzes. 


(The/My) Manager says …


All (of my shirts) are wrinkled. 

 
(There’s) No extra sleep for me. 


(It) Could have been much worse.


(The) Team meeting starts.


(The) meeting (is) over!


The words omitted are mainly articles (especially the), subject pronouns (e.g. it) and possessive adjectives (e.g. my). Notice there are no hard-and-fast rules, and these words are not always left out.


This style gives the blog entry a sense of immediacy and urgency. It also makes it sound more chatty and informal. 
Business skills

A
Students’ own answers. But being flexible, being prepared to make concessions and achieving a win–win situation is probably the most widely acceptable, certainly if you want to continue doing business with the other party.

B
1 b, g    2 a, e    3 d, f    4 c, h


Other possible negotiating techniques:


•
Play it cool, i.e. pretend you’re not interested, e.g. when buying a flat, or bargaining in a market.


•
Use a personal approach – think of the other party as a partner, not as an adversary.


•
Call their bluff; pretending that you’re not interested, or that you have a better offer elsewhere, although this can be very risky.


•
Use your power, or threaten.


•
Don’t get personal or angry – stay objective.

•
Negotiate as a team.

C
1 big concession    2 one by one    3 some sort of compensation    4 understands its full value    5 get a concession    6 willing to make concessions    7 ’take-it-or-leave-it’; ill-will    8 walk away

D
Suggested answers:


Negotiation 1


1
They are effective negotiators because both parties are prepared to make concessions:  Mr Khilawala agrees to deliver one week sooner and his client will probably pay him sooner (30-day credit terms), so it’s a win–win situation. 


2
Mr Khilawala, the supplier/seller, practises the silent technique. The buyer/customer (Irene) is the first to talk and does most of the talking. Irene also refers to a higher authority, John Himona, although it’s not clear whether he’s actually a real person, or she is calling his bluff – pretending to check with someone else first, probably to play for time. 


3
They seem to know each other, although their relationship seems as little strained, as Mr Khilawala uses the silent technique.


Negotiation 2


1
Claude is ‘effective’ in that he negotiates a good price for the 30ml bottle. Kevin is also effective in that he agrees to take on a new product, but drops one that isn’t selling well and negotiates a smaller size for the baby talc. They are both prepared to make concessions, but it isn’t a win–win situation: Kevin is left feeling cheated and we don’t know if he will honour the oral agreement. 

2
Claude, the supplier/seller, uses sales techniques, such as offering a special price because of their special relationship, which is a common sales ploy: Our usual price is €10 per 50ml. But for you, we’re offering it at €9.50! Claude also states the benefits for his client: And economical too. / That’s a five-per-cent saving, Kevin. However, in the end Claude outwits Kevin and calls his bluff by pretending they’re negotiating for a 50ml bottle of perfume/body spray and not for the 30ml bottle. 


3
The buyer and the seller have a friendly relationship and adopt a personal approach. They seem to treat the other party as a partner, calling each other by first names and using humour, but there is also an element of oneupmanship.
E
Negotiation 1


Buyer (Irene)


I was wondering if you could deliver a bit sooner? (T)


Maybe we could talk a little about terms of payment at this point. (T)


I suppose I could look into it. 


But I’d have to check with my supervisor first.


He’d have to confirm the payment terms, you see. 


I think that should be do-able. (T)


Leave it with me. I’ll see what I can do. 


Seller (Mr Khilawala)


We could deliver sooner, provided you paid in cash. (T)


What if we delivered one week earlier and you gave us …? (T)


I’ll wait to hear from you, then.


Negotiation 2


Buyer (Kevin)


Actually, it seems a couple of the products aren’t doing that well. (T)


It might do better if it wasn’t in a 500g container. (T)


So, we were wondering whether you’d be able to … (T)


What would you say to a 10-per-cent discount? (T)


So, do we agree on €9 per bottle, then?


Consider it a deal.


Seller (Claude)


Our usual price is … But for you, we’re offering it at … 


That’s a five-per-cent saving.


It’s always good doing business with you.


You’ll put it all in writing, won’t you? 

G
a) with someone you know quite well, because the expressions are semi-formal, e.g. When it comes to …/ Re delivery charges, I’d (just) like to point out …; Could/Can you confirm …, please? Thanks.


These kinds of expressions are more common in business e-mails nowadays, where people generally try to adopt a friendly but professional manner and use contracted forms more often. 


Formal expressions


These would be used in letters and some might sound odd or officious in an e-mail:


Opening remarks


Following our conversation / Further to our meeting on (date), …


Please find attached a copy of … as discussed on (date) …


Confirming 


We would be happy to offer you … 

As previously discussed/agreed, our policy on … is as follows: …

Regarding payment and delivery, …


Where delivery charges are concerned, we would need to point out (that) … 


When things go wrong


In the (unlikely) event of a …, we would like to remind you that …


In case of …, please note that …


Making a request

Could you please confirm … in writing at your earliest convenience?

We would be very grateful if you could confirm …

Closing remarks

Should you require further information, please do not hesitate to contact me.

We look forward to doing business with you (again).

H
Suggested answer
To:

Claudio Timi

From:

Denise Hall

Date:

10 April 

Subject:
Sunshine Beauty Products agreement

Dear  Claudio Timi

I’m writing to confirm what we discussed in our meeting on 8 April. Sunshine Beauty Products is pleased to offer Daisy Supermarkets the following terms of agreement:

Specification of goods and price agreed

Sunshine Beauty Products will provide Daisy Supermarkets with our extensive sun range at the special prices listed below:

Sunshine sun cream, Factors 10 and 25 @ €8.00  and €10.00 respectively (minimum orders of 1,000 units each)

Sunshine Kids sun cream, Factor 50 @ €12.00 (min. 500 units)

Sunshine face cream at €11.00 (min. 500 units)

Sunshine after-sun lotion at €8.00 (min. 500 units)

Sunshine haircare holiday pack at €6.00 per pack (min. 500 units)

Please note: should Daisy Supermarkets place orders of less than the minimum amount agreed, Sunshine Beauty Products will have to review these prices.

Delivery and payment

Payment will be on a sale-or-return basis for the first 500 units of each product. As we agreed, 40 per cent of payment will be paid on delivery, with the remainder paid 60 days after delivery – with the approval of Daisy Supermarkets. 

I would like to point out that the expected delivery date is the week of 5 May, subject to confirmation and product availability. 

Limitation of liability, cancellation, refunds and warranty policy

I’m sending you a document with details regarding these – see the attached pdf. 
If you have any queries, please let me know. Could you also please confirm your initial orders as agreed in our meeting by e-mail as soon as you can? Many thanks.
We’re looking forward to receiving written confirmation of the above terms and your first orders.
Best wishes,

Name, position and company
Case study, Listening

Suggested answers

Opportunities for Heitinga T-com Consulting and its new Indian client

•
Mr Sukkawala from Baja-tel says they can sell a phone at 15 dollars and still make money.

•
Bajaj-tel has already developed a successful low-cost model in India which could work in South Africa. 
•
Bajaj-tel annual growth rate has been over 50 per cent. 

•
Mr Sakkawala says they want to implement in new mobile network in South Africa soon – over the next 12 or 18 months.

•
Bajaj-tel are sports sponsors – they could sponsor the World Athletics Championships in South Africa next year.
•
Mr Carstens says his partner, Andrew Heitinga, might have some useful government contacts, although he could be bluffing.

•
Andrew Heitinga is away. Mr Sakkawala suggests they meet up at the weekend, which suggests he’s interested in doing business with the consultancy.

Challenges for Heitinga T-com Consulting and its new Indian client

•
They only have 12 months to set up a new mobile network in South Africa – in time for the World Athletics Championships .

•
It is unclear whether the consultancy has government contacts to aid the Indian mobile operator’s venture. (The South African government turned down another foreign mobile operator last year, which doesn’t bode well.)

•
The team from Heitinga T-com haven’t met the Bajaj-tel’s CEO yet, although this could be a negotiating tactic. 

•
Bajaj-tel hasn’t met the other partner at the consultancy, Andrew Heitinga.

•
Although the junior consultant, Annabel, seems informed and very keen, Mr Carstens, the senior consultant, seems less enthusiastic about the project.

9
Strategy

Listening and discussion

B
Suggested answer

Pearson has always been devoted to high-quality, or digital / digitally enabled content, so, for example, a child can study math(s) using interactive tools. Pearson starts with the premise that the company has to communicate what its goals and values are. Chief Executive Marjorie Scardino thinks the best organisations have a strong company culture. Whenever it’s necessary, she personally writes to all staff in Pearson via the Internet / e-mail. Management also makes an effort to communicate in a transparent way, so that every one of the company’s (35,000) employees understands.

C
Suggested answer

Pearson’s goal is to help individuals make some progress in their lives through education. This goal enables people to do something larger than themselves and is part of a ‘bigger-thinking’ strategy. The Chief Executive says the exciting strategies are those that might influence people, or schools. She adds that Pearson’s strategy is about how you deliver education in a personalised way that is accessible to everyone. 


(66 words)

E
Suggested answer 


Pearson’s strategy is long-term investment in quality content, focusing primarily on digital and services businesses, through a policy of international expansion and growth. We are also committed to long-term investment through efficiency gains; by that, I mean reducing costs.


I believe we have several reasons to be confident. Firstly, we’re in a strong financial position because we didn’t take on a lot of cheap debt during the financial crisis. Secondly, we’re a truly global company, not just an American or British one, which gives us access to markets all over the world. Thirdly, we have a strong advantage over our competitors, despite being in industries that are subject to frequent change. And finally, we offer our customers two essential services: namely, the need to understand a fast-moving digital world and the need to be educated.

F
1 businesses    2 expansion    3 position    4 diversity    5 markets    6 economies     7 position    8 world

G
1
Admires the chipmaker Intel for its innovation, e.g. smaller, faster, more powerful chips. Every year, their goal is to introduce new cutting-edge products. Intel calls it its ‘tick-tock’ strategy.


2 
Admires the Spanish supermarket Mercadona, which offers fresh produce at competitive prices. Its business strategy is called ALP – Always Low Prices. The speaker is also impressed by the way they treat employees, e.g. staff are always friendly and helpful and there doesn’t seem to be a high staff turnover.


3 
Admires Toyota cars because of their production system of producing ‘perfect goods’. He adds they’re the most reliable cars, especially for long distances. Other vehicles he’s driven have broken down and have had to be towed.  


4 
Admires H&M because they offer customers the latest fashions at affordable prices. The strategy involves regular quality controls, and manufacturing clothes with the least possible impact on the environment. They have a cost-conscious strategy of buying in large volume and limiting the number of middlemen. They also work with top designers.

H
Suggested answers


1
not mentioned


2 
Speaker 2/Mercadona (there doesn’t seem to be a high staff turnover)


3 
Speaker 1/Intel (they just keep innovating)


4 
Speaker 1/Intel (Every year, their goal is to introduce new cutting-edge products.)


5 
Speaker 2/Mercadona (develop their own brand at competitive prices)



Speaker 4/H&M (H&M offers customers the latest fashions at affordable prices)


6 
Speaker 4/H&M (we sometimes get top fashion designers to design exclusive collections)


7 
Speaker 3/Toyota (Ohno believed in producing perfect goods and said, ‘If a machine is not producing perfect goods, it is not working.’)


8 
Speaker 2/Mercadona (They say they source directly without any go-betweens.)



Speaker 4/H&M (limiting the number of middlemen)

Reading and language

A
Suggested answers


Students may use the two quotes as a springboard for discussion of the pros and cons of long-term planning. Here are some of the issues they could mention, or the teacher could introduce to stimulate discussion:


Advantages

•
Strategic planning helps management to take a step back from the day-to-day business to think about the future of the organisation, rather than just working through the next issue or problem without consideration of the bigger picture. 


•
By setting objectives and priorities, a company can allocate resources appropriately and measure success and progress towards the goals.


•
By establishing objectives and priorities, management and staff have a framework for decision-making about more day-to-day operational procedures. 


•
Having a sense of a bigger picture for the future can encourage staff and management support of the plan and active participation (buy-in).


Pitfalls

•
In fast-moving, fast-changing industries, a long-term plan can soon become outdated and irrelevant.


•
Long-term planning is inflexible and you can’t predict the future.


•
The planning process can take a lot of time and money, and the end result might be a long report that gathers dust on a shelf.


•
Markets and the economic climate can be unpredictable and the plan can’t cover all eventualities.

 
•
Likewise, consumer preferences may be difficult to foresee and can change.


•
Change of people in the senior management team might see the plan scrapped.

B
Google processes relevant data fast to get closer than anyone else to understanding how online advertising works.


Amazon uses a network of valuable partners to support its Kindle e-book reader.


Toyota reacted to social change and shifting customer preferences by introducing the hybrid Prius car.


Procter & Gamble experiments effectively when it trials products.

C
1 growth    2 (economic) recession    3 recovery    4 adaptive advantage    5 relevant data/signals/changes    6 networks of partners / valuable partners    7 society/customer preferences    8 people/talent/resources    9 flexible/dynamic/adaptive

D
Suggested answers

1 
The primary audience would appear to be business leaders and senior executives who are involved in strategic planning in their companies. 


2 
There appear to a number of purposes: 



a)
to inform people that old-style strategy planning is no longer viable and to explain why that is



b) 
to persuade that a strategy for growth is always necessary



c) 
to inform about the latest thinking in strategy planning and how some companies are applying a new style of strategy 



d) 
to motivate business leaders to take these ideas on board. 


3 
Yes, the writer quotes two expert sources throughout the article (see paragraphs 2, 4, 5 and 8, 9, 10) to add weight to his purpose.


4 
He uses rhetorical questions – twice at the start of a paragraph (1 and 6) and twice at the end (3 and 8). He contrasts points several times, especially in the opening and closing paragraphs (e.g. Chief strategy offers will deny it … But markets are predictable. If old-style strategy formulation is not exactly dead, then it is hardly in the best of health.). A third technique is the use of adverbs for emphasis through the text (e.g. hardly, simply, unsurprisingly, quickly, effectively). He also uses examples from real companies to emphasise his points.

E
1 a    2 d    3 g    4 h    5 f    6 c    7 b    8 e

F
1 thriving    2 sharp    3 free-flowing    4 hardly    5 are alive to    

Business skills 

A
Students’ own answers. It has also been argued that people are more creative when they work on solutions alone and that group brainstorming sessions tend to take fewer risks and produce less radical ideas.

B
1 problem or task    2 eight to ten people    3 ideas     4 Encourage     5 discussing any one item    6 uncritical    7 contributions    8 Study and evaluate 


Other suggested points and ideas: Stay focused on the task at hand; build on the ideas of others (leapfrogging). 


Some people argue that remaining uncritical and suspending judgement during a brainstorming session just means you get lots of ideas that aren’t very useful. 

C
1 
Establish dialogue.

2 
Exchange ideas.

3 
Don’t argue. 


4
Don’t interrupt.

5 
Listen carefully.

6 
Clarify your thinking.

7 
Be honest.

D
a) Leading the session


So, who’d like to get the ball rolling? 


Let’s just get the ideas down at this stage. 


Does anyone have any more ideas?


The rule is there are no bad ideas.


Try and suspend judgement until later.


Let’s go around the table once and then open the discussion up.


b) Contributing and building on ideas


I’ve got one! What if we …? / How about …?


Yes, and here’s what I’d add to your suggestion… 


I’m thinking (more) along the lines of … 


I’d like to expand on that …


Here’s another thought….


c) Responding to ideas


That’s a great/wacky/cool/unusual idea! 


I’m thinking (more) along the lines of … 


You’ve taken the words right out of my mouth.


I was just going to say that!


Yes, I like that.

F
Suggested answers


1 
Promotional marketing and advertising campaigns using celebrities, and best-selling products, etc.


2 
Diversification into other market segments, e.g. new clothing ranges for different segments of the womenswear market – teens and younger women, professional working women, more mature women, and a high-quality range. And new lines of furnishing (mix-and-match style) and food (organic, healthy ready meals, international cuisine).


3 
Innovation in clothing material, e.g. easy-iron linen and cotton clothes and machine-washable woollens


4 
‘Economy’ range products to attract new customers and daily offers on the website.


5 
Product development of best-selling products or brands.


6 
Opening stores overseas and marketing the idea of ‘British quality products’. 

G
1 b    2 d    3 e    4 f    5 c    6 a 

H
Suggested answer


An effective mission statement should: 


•
define the purpose of the organisation


•
say what we want to be remembered for


•
be short and sharply focused 


•
be clear and simple/easily understood. 

Case study, Task 1

Suggested answers
	Strengths (internal)
safety record
experience and expertise

quality service

large number of flights and routes

key long-haul destinations, popular routes and airports

fleet size and quality 

excellent reputation for service

mainline carrier is heavily focused on first-class and business-class markets and on the (long-haul) routes where that revenue is higher.


	Weaknesses (internal)
losses over two consecutive years

high operating costs

falling passenger numbers on short haul

average fare per passenger down this year

first- and business-class passengers down this month

slower growth – mature market 

can’t win the low-fare battle with LCC

company might also need to invest in new aircraft for some of the long-haul flights

	Opportunities (internal and external)

reducing operating expenses, esp. staff costs

ancillary revenue stream – charges for food, baggage, online check-in, etc.

strategic alliance or merger with another airline

more perks for frequent flyers to encourage customer loyalty

weed out some of the poorer routes and switch aircraft to new opportunities, e.g. more slots on popular routes and new routes in Asian, such as China and India

reduce number of routes according to seasonal demand, e.g. cut slots in winter time

negotiate prices with aircraft manufacturers

change aircraft manufacturers

buy one model of aircraft to reduce maintenance costs

develop a lower-cost vehicle for UK–Europe operations, such as a subsidiary LCC

speculative buying of fuel (hedging)
	Threats (internal and external)

competition from LLCs (low-cost carriers)

unpredictable fuel prices

industrial action by unions

main aircraft partner is unwilling to play its part in cost reduction

business passengers will continue to trade down on short-haul routes
how long before LCCs leverage network potential and find a long-haul partner?
market share and cost base now will secure the airline’s long-term future

high-speed train links being a threat for airline for some slots, e.g. London to Paris


Working across cultures 3: Socialising

B
Suggested answers 


1
Saying no, or turning down an offer or invitation from your host is socially unacceptable in certain cultures, e.g. in Asian countries like China or Thailand.


2
Socialising with the boss is common in Anglo-American and some Northern European countries.


3
Using humour is considered to be a part of building working relationships, not just with colleagues but with those in authority, e.g. in Anglo-American cultures.


4
Discussing politics with people you know well is acceptable in certain countries, e.g. the US and UK. But discussion of religion (when not in the context of social customs), illness or death is best avoided, and these kinds of topics are considered ‘conversation stoppers’ in most cultures.


5
Many women may feel uncomfortable socialising on their own with a male business contact. In certain cultures, especially the Arab world, it would be necessary to have a male family member present and dine out in a family restaurant.


6
Socialising is extremely important if you want to do business in some cultures, e.g. the Arab world and in many Mediterranean and Latin American countries. It is also an integral part of the concept of guanxi in China, or kibun in Korea. In American or European countries, it may be argued that socialising is more important in certain professions or sectors, e.g. in sales, marketing, human resources, public relations, etc.


In addition, socialising with workmates and going out with the team is considered to be an important aspect of team-building in many cultures, e.g. in the UK and particularly in Japan. In Asian countries, such as Japan or Thailand, it would be unacceptable to say no directly or refuse someone in a position of authority. You would have to turn down the invitation very diplomatically with a sincere apology, say thank you, give a very good excuse or explanation and possibly offer an alternative.

C
Suggested answers 

1
On behalf of (name of company or managing director), I’d like to welcome you all to (name of company or place). / It’s my pleasure to welcome you all to (name of company/event). Thank you for coming here today.  I hope you had a good journey. etc.

2
To a work colleague, you might compliment something they’re wearing or their physical appearance, e.g. I like your tie/shoes/suit/bag/new haircut. You’re looking great! Or compliment their work, e.g. You’re doing a great job. / You must have worked hard on that project.


To an overseas visitor, you might compliment their country, city or food, etc., e.g. That was a fabulous meal. / I love your town/city. It’s a fantastic place to live, isn’t it? Or compliment their work or effort on a project, e.g. I hear that deal was a success. / You’ve got a great team. Possibly compliment them on their clothes, possessions or physical appearance if you know them. 


It isn’t usual in the UK to pay someone a compliment as a way of breaking the ice, but it is more common in the US. British people and some other cultures might get embarrassed and not know how to respond to compliments about their physical appearance, clothes, etc.

3
When turning people down, it is usual to include an apology, thank the person for the offer or invitation, give a good excuse or explanation for refusing, and possibly offer an alternative, e.g. I’m really sorry, but the thing is, I have family visiting from abroad this week / it’s my son’s birthday / I promised my partner we would visit her/his mother who is in hospital, etc. I would love to come next time, though.

D
Suggested answers

1
A British manager welcomes a group of international visitors/delegates to a UK company. He’s friendly and shows concern for his guests, but his jokes might not be understood by all. Some cultures might consider this kind of speech far too informal and might think his sense of humour inappropriate.


2
The British host Gary invites Elvira and Nathan to dinner, but the American turns down the invitation because he wants to work on (fine-tune) his presentation for the next day. Gary is disappointed, as he expected Nathan to socialise with the rest of the team.


3
Gary and Elvira are making small talk after dinner. Elvira compliments the meal, but says British food has a bad reputation, which might offend her host. Gary then mentions the carnival in Brazil and says his friends were robbed (mugged) there. Negative talk about crime in her country could make Elvira feel uncomfortable. Gary later asks Elvira about her children, but she doesn’t have any. She then excuses herself to go outside for a cigarette, which could be seen as an excuse to get away from him and might offend Gary.

E
Suggested answers


1 
Elvira wasn’t happy with Gary’s use of humour and colloquial language. She thinks he didn’t realise how tired they were after their long journey. Ironically, Gary probably thought he was just being friendly and putting his guests at ease by using humour. He should have graded his language accordingly and he could have omitted some of the jokes in his speech to an international group. 


2 
Nathan realises he may have offended Gary by turning him down, but he says Gary should have understood he had to prepare for an important presentation the next day. You may think Nathan should have attended the meal in order to get to know the team, although he made a concession by saying he would come later for coffee.


3 
Elvira wishes Gary hadn’t mentioned the carnival in her country, as it’s a stereotypical perception of Brazil. She also seems annoyed that international colleagues assume Brazilians party all the time when she works hard. On the other hand, she has a negative perception of the UK with the rain, no-smoking policy and ‘watery’ coffee.

F
Suggested answers

•
Compliment the food without mentioning its bad reputation.


•
Talk about the carnival in a more positive light, and not mention the mugging episode.


•
Talk about things to do and places to see in Brazil/the UK.


•
Talk about the educational system in the UK compared to Brazil.


•
Talk about the visitor’s hotel, etc.

G
Suggested answers

1 
Acceptable way of paying someone a compliment. But it might not be socially acceptable in the Arab world, where a host might feel obliged to give you the item as a present!


2 
When refusing an offer of food, a more polite refusal would be: They look delicious, but I couldn’t eat any more, thanks. / Actually, I’m on a diet, thanks.


3 
When talking about a person you both know, a more acceptable response would be: You know Marcello! What a coincidence! How is he? / What’s he doing these days?


4 
Acceptable way of refusing an offer of food. However, in some Asian cultures, e.g. China, Thailand, Korea, etc., it’s best to avoid saying ‘no’, and in most cultures it’s best to try any food you are offered.


5
 When disagreeing with someone about politics, a more acceptable response would be: Do you think so? I think she’s a brilliant head of state. But it might be better not to mention politics in some cultures.

 
6 
When talking about family, a more socially acceptable question might be: Do you have any children?


7 
This question may be acceptable when talking about religion in the context of social customs, although it is often best to avoid talking about religious beliefs.


8 
Acceptable way of turning down an invitation


9 
It wouldn’t be socially acceptable in many cultures to make this kind of joke, or talk about funerals and death. This comment also might offend people from cultures which are quieter than others.


10 
Acceptable way of making an arrangement. Although it’s common practice to have breakfast meetings in the US, it’s not socially acceptable in other cultures.

H
1 d    2 g    3 i    4 f    5 a    6 h    7 b    8 j    9 c    10 e

I
Suggested answers

1 
All of this organisation. It must have been a lot of work. (as Elvira says to Gary in track 13) / I hear that deal was a success. / You’ve got a great team. / You must have worked hard on that project.


2 
That must have been awful for you. By the way, would you like something from the buffet? The food here is great, isn’t it? 



I’m sorry to hear that. It must have been difficult for you. You know, I hear you’re a good friend of Said. I used to work with him in Malaga.



It makes you appreciate good health, doesn’t it? Do you have much time to go to the gym or practise sport these days? 


3 
That’s very kind of you. I’d love to come, but do you mind / is it all right if I invite a work colleague of mine, too? I know he’d like to talk to you about …

Revision unit C

7 
Finance 

VOCABULARY

1 
1 lend    2 financial   3 debt    4 interest    5 finance    6 making    7 return    8 savings    9 savers    10 transparency

2 
1 ethical    2 figure    3 fund    4 profits    5 economies    6 sustainable 


7 Business angels    8 start-up    9 investment capital    10 venture capitalists
3
1 get away with    2 give away    3 pay out    4 carry on    5 run out of    6 turn down    7 bring down    8 take out

SKILLS

1
Do you think you could describe your business idea in one sentence?

2 
Would you mind telling me what the projected sales are for year one? / Would you mind tell me what your projected sales for year one are?

3 
Who would you say was your target market?

4 
What makes you think people are going to buy your products?
5 
I was wondering whether you had ever done anything like this before.
6 
I’d like to know what sort of return on investment we are looking at.

8
Consultants

VOCABULARY

1 b    2 d    3 a    4 e    5 f    6 g    7 c

ELLIPSIS

Suggested answer

(Hi/Hello) Martin

(There’s) no need to thank me for doing the slides. (Thank you / Thanks) for the corrections. (It’s) great that you picked up on my (typos / typing errors)! 

(I) was wondering if there’s any chance of you cleaning up the employee performance data by (this) Friday? (I’m) really busy this week – (I’m (on a business trip)) in Vienna. (I’m (really)) sorry. Richard’s been asking (me) for it. (I’ll) owe you (one / a favour) …

(I’m) looking forward to catching up with you guys (on) Monday morning. (Do you have) any idea what time (it will be) and where (we’re having the meeting)? 

(I hope to) speak (to you) soon

(Best wishes / BW)

Sylvia 

The level of ellipsis depends on the working relationship between Sylvia and Martin, the power relationship and also how much time Sylvia had to write the e-mail. But it would be a good idea to reduce the amount of ellipsis if she’s asking Martin for a favour, i.e. to clean up the employee performance data by Friday. That way the request would sound more polite, and Martin might be more inclined to do the work.

SKILLS

1 c    2 d    3 e    4 f    5 a    6 b 

WRITING 

I’m writing to confirm what we/was1 discussed in our meeting. Thanks again for taking the time to see me at such short notice. 

We’re pleased to2 offer you our Moroccan Mist body spray at €9.50 per 30ml. I’ve also made a note that you may be interested in3 stocking the complete Spa Gift pack in Dionysius department stores in the future – subject to confirmation.

As discussed, our usual payment terms are 30 days from date of invoice. As for4 delivery, I’d like to point out5 that it is completely free on your first order. But we do charge for deliveries of fewer than 50 items on any subsequent orders.

Please find attached6 a copy of our terms of agreement, including details of our sale or return policy. In the unlikely event that you, or your customers, are not fully satisfied with our products, please let me know as7 soon as possible. 

Finally, I’d be grateful if you8 could confirm your first order in writing by Thursday in order to ensure prompt delivery next month. In case you need any more information about/on/concerning/regarding9 our product range or promotional offers, please don’t hesitate to contact me/us10. 

Looking forward to11 doing business with you.

9
Strategy

VOCABULARY

1 strategic    2 growth    3 creating    4 compete    5 existing 

6 Organisational    7 recovery    8 fire-fighting    9 innovating 

10 thriving    11 endure    12 values    13 performance    14 corporate

RHETORICAL QUESTIONS

1
How do they get away with it? 

2
How long is a piece of string? 

3
Is it just me?

4
So, what else is new? 

5 
What’s the point?

6 
Are you serious?
SKILLS

1 go; open     2 like; get; rolling    3 get; down    4 taken; right; mouth    5 there; bad ideas    6 judgement; later

Cultures 3: Socialising

1
Suggested answers

1 
That’s a great/smart/gorgeous designer suit, Dominique. Where did you get it? 


2 
The roasted grasshoppers with guacamole look wonderful, but I’ve just had lunch / eaten. Thanks. 

3 
What a coincidence! / That’s amazing! You know my friend Jason! 

4 
 Actually, I think you might be wrong there … 

5 
 Er, excuse me, I think I’ll just go and help myself to the buffet / get something to drink / make a phone call. 

6 
That’s really/very kind of you / Thanks, but I’m playing tennis this Sunday. Maybe some other time? 
2
1 b    2 a    3 a    4 b    5 a

10
Online business
Listening and discussion

A
1 Tim Berners-Lee    2 Amazon    3 eBay    4 Dell    5 Google    6 Napster    7 Amazon    8 Facebook    9 YouTube    10 Twitter

C
He identifies three sorts of ‘winners’ in online business:


1 
Companies that were set up specifically to do business online, e.g. booksellers, like Amazon, and eBay, the auction site


2 
Small companies that have been able to sell outside their traditional markets


3 
Companies – both large and small (e.g. your local plumber) – that can buy things around the world online more cheaply than in the past

D
1 complex    2 geographically dispersed    3 shareholders    4 journalists    5 signposting    6 usability    7 branding    8 homogeneous

E
Through the use of social media, businesses can get their messages across in a different way from the method they use on the web (itself). They can have more engaging, two-way conversations with customers. Companies can also use social media for other purposes, such as using Facebook to contact young people looking for jobs. 


On the other hand, social media presents a big reputation risk. A story can be spread very fast, so companies have to react much faster to counter the risk. One example is a story was going around that Ford had tried to close down a very small dealership’s website. Ford’s Social Media Manager sent out messages on Twitter to find out Ford’s side of the story and he was able to put that out on social media sites and successfully deal with the problem.

F
He mentions that customers will go and ask other customers about their experience with social media, and that’s going to develop enormously.


He thinks we’re going to get quite a lot more 3D, going into a virtual shop. 


And also that we’re going to get the convergence of television and computers.

Reading and language

B
1 
There are six different job titles mentioned: Director of Social Media, Vice-President of Experiential Marketing, Digital Communications Manager, Director of New Media, Vice-President of Communities and Conversation, Director of Digital Care


2 
In three different ways: a) the core team works on ‘blog resolution’; b) others manage the company’s Twitter accounts and Facebook pages; c) another group manages IdeaStorm, Dell’s forum for customer feedback.


3 
Dell has used customer feedback to help it develop new products, by incorporating consumer ideas into the design.


4 
There are two mentioned in the article: a) by broadcasting discount alerts on Twitter, it may be possible to generate more sales; b) by solving a customer’s problem by writing on a blog, it is more cost-effective than dealing with a customer by phone because other people can read the information online and find answers to their queries.


5 
It’s a fast and efficient way to get your message out to consumers, especially if there is a problem or crisis.

C
1 engagement    2 (broad) shift    3 It’s no longer    4 showed up    5 be attuned to    6 trawling    7 make amends    8 broadcasting    9 realised    10 put out […] fires (figurative)    11 defuse    12 a brewing crisis

D
The principal metaphors used here are fire, war and natural phenomenon: corporate firefighters, to put out …fires, erupt, defuse, a ‘brewing’ crisis.

E
1 b    2 c    3 a

F
1
Anaphora 


They may not be press and they may not be customers … (lines 00–00)


It’s always worth talking directly with your customers. It’s always worth listening to them … (lines 00–00)


‘If you solve someone's problem on the phone, nobody knows,’ says Mr Sernovitz. ‘If you solve that same problem in writing on a blog …’ (lines 00–00)


2
Hyperbole 


Everybody’s job is now social media. (lines 00–00)


multimillion-dollar savings (line 00)


3
Paradox 


It’s the wisdom of crowds. (line 00)

Business skills

B
Suggested answers

Strategies used:


Question 1: She says she’s already talked about it. Well, it’s really what I was talking about at the start of my talk. She also says the next speaker will address the issue. I don’t want to go into too much detail at this stage, because Peter Adams will be dealing with … in the next session.


Question 2: She asks the questioner to repeat the question: Sorry, could you just repeat the question because I don’t think everyone heard. Again, she says the next speaker will address the issue: Well, as I’ve already said, Peter will be dealing with those kinds of issues later ... She also checks that the questioner is happy with her response: I hope that answers your question.


Question 3: She replies positively to the question at the start: That’s an interesting question. 


Question 4: She rephrases the question at the start: So, your question is what kind of language we should avoid? She also tries to deal with the question in a humorous way: Well, apart from the obvious, you know, offensive language, ... Also, when she has finished answering, she refers the audience to the handout: You’ll find some guidelines on copywriting in the handout. 


Sophie finally indicates it’s time to stop: Is that all? Great, let’s break here for 15 minutes then …


Other possible strategies:


•
Simply admit you don’t know, saying it’s not your field/department, etc.


•
Refer the questioner to another expert or authority.


•
Say you don’t have the information on you, but will check it and, for example, send an e-mail to the questioner.


•
Say you’re running out of time but will happy to discuss the question in more detail in the break, after your talk, etc.


•
If you feel a member of the audience is being too aggressive or is undermining you, dismiss or ignore the question, or ask Anyone else?, or bring the Q&A to a close.

C
1
I was just wondering what you thought 


2
I’d like to know 


3 
I’d be interested to know more 


4
I mean to say, could you tell us 


5
Yes, but I was wondering whether 


We use these kinds of indirect questions to play for time, to sound more polite or tentative, or to soften a challenging question because the questioners are aware they’re putting the presenter on the spot. Also see Unit 7 (Managing questions).

D
Suggested answers

Playing for time – when you don’t know the answer, thinking of what to say, and when the question is difficult


I’m glad you asked me that question.


I’m sorry, could you speak up, please? 


Sorry, could you speak up a bit?


Do you mind using the microphone so that everyone can hear?


Repeating ideas – when you’re asked about something you’ve already talked about


As I mentioned/said before/previously, …


As I explained earlier / at the start of my talk.


In fact, this goes back to what I was saying earlier, …


Actually, this is precisely what [name of speaker] meant when he/she said …


Delaying an answer – when the questioner interrupts you; when you’re planning on talking about the point later in your talk; when you need more time to think about the answer; when you’re running out of time


That’s an interesting point, but perhaps we could discuss it later?


If you don’t mind, I’ll be happy to answer that question at the end of my talk.


If you’d like to find me after the presentation, I can answer that in detail.


I’d be happy to discuss that with you in more detail in the break.


Saying you don’t know – when you’re asked about something that’s not in your field, or an irrelevant question, or when you simply don’t know!


To be honest, that’s not really my area of expertise.


I’m afraid I can’t say off the top of my head. 


I’m not really an expert on that, but I could refer you to my colleague, or [name of expert].


I think you’ll find the next speaker will be dealing with that (issue/question).


I’m afraid it’s not my field exactly, but I believe [name of colleague or expert] has a theory about that.


I imagine the answer is …, but don’t quote me on that.

E
Suggested answers 

1 
That’s an interesting / a very specific question … 



I’m afraid I don’t have that information at hand, but … 


2 
As I’ve already said, …  
Well, it’s really what I was talking about at the start of my talk. 
Well, it goes back to my main point about …


3 
Could I come back to you about that later? 
I’m sorry, but we’re running out of time now.


4 
I’m sorry, do you mind speaking up / using the mike / repeating the question, please? 
So, if I’ve understood you correctly, you’re asking whether …? 


5 
I’m sorry, but that’s not really the aim of my talk today.
I’m sorry, but that’s not really my field / area of research.


6 
I don’t want to go into too much detail at this stage, but what I might say is … 



Actually, [name of expert] has a theory about this. 
I hope that answers your question. 


7 
I’m afraid that’s all we’ve got time for. Thank you. 
I’m afraid we’ve run out of time, but I’d be more than happy to discuss that with you during the break.


8 
That’s a very interesting point. I’d be happy to discuss this with you further after my talk. 
That’s quite a specific question. If you’d like to find me after the presentation, I’d be happy to discuss that with you in more detail.

Case study, Task 1

Suggested answers

There are several complaints about Meezra Tailoring Fashions, their garments and their website: 

1 
Lidia complains the pics (photos) on the site should be high resolution, as they are difficult to see. 

2 
The entry posted by an ‘unhappy customer’ complains that her suit was a copy of one worn by a singer and wasn’t original. 

3 
The navigation on the website may need improving, as Stevie says the self-measuring guide isn’t easy to follow; also, his tailored shirt was a bad fit, so he sent it back and he’s still waiting for a refund. 

4 
Aaron complains that the company claims the shirts are made in Paris, but his was made in Frankfurt. 

5 
The two entries posted by Bombay Chique-chick suggest that Zayna is not opposed to sweatshop labour, and therefore condones it. 

6 
Meezra Tailoring Fashions has only posted one entry to advertise its shirts, and its lack of presence on the blog is noted e.g. Meerza Tailoring Fashions and your ill-fitting shirts – are you out there? 

The most urgent issue is that Meezra Tailoring Fashions should improve its online communication with customers by replying more quickly to the entries on such blogs and dealing with both complaints and rumours more effectively. 

Secondly, the company seems to be making false advertising claims about where its clothes are made (item 4 above), and this should be clarified immediately. 

Thirdly, they could improve the online experience for customers by making their website more user-friendly, and providing clearer instructions for taking measurements, with easy-to-follow instructions and clearer, high-resolution photos. 

Case study, Listening

Suggested answers

Zayna comes across fairly well in the first part of the interview when she describes her business success, but then falters when she’s asked about digital/social media, although it sounds as if she’s considering taking on a social media manager. 

The interviewer also asks her about the (false) advertising claim that the garments are made in Paris when they are actually made elsewhere. Zayna replies by saying it’s a false accusation and that it depends on customer location, but the interviewer doesn’t give Zayna the chance to explain further. 

Zayna is then asked whether the company is experiencing financial difficulty. Zayna replies, Those are just rumours. Meerza Tailoring Fashions is going from strength to strength. It is not clear whether the company is actually experiencing financial difficulty, or whether these are only rumours.

The business owner is finally challenged about not signing the don’t-shop-sweatshop campaign. Zayna says she’s thinking about it, but the presenter puts words into her mouth, concluding, Zayna Meerza is going to sign the petition.  

Case study, Writing

TRB writer to provide a model
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New business

Listening and discussion

B
1 e    2 c    3 d    4 a    5 b 


Other key business skills (suggested answers)


Business planning


Assessing the strengths and weaknesses of your business and planning accordingly


Marketing skills 


Setting up and overseeing sales and marketing operations, analysing markets, identifying selling points for your product and following these through to market


CRM (customer relationship management)


Managing your relationship with customers and keeping them happy; managing customer data and adapting your products, services and delivery accordingly

D
Suggested answer

Mike says there are basically two types of start-ups. One solves a problem or brings new services to a local area. This is usually a services business, a physical business, for example a plumbing firm or accounting company. The other type of start-up is an Internet business, selling information or products from a website. 

E
Classic mistakes that Mike mentions are:


2 
Spending too much time developing your products/services


3 
Not having a good team


6 
Not finding customers

F
1 
A mentor is somebody who can give you good advice and is probably somebody you know, maybe a family friend and who’s got some business experience and contacts. He recommends getting a good mentor firstly, to test your idea and give you advice on how to improve your product or service, or how to get customers and secondly, to make contacts for you and open doors for you.


2 
An elevator pitch is being able to sell your idea to a potential customer or investor (in one or two minutes). A good pitch should include the five Ps:


•
Pain: Where is the pain or problem that you solve?


•
Premise: What does your business actually do?


•
People: What makes your people better than somebody else’s people? 


•
Proof: You have to have some proof (that you have a good business idea), and the best proof is some happy customers that you can direct potential customers to. 


•
Purpose: What is the purpose of your business?


3 
The first purpose of a business is to make money; the second purpose is why you are doing this business and not something else, e.g. Are you making the world a better place? Are you having fun?

Reading and language

B
Suggested answers

1 
A one-trick pony (informal, US) is a person or thing considered as being limited to only one single talent, capability or quality. In the article, it means a business with a single product for sale.


2 
The most challenging task for start-ups is finding a buyer/customer; for more established businesses, it’s getting paid.


3 
Mandy Haberman’s Anywayup Cup’s is unique because it’s a child’s cup that you can hold anyway up but it won’t spill. It’s been very successful, as it is sold worldwide, generating annual sales of about £40m, and is now what’s known as a mature product.


4 
By accident by attending a trade fair: Haberman meant to attend a show called The Nursery Fair, but booked one called Nursery World that was aimed at childcare providers and nursery managers. She owes part of her success to luck because her initial error actually put her into contact with customers who were eager to buy her product in large volumes.


5 
Her selling tip is to try and find something that will grab someone’s attention. (It is very hard to get a meeting with buyers at large retailers – and even harder to achieve a deal.)

C
1 b    2 a    3 a    4 b    5 a    6 a    7 b    8 a

D
Suggested answer

The lessons to be learnt from Mandy Haberman’s experience of starting a business are that you need an innovative product, but also a certain amount of luck; also a great deal of determination and an unusual idea that will grab the attention of buyers.
E
Suggested answers

Olderpreneurs are older people who are starting a business. A recent study says that one in six Britons aged 46–65 hopes to embark on a new business venture rather than retire. 

F
1
‘It wasn’t that he wasn’t interested. It was just that he didn’t talk a number that was acceptable.’  

2 
What I find interesting – and what could change the face of business – is that they may prefer to do that working for themselves. 


3 
It was then that she realised she had to find something that would grab someone’s attention.


4 
What Mandy did next was to go to see the buyer of a larger retailer.


5 
It is the motto ‘If at first you don’t succeed, try, try again’ that has a particular resonance for many entrepreneurs.

6
It was Billy Wilder, the Hollywood director, who said, ‘Trust your own instinct. Your mistakes might as well be your own, instead of someone else’s.’

The sentences are cleft sentences, where the information which could be given in one clause is divided into two parts, each with its own verb. Writers use this device to be more emphatic, e.g. 

It wasn’t that he wasn’t interested. It was just that he didn’t talk a number that was acceptable. (It cleft sentences with two verbs.)

(He was interested. But he didn’t talk a number that was acceptable.) 
What Mandy did next was go to see a buyer of a larger retailer. (wh- cleft sentence)

(Mandy next went to see a buyer of a larger retailer.)

What I find interesting […] is that they may prefer to do that working for themselves. (wh- cleft sentence where what means ‘the thing that’)

(I find it interesting that they may prefer to do that working for themselves.)

Business skills

A
Dunbarry Jewellers appears to have made a mistake in an invoice and billed Carswell Department Stores for 300 instead of 260 items.

B
See Activity file. 


Other possible tips:


•
Stay calm, polite and professional.


•
Confirm what has been agreed in a follow-up e-mail.


•
Offer some form of compensation if appropriate.

C
Suggested answers

Max doesn’t have all the paperwork in front of him and seems disorganised.


Val shows she is listening closely by restating and checking the details, but she doesn’t apologise or empathise with Max’s problem, nor does she confirm Max’s phone number.

D
Suggested answers

•
Run credit checks on all new non-cash customers.


•
Offer discounts to customers who pay their bills rapidly.


•
Chase payment promptly (or you will be behind others creditors in the queue).


•
Find out if the customer is having cashflow problems and offer to let them pay in instalments if necessary. 


•
Ask customers to make deposit payments at the time orders are taken.


•
Issue invoices promptly and follow up immediately if payments are slow in coming.


•
Track accounts to identify and avoid slow-paying customers. 


•
Adopt a policy of cash on delivery (c.o.d.) as an alternative to refusing to do business with slow-paying customers.


•
Charge interest on the overdue amount (not possible in all countries). 


•
Threaten the late payer with legal action (worst-case scenario).

E
Max agrees to settle the invoice for 28 May this week. He also agrees to pay the other invoice within 15 days. Val will contact Max again on 30 July if she hasn’t received both payments.

F
Chasing payment


I’m phoning about the outstanding payments on …


I/We (also) sent you an e-mail reminder on …


As you know, our credit terms are 30 days.


Payment is now (well/way) overdue on …


Reaching agreement


Would that be acceptable? 

I think we can work with that. 


Confirming follow-up action

Can/Could you tell me when that will be? 


I’ll get back to you when/if/at/on …


Being firm but polite


I’m sorry, (but) we’d like/expect/want …


(Given the situation), we’ll have to consider …


Other useful expressions:


I’ll authorise payment as soon as possible. (Chasing payment)


Look, I’m sure we can sort this out … I can make an exception and … (Reaching agreement)


We would prefer payment of the other outstanding invoice within … (Chasing payment/Being firm but polite)

H
Suggested answer 

Dear Mr Bryson

I am writing to inform you that, despite earlier requests for payment, invoices no. BJ1728 for €2,915, dated 13 June, and BJ1735 for €2,670, dated 22 June, remain unpaid. Please find attached copies of the invoices for your information. As you know, our agreed payment terms are 30 days from date of invoice.

In view of our good commercial relationship in the past, we would like to resolve this matter amicably. We ask that you settle this account within five working days. In the event that you have already paid these invoices, please ignore this reminder.

If there is a problem with our goods which has caused you to withhold payment, please contact me immediately at the telephone number below, so that we can resolve the issue.

Should you fail to pay this invoice by the stated date, then we may have no alternative but to review your account with us, which means that we will no longer be able to supply your company with our jewellery.

Best regards,

Case study, Reviewing current performance
1
Not very effectively. Most people in target EU markets have never heard of the products, and the instructions for use were too long and complicated.
2
Suggested improvements: make the instructions for use simpler and more user-friendly; provide support on the website; carry out some publicity, e.g. a launch event to create greater impact and promote for the products; find ways to get customers to want to buy more, or take customers from competitors, or attract new customers, or preferably all three; try to get pharmacies and shops to display the products more prominently, such as on the counter.
3
No, they need to hire someone with suitable marketing expertise.

Case study, Task 1

Risk level of the options and some points to consider:

1
low risk: Experts say it’s best to keep sight of a company’s core competency and make sure all expansion radiates from it. If a company strays far from what it does very well, it can be very risky.

2
low risk: Although in future the product range may have no significant gaps, and a new strategy will be needed. Another risk is if competitors start a price war.
3
higher risk: See option 1. It is outside their field of expertise and could be expensive and more risky, especially the investment required in high-tech monitors.

4
higher risk: High spending levels are essential in this sector, but this brings higher risk. On the other hand, collaboration with a university or hospital research facilities will increase the company’s prestige, expertise and network of contacts.

5
low risk: Expanding sales channels is a good option. A basic website can be developed into a fully functional e-commerce, marketing and customer-support site. It can both help grow sales in the EU and help OTC Tech expand into overseas markets. 

6
higher risk: Running a business overseas will mean appointing a reliable manager to oversee the set up and running of the operation. The laws, regulations, bureaucracy, sales processes and ways of doing business could all be very different.

7
higher risk: Similar issues to option 6; also quality control is an important consideration.

8
higher risk: Finding a suitable partner and trying to work together can be stressful.

12
Project management
Listening and discussion

A
Suggested answers


2
Keeping the project to schedule; budgeting and making sure the project doesn’t go over budget; delegating tasks; planning tasks that may be happening at the same time or overlapping; knowing how to create and use a Gantt chart; communicating project aims to a variety of people; etc.

B
Suggested answers

1 roles (in the team)    2 acting like a boss / giving orders    3 decision-making process    4 delegate    5 multi-tasking    6 big/whole picture    7 directing/motivating    8 goals/aims (of the project)

C
1 Aim of the project    2 Outputs    3 Quality criteria    5 Management structure    7 Tolerances    8 Dependencies    9 Risks    10 Scheduling

D
Suggested answers

1 
Tom Taylor says a successful project is one that is on time, on budget and to performance, but is often something else. (Other people also use the terms ‘to scope’ or ‘to quality’.)


2 
A wedding and a power station


3 
A wedding: to be on time, on budget, to performance: they get married – but it is not enough. The stakeholders/interested parties might have other criteria, e.g. We’d like a nice day, we’d like some nice photographs or a video, or we’d like everyone who should come to arrive.



A power station: to be on time, on budget, to performance, but also other criteria are important, such as, We’d like it to be safe, we’d like it to have minimum environmental impact and We’d like it to last for 50 years.

E
Tom Taylor mentions the following issues:


c)
tight budgets

i)
value for money requirements

e)
needing things to be delivered on time, maybe not just at the end of the project but at stages during the project)


j)
The best use of technology, technology appropriate to the project

f)
sustainability, the environment and green issues

h)
dealing with people … you can’t project-manage from behind a computer

Reading and language

C
Suggested answers

1
One minor major/important aspect of project planning is knowing which tasks are dependent on one other.



Identify the task dependencies. Some tasks cannot start until prior tasks are finished. Obviously, you can't install a roof over a house with no walls. (lines 00–00)


2
Project managers Clients often set their expectations too high and clients project managers complain timelines are unrealistic.



One of the most common problems that project managers weep about is ‘unrealistic timelines’, a common consequence of clients having set their expectations too high. (lines 00–00)

 
3 
Periods of non-productivity or inactivity are unacceptable at any time during a project a normal phenomenon in project schedules. 



Managers tend to remove it from the schedule to impress their bosses or clients. … accept the fact that slack times are a normal phenomenon in project schedules. (lines 00–00)


4
All team members should work however many hours it might take on crucial tasks. Key team members should work longer hours on crucial tasks. 



Also, make sure you are not over-assigning critical tasks to your best team member. It is mindless to assume that your best resource can work 16 hours a day for three weeks. (lines 00–00)


5
One way of speeding up a project is getting more than one person to work at the same time on a main task. 



You can put two people to work in parallel and have the task completed in half the time. (lines 00–00)


6
By focusing on key tasks, a project manager can ensure the project is delivered on time or finishes ahead of schedule. 



... focus your attention on the critical path. When the critical path is shortened, the project is finished early. When the critical path is maintained, the project is finished on time. When the critical path is extended, the project is delayed. (lines 00–00)


7
The project manager’s aim should be to complete the project as soon as possible without compromising the original schedule its scope and the quality. 



… the project manager's objective is to create the shortest schedule possible without sacrificing its scope and quality. (lines 00–00)

D
1 fine-tuning    2 scope    3 For one    4 Chances are    5 mindless    6 clouds    7 shout foul    8 slack    9 weep    10 over-assigning    11 idly 

E
a)
Words like weep and idly are more formal and literary.


b)
For one (also For starters in the text), Chances are and shout foul are more informal or colloquial expressions that are usually spoken. 


c)
The other items are ‘neutral’ and can be used in any context. Resource is also more formal than person – both are used in the text.

The writer probably uses this mix of formal and informal vocabulary and grammatical forms because although it is an instructive article, he wants the information to be accessible to the reader and he is sometimes being humorous or ironic. The article is also written for reading on a website rather than for a formal academic paper or report.

F
1
Gives definitions 



The basic foundation of managing a project is creating an efficient and realistic project schedule. (lines 00–00)



Slack time, as the name implies, is the time when … (lines 00–00)


The role of a manager is to identify and minimise them. (lines 00–00)

2
Illustrates points with examples



For starters, accept the fact that slack times are a normal phenomenon …  (lines 00–00)


For one, do not crash tasks that are strictly interdependent on one another, such as applying a second coat of paint. (lines 00–00)

3
Uses imperative forms 



Make a list of tasks first. (lines 00–00)


Do not put them directly into the Gantt chart …  (lines 00–00)


Don't try to schedule putting on the roof and building walls in parallel. (lines 00–00)


Identify your critical path(s). (lines 00–00)



… accept the fact that slack times are a normal phenomenon …  (lines 00–00)


… do not crash tasks that are strictly interdependent on one another …  (lines 00–00)


… make sure you assess the risks. Also, make sure you are not over-assigning critical tasks to your best team member. (lines 00–00)

4
Exaggerates for dramatic or humorous effect



Does the project manager shout foul and blame other people? (lines 00–00)


Obviously, you can't install a roof over a house with no walls. (lines 00–00)


Don't try to schedule putting on the roof and building walls in parallel. (lines 00–00)

5
Repeats certain grammatical forms 



When the critical path is shortened, the project is finished early. When the critical path is maintained, the project is finished on time. When the critical path is extended, the project is delayed. (lines 00–00) (conditional sentences with when and passive forms)



You can put two people to work in parallel and have the task completed in half the time. Or you can assign a more productive resource who can finish the work earlier. (lines 00–00) (modal verb can)

G
Writing model to do
Business skills

A
Suggested answers

It’s even more important to be on time for a teleconference than in a face-to-face meeting.


It’s more essential that there is no background noise.


Participants usually have to identify themselves before speaking.


You have to address people by name when speaking to them or asking them a question because there are no visual cues. If you just ask a question or make a remark without indicating who you are speaking to, it’s very difficult for other participants to know who is being addressed.


It’s important not to call from a mobile phone or on a speaker phone because the sound quality can be bad due to static, echoes and background noise.


Leading teleconferences is more difficult than leading a face-to-face meeting. The host needs to control the conversation more and summarise/check more often what’s being said. 


It is also harder for the host to make sure everyone understands and is contributing to the discussion because of the lack of visual information.


Others features of a teleconference


A teleconference is usually shorter and more productive, because it reduces casual conversation and allows the host to keep the meeting on track.


It enables quick decision-making; problems can be handled quickly (with staff and clients anywhere in the world).


Because members can't see each other, they tend not to interrupt as much as in face-to-face meetings, this also helps keep the meeting on track.


When might a teleconference not be appropriate for a meeting?


There are two key situations that teleconferencing is not ideal for: negotiating and rapport-building. (A face-to-face meeting is a tried-and-tested way to create a lasting relationship between business and client, company and employee. Body language is a huge part of sensing someone’s intentions, and this isn’t possible via the telephone. In negotiations, such as the exchange of money or property, the physical presence of people is often required. These types of meetings are sometimes delicate and require many exchanges between participants, which is not easily done through teleconference, and also not useful in creating an atmosphere of trust.)

B
Suggested answers

Extract 1


1
Two of the people are late, then one of them gets cut off or leaves the telecon unexpectedly.


2
People arriving late can happen in both types of meetings, but is arguably more annoying and disruptive in teleconferences, e.g. listening to ‘musak’ for minutes on end.


3
Technical problems, such as getting cut off, are unique to a telecons and video conferences. 


Extract 2


1
Two of the people have not received the agenda in advance.


2
People not receiving an agenda in advance can be typical of both types of meetings, but it’s even more important in teleconferences to make sure that people, who may be globally dispersed, get sent documents beforehand.


Extract 3


1
An issue that is not on the agenda is brought up for discussion, and one participant checks her e-mail half-way through the telecon.


2
People side-tracking the discussion is common in both types of meetings, and the leader has a key role to play here. 


3
People checking their e-mail can be a common problem during teleconferences, because as they can’t be seen, they decide to use the opportunity to ‘multi-task’ and do other work (e.g. check e-mail) rather than focus on the meeting.


Extract 4


1
Martha doesn’t identify herself when she asks Pierre a question. A mobile phone also rings during the telecon.


2
Interruptions and background noise, such as people arriving late and mobile phones ringing, is common in both types of meetings, but arguably more disruptive to teleconferences where people have to make more of an effort to tune in to what is being said.


3
Not identifying yourself when speaking is important etiquette unique to telecons, because you can’t always be sure people will recognise your voice, especially with a big group or when people don’t know each other well.


Extract 5


1
Lauren and Stan both talk very quickly and use acronyms and colloquial expressions.


2
People using acronyms, jargon, colloquial expressions, and talking too fast are problems in both types of international meetings, but more problematic in telecons where people don’t have face-to-face clues and may feel more self-conscious about interrupting and asking for clarification. It’s therefore easier to ‘switch off’ when you don’t understand what’s being said. 


3
Giving people a proper opportunity to contribute, comment and ask questions is also vital in telecons, as is encouraging participation from everyone.

C
1 g 
take a roll call 


2 a 
the agenda 


3 f 
basic rules 


4 b  
an eye on 


5 d 
keep track of 


6 c 
get feedback 


7 e 
go over what was discussed 

D
Suggested answers

Rachel generally does a good job. She follows the etiquette by starting with a roll call, and introducing the main objectives and agenda. She also states some ground rules, e.g. We only have 45 minutes. She also introduces Daniel, who is new to the group. She deals with attempts to side-track the meeting well. 


The report should have been sent to everyone in well in advance of the meeting to give participants time to read it. Some students might feel that she is too brusque and doesn’t allow any time for necessary small talk and relationship-building. She also says they only have 45 minutes, which puts pressure on the participants to stay focused. She deals with the turn-taking issue well, as members will often overlap in teleconferences. Everyone is good at identifying themselves when they want to speak.

E
1 roll call    2 This is    3 speaking    4 joined us    5 go over    6 a start    7 question    8 go ahead    9 after you    10 hear from

F
Suggested answer

Most useful for the host of a teleconference are the expressions for moving things along, turn-taking and clarifying action points at the end of the meeting.  

Case study, report findings

Suggested answers

Issues under the project manager’s control and how the PM could solve the problems:

•
Change of scope: to some extent, this is under the PM’s control in that it can be negotiated with the developer. The PM could negotiate more a realistic opening date with the developer and suggest a staged opening.

•
Road conditions: This is more difficult for the PM to control, as it’s part of the government infrastructure. However, the project developers are in partnership with the port authorities and state government on the port project, so it does have some contacts and influence there. One option might be to help fund and construct the rail and road links, which would be two more major projects for the consortium.

•
Procurement: This seems to be under the PM’s control. One option would be to find additional storage space for the steel. Another option would be to negotiate a fixed price for the steel, although the delivery dates changes.

•
Water and power supplies: This is something the PM should have allowed for in the planning stage of the project. Fresh water could be brought in via tankers. The site might need its own generators as a back-up source of energy if the electricity grid is unreliable.

•
Weather: The PM has no control over weather conditions, but, again, some allowances should have been made in the planning stage for local weather conditions. The PM will need to make modifications to the schedule if there are extreme weather conditions, as in this case.

Case study, listening

The project developer

•
Not everyone knows how to use the software/Internet-based application correctly. Some team members use e-mail, telephone, paper-based systems and their own IT systems instead. 

•
It’s causing problems with communication and tracking and work is duplicated or missed.

•
The developer calls for a ‘good-enough’ approach so that the work is done on time. 

The civil engineer

•
The design layout had to change to accommodate the increased traffic.

•
The client wants the redesign and construction to be completed within the original timeframe.

•
Not enough time allocated for quality design and revisions to the plans.

•
Engineering staff unhappy about schedule changes.

•
Postponing vacation was not an option for them.

•
Client blamed engineers because the revised plans were delayed. 

•
There’s no sense of working towards a common goal.

•
More telecon meetings needed to improve communication.

The lead contractor

•
Teleconferences aren’t easy because of the time differences. Can only communicate for half a day.

•
Teleconferences are set at the Australian team’s convenience.

•
He doesn’t like speaking at telecom meetings. He feels he’s confronting the client by discussing schedule slippage or other potential risks and problems. It’s creating misunderstandings.

•
Feedback from the client is always so negative. 

Working across cultures 4: Managing an international team

B
Suggested answers

The German and Japanese teams clearly had different ways of thinking and doing things which caused them to misinterpret the behaviour and attitudes of the other team. For instance:

 
Participation in meetings

The German and Japanese obviously had different attitudes to participating in meetings and decision-making processes. The Japanese expected decisions to be made in a series of informal pre-meeting meetings and then ratified in formal meetings. 


Communication styles

Their communication styles were very different, with the Germans being more direct about giving opinions, interrupting each other and disagreeing. The Japanese interpreted this as being rude and inconsiderate. Saving face, by not openly contradicting or disagreeing with someone, is an important priority for the Japanese. At the same time, the German team probably found the Japanese indirectness and tolerance of longer silences frustrating.


Attitudes to time


The Japanese felt the Germans were lazy because they went home from work on time. This shows the two teams had different attitudes to time and the length of the working day.

C
Suggested answer

To avoid the failure of the team, an attempt should have been made from the start to get the new team to discuss their differences (and similarities, e.g. both the Japanese and Germans generally expect punctuality and clear, detailed agendas). The team had no chance to explore their similarities and differences and to establish the best way to work together (e.g. establish SOPs for meetings, decision-making, problem-solving processes).

D
1 behaviour    2 patience    3 decision    4 punctuality    5 sharing    6 loss    7 effectively

E 
1
To help team members learn about the cross-cultural differences and similarities of their new colleagues and give them useful insights into how they can best work together


2
Renault invested massively in cross-cultural training, teambuilding and consultancy for managers at all levels, so that staff had a good understanding of the cultural norms and expectations of their partners and respected their cultural identity. This helped to build trust and create a harmonious partnership.


3
English is now the official language of meetings and communication, there is an exchange of people between companies, and a culture of equality between partners. The alliance is also sensitive to cultural practices, for instance vacations such as the Fourteenth of  July in France and Golden Week in Japan.

H
Suggested answers

Possible challenges


•
It’s more difficult to build trust in a virtual team than in a face-to-face team.


•
Team members might feel more isolated; help, psychological support, encouragement and acknowledgment of efforts are often neglected.


•
People can be overloaded with unnecessary or overlong e-mails.


•
Decision-making and problem-solving via teleconference and videoconference may be harder than in face-to-face meetings


What the team leader could do


•
Hold a kick-off face-to-face meeting in order to allow the team to get to know each other, explore cultural differences and similarities and establish a code of practice (e.g. response time to e-mails). 


•
Ensure that the team has a shared vision and is working towards a common goal, and that everyone knows what the goal is.


•
Get small groups from different cultures to work together on small tasks initially in order to get used to working together, build trust and encourage them to learn from each other. 


•
Remember to provide support and encouragement through e-mails.


•
Know how to summarise relevant information for the group without inundating people with e-mails.

Revision unit D

10
Doing business online

VOCABULARY

1 dotcom    2 e-commerce    3 sites    4 Web    5 personalised    6 advertising revenues    7 search engine    8 digital media    9 online    10 social networking

RHETORICAL DEVICES 

1 fuel    2 erupt    3 defuse    4 flood     5 put out; fire    6 brewing    7 entrenched    8 grass-roots

SKILLS

1 at hand    2 raised; point    3 into; stage    4 coming to    5 enough    6 pointed out    7 area    8 afraid; one

11
New business

VOCABULARY

1
1 c    2 d    3 a    4 b    5 f    6 e

2
1 motivate staff    2 bounce back from setbacks    3 draw on expert help    4 handle uncertainty    5 pitch an idea    6 set up a business

CLEFT SENTENCES

1 
we need is

2 
the one/person who

3 
(why) the start-up failed was

4 
an entrepreneur should identify is

5 
(only) thing (that/which) 

6 
I learned was (that)

7 
is what she loves

8 
was (when/while he was)

SKILLS

We are writing to advise/remind/inform1 you that, despite our previous requests, payment remains outstanding/overdue2 on invoice no. AU10-0093911 for €358. Our records also indicate that payment is now due/overdue3 on invoice no. AU10-0096745 for €260. Please find attached4 copies of both invoices for your information.

We would like to remind5 you that our agreed payment terms are 60 days from date of invoice. Therefore, we would be grateful if you could give this matter/issue6 your urgent attention and settle7 your account within the next five working days. Unless payment is received by this date, we may have to consider withdrawing/reviewing8 your credit terms.

If there is a problem with our goods which is causing you to withhold/delay9 payment, please contact us immediately in order to resolve10 this issue.

In the event11 that you have already paid these invoices, please accept our apologies and disregard/ignore12 this message.

WRITING
Suggested answer

Dear Ms Antipova

My name is Natasha Reynolds. I have recently taken over from Claire Boyle and will be in charge of accounts payable.

I am pleased to inform you that we have paid invoice AU10-0093911 for €358 today by bank transfer. My sincere apologies for the delay. Unfortunately, there was a backlog of work here at the office because we recently upgraded the computer system.

As for invoice no. AU10-0096745 for €260, our records show that we have not yet received these goods and therefore I can not authorise payment. Could you let me know when we can expect delivery? Could you also cancel this invoice and reissue a new one when the goods are delivered.

If you have any queries about these payments or any other matters regarding our account with you, do not hesitate to contact me by e-mail or phone.

Best regards

12
Project management

VOCABULARY

1
1 d    2 f    3 a    4 e    5 c     6 b

2
1 delegate    2 fine-tuning    3 reports    4 schedule    5 crashing    6 multi-tasking    7 assign    8 assess

SKILLS

1 here    2 roll call    3 speaking    4 This    5 joining    6 get through    7 make    8 moving on    9 item    10 agenda    11 again    12 comment on    13 go ahead    14 hear from    15 add to    16 go over

Cultures 4: Managing an international team
1 perceptions    2 communication style    3 less direct    4 working relationship    5 group-oriented    6 highly valued; deadlines    7 hierarchical; respectful    8 decision-making

Language reference

Unit 1

1
Hi Susan


I’m terribly sorry, but I probably won’t be able to make the meeting tomorrow. I had completely forgotten about it until I got your reminder this morning. Unfortunately, I haven’t quite finished the programme for the Madrid conference. There are always last-minute changes to be made, as you know, and I just have to get it to the printers asap. Maybe I can send my assistant instead. She certainly knows my feelings on the subject and can talk on my behalf. 


By the way, I liked your report very much and I’ll definitely try to send you more detailed feedback later in the week. 


All the best


Julia

2
1 strongly    2 heavily    3 hugely    4 utterly    5 terribly    6 properly    7 deeply    8 strictly

3
1 Obviously    2 Apparently    3 Frankly    4 Fortunately    5 By the way    6 Understandably    7 Actually    8 Honestly

4
1 
a) deeply    b) deeply    c) deep

2 
a) fairly    b) fair    c) fairly

3 
a) highly    b) high    c) highly

4 
a) late    b) lately    c) late

5 
a) nearly    b) nearly    c) near

6 
a) sharp    b) sharply    c) sharply

7 
a) shortly    b) short    c) short

8 
a) wrong    b) wrongly    c) wrong

Unit 2

1
Suggested answers

1 
This course is anything but theoretical. In fact, it’s incredibly practical. 
Emphasising a negative statement; using ‘in fact’ and an intensifying adverb


2 
Our coaches are some of the most experienced, qualified and effective trainers in the country. 
Using superlative forms; listing points in threes

3 
Not only do our employees have weekly training sessions, but they also attend them at weekends. 
Using inversion; Not only …, but also …


4 
One of our most daunting challenges, above all, is knowing how to ensure a return on investment on training. Using superlative forms; using ‘above all’ for emphasis


5 
You may ask, how can we get the most out of our staff? How can we produce the most versatile managers? 

Asking a rhetorical question; using superlative forms; using an interesting adjective; use of repetition


6 
Now, as then, lifelong learning is vital. 
Using two contrasting ideas; using interesting/extreme adjectives

7 
Not only did the English programme improve our communication skills, it also helped us with our creative skills. Using inversion; not only …, (but) also …

8 
An MBA course is anything but cheap. 
Emphasising a negative statement

9 
‘You are your greatest asset. Put your time, effort and money into training, grooming, and encouraging your greatest asset.’ Superlative forms; using lists of three; repetition


10
‘Sixty years ago, I knew everything; now I know nothing; education is a progressive discovery of our own ignorance.’ Using two contrasting ideas

2
1 
to say the least

2 
Whatever 


3 
Not only; also


4 
the biggest; the biggest 


5 
as then; crucial


6 
Wherever 


7 
extremely; indeed


8 
the world’s biggest; the world’s biggest; What it does not have 

3
Suggested answers

1 
This training manual is anything but easy. 


2 
Our coach was not only brilliant, but he was also inspirational.


3 
Whatever you do, don’t press the red button!


4 
I can honestly say it was the best work placement I’d/I’ve ever done.


5 
Their apprenticeship programmes are varied, well paid and (, above all,) extremely/highly practical.


6 
Don’t focus on what you can’t do. Instead, focus on what you can do. 

Unit 3

1
An environmentally friendly bio-gasoline went on sale at 50 gas stations in Tokyo on Friday. The Japanese plan to offer the fuel at another 50 stations over the next year and to expand to the whole nation after that. It’s an experiment that might not work in many countries, but in Japan, green is definitely in fashion.


The new fuel costs more to make, but the Japanese government and the oil industry are picking up the extra cost, so the bio-fuel costs the same as gasoline at the pump. That’s more than $5 a gallon, but the Japanese have been paying that for years without complaint.


The Japanese have embraced green technology – in their cars and in their homes. The Maeda family in Tokyo have equipped their home with the latest energy-efficient air-conditioning units and the lowest-wattage electrical appliances, including an energy-conscious refrigerator that emits a signal if you don’t close the door properly. For the Maedas and, in fact, most Japanese, energy conservation is about more than saving money - they see it as a responsibility.

2 
The Japanese have one of the world’s most switched-on societies when it comes to managing and conserving energy, partly out of an insecurity.


In the 1970s, the Japanese economy was crippled by the Middle East oil embargo. The nation vowed it would never be an energy victim again.


Japan began setting a global standards for the energy conservation by dramatically raising the fuel efficiency of its cars and by introducing the world’s first hybrid and an electric vehicle.


Japan also turned to a nuclear power, which now provides a third of the nation’s electricity. The nuclear energy produces no carbon, but some environmentalists consider it a bad bargain, since it produces a dangerous radioactive waste.


All environmentalists, though, are the fans of solar power, and Japan has promoted solar panels so effectively that power companies now buy excess electricity from some consumers.


Jeff Kingston, Director of Asian studies at Japan’s Temple University, said in Japan, the conservation has become a state of mind. ‘It’s normal here,’ he said. ‘It's part of how you should be, how you should live.’


And Japanese companies ignore that at their peril. The appliances in Japan now have prominent stickers with fuel-efficiency ratings. A two-star rating may cost a little less, but it’s the five stars that most Japanese want.

3 
1 U    2 U    3 C    4 C    5 U    6 C    7 U    8 U

Unit 4

1
() means the relative clause or pronoun is not necessary.


1 
I first met Larry, who later became my father-in-law, when I started working for his PR company.


2 
A ‘glass consumer’ is one (who/that/which) a company can see through and knows exactly how she will think and behave. (defining relative clause; different subject, so pronoun not necessary)


3 
Is this the marketing study (that/which) you were looking for? (defining relative clause; different subject, so pronoun not necessary)


4 
In an economic downturn, some companies led by marketing managers who/that are truly aggressive and decisive and (who/that) dare to attack rather than defend, the worst of times will prove the best of times. 
(second relative pronoun is not necessary – avoids repetition)


5 
Sex and the City, (which is) the popular US TV series (that is) based in New York, which starred Sarah Jessica Parker, was an extremely successful example of how to market consumer goods to women. 



(The first two are defining relative clauses with different subjects, so the pronouns are not necessary and avoid repetition. The third is a non-defining relative clause, so the pronoun is needed. OR ... that starred Sarah Jessica Parker with no preceding comma.)


6 
Customer relationship management, (which is) CRM for short, is the collection of systems and processes (that) companies use to interact with customers. 
(Both are defining relative clauses with different subjects, so the pronouns are not necessary.)

2
1 
Young customers who/that visit our stores are usually in the 25–34 age bracket.



Young customers, (who are) usually in the 25–34 age bracket, visit our stores.


2 
Procter & Gamble, (which is) a manufacturer of household products, has created various women-specific products.



Procter & Gamble, which has created various women-specific products, is a manufacturer of household products.


3 
Many large companies are cutting their marketing budgets and switching to viral marketing.



Many large companies (who/that are) cutting their marketing budgets are switching to viral marketing.


4 
They need to re-launch the marketing campaign which/that flopped with younger consumers.



The marketing campaign, which flopped with younger consumers, needs to be re-launched.


5 
Retailers need to take into account the spending power of women (who/that are) responsible for most household purchases.


6 
Their last advertising campaign, which was mainly focused on baby boomers, was a huge success.



Their last advertising campaign, which was a huge success, was mainly focused on baby boomers.

3 
1 (who was)    2 who/that    3 who    4 (that was)    5 (who is)    6 whose    7 who/that    8 who    9 what    10 what 

Unit 5

1 
1 changing    2 centring    3 to change    4 combining    5 to multi-task    6 taking    7 being    8 specialising    9 including    10 to work    11 frowning    12 having    13 Having    14 going back 

2
1 doing    2 to have    3 to boss    4 to use / using    5 calling    6 to do    7 work    8 maintaining    9 to hire    10 to run    11 to attend    12 tell    13 to spend    14 experimenting    15 to work 

Unit 6

1
1 a) and b)    2 a) and c)    3 b) and c)    4 a), b) and c)    5 a), b) and c)    6 a) and b)    7 a) and c)    8 a), b) and c)

2
Suggested answers

a)
Investigators to company officials


1
You shouldn’t have put time and economic considerations above safety.


3
You should have been more aware of the risks.


4
You should have had a response plan for a worst-case scenario.


5
You shouldn’t have used procedures that weren’t designed for the depth of water.


6
You shouldn’t have given engineers permission to use sub-standard equipment.


8
You shouldn’t have skipped the quality test on cement.


8
You should have listened to the concerns of the engineers.


9
You should have halted operations weeks before the explosion.


b)
Investigators to the federal government:


2
You should have overseen the project more closely.


4
You should have asked the company for a worst-case scenario plan.


7
You shouldn’t have allowed the company to delay mandatory safety tests.


9
You should have demanded a halt to the operation when the rig experienced ‘kicks’.

3
See Activity file, page 167

Unit 7

1
1 away with    2 down    3 off    4 down    5 down; on    6 away     7 out     8 out 

2
1
Could you add it up again? I think you’ve made a mistake.


2 
If a business can’t manage its cashflow, it’ll go under it.


3 
We took a bank loan out to buy a car. We’re paying it back in monthly instalments.


4 
How are we going to get round this legal technicality?


5 
He had to give up on his business idea when he ran out of seed capital.


6 
They need to come up with a better business plan. 


7 
The business has really taken it off, so we’ll be taking new staff on soon.


8 
She bought some shares when she came into a colossal amount of money from her aunt.

Unit 8

1
Suggested answers:


1
A: 
(Like) some coffee?



B: 
Yes, please. (I’d) love some.



A: 
Won’t be a minute. Just have to find a clean cup.



B: 
Anything I can do (to help)?



A: 
No, thanks. Sit there and relax.


2
A: 
Lunchtime. Ready to go?



B: 
No, not yet. Just want to send this (e-mail).



A: 
Hey, guess who I just saw.



B: 
Who?



A: 
Dave Bingham.



B: 
Really? (I) thought he’d left the company.



A: 
I know. So did I. 


3
A: 
Sorry, completely forgot we agreed to meet today.



B: 
Don’t worry. Get the report I sent you?



A: 
Yes, yes. (I) have it here, somewhere. Now, where did I put it? Just (be) a second.



B: 
(That’s) OK, take your time.


4
A: 
Going to watch the match tonight?



B: 
Don’t know. (I) might do. What time does it start?



A: 
Kick off’s at nine (o’clock).



B: 
Um, tricky. My partner has invited her mother over for dinner.



A: 
Looks like you’ll have to miss it, then.



B: 
Yeah, looks that way.


5
A: 
Hello Adrian. Haven’t seen you for a long time. (Or Long time, no see).



B: 
I know. Been ages, hasn’t it?



A: 
What you doing these days?



B: 
Still teaching at the university. And you?



A: 
Well, nothing special. Just started my own business. 



B: 
Wow! Nothing special? That’s great news.

2
Suggested answer


Hi Sylvia


I am Sorry I haven’t replied to you sooner, but I’ve been very busy focusing on this client presentation for the last few days. I am writing to Thank you for preparing those slides for me. I went through them this morning and everything looks fine to me. There were Just a few typos and a missing footnote, but I’ve fixed those minor points in the slides. I also left out a couple of the slides with more detailed figures. You can See the attached slides.


We’ll also need to clean up the employee performance data for last quarter. Can I leave it with you to clean up the data? There’s no need to do it immediately, unless you particularly want to do it immediately. You can Just send it to me and Richard by Friday so I can wrap things up for the presentation. I’m sure he’s as interested to see the data as I am interested to see it.


By the way, I’m meeting him on Monday morning for a catch-up. Would you Like to join us? It Could be useful.


I’ll Speak to you soon.


Best wishes


Martin

3
The consultant blog on page 77 provides a model.

Unit 9

1 
1 
Do I look like I’m made of money? 


2 
Well, what do you know? 


3 
What are you like? 


4 
Am I right or am I right? 


5 
What’s the use? 


6 
Is it just me or are there …? 


7 
So, what else is new? 


8 
How long is a piece of string? 

2
1 b    2 a    3 e    4 f    5 d

Unit 10

1
1 g    2 d    3 f    4 c    5 a    6 e    7 b    8 h

2
1 grass-roots    2 blow    3 flood    4 counter-offensive    5 fuelled    6 put out the fire    7 battle    8 twin tracks    9 entrenched    10 force

3
1 hopping mad    2 forever    3 scared to death    4 a million times    5 a ton    6 horse    7 overnight    8 an arm and a leg

Unit 11

1
1 
It was Mandy Haberman who invented the Anywayup cup.


2 
It was then that he made his smartest business move to date. 


3 
What is often more important than the actual business idea is investing in a passionate entrepreneur. 



What is often more important is investing in a passionate entrepreneur, (rather) than the actual business idea.


4 
What is crucial is understanding your strengths and weaknesses, as well as knowing which roles will be undertaken by other people.


5 
What your business plan should say is how you are going to develop your business, when you are going to do it, and how you will manage the finances.


6 
The reason why the business didn’t work was because it wasn’t viable to send vans all over the country from one city.


7 
The Swedish entrepreneur who invented the triangle-sided Tetra Pak container was Ruben Rausing.


8 
It was the Nokia 2110 that softened the angles of typical mobile phones and was a milestone in the mobile’s transition to affordable consumer item.

2
The ability to pivot is one of the key characteristics of a successful entrepreneur, according to Mark Suster, partner at an LA-based venture capital firm. What Suster describes as a pivot is when a business owner notices fundamental changes in a market and adjusts to them ‘on a dime’.


A recent example of this was Facebook, which made big changes to its business model inspired by the stream of messages seen on rival social networking website Twitter. ‘Facebook saw that Twitter was getting massive adoption and realised what people really cared about was the stream. What they did was obliterate their home page and in a single day refocused the entire orientation of the company.’


Which/This is why Facebook founder Mark Zuckerberg has been so successful, Suster claims. Twitter itself is a triumph of pivoting. It started life as the offshoot of a website called Odeo. Odeo didn’t take off, but what its founders saw was that a lot of people were using the Twitter element. The rest is history.


When making investments, Suster judges entrepreneurs on how they pivot. He also may not invest in individuals until they are on their third or fourth business idea. It is their ability to do this that shows Suster they have the potential to pivot. 

Unit 12

1
1 By that I mean    2 want to    3 Let’s have a look    4 For example,    5 might want to    6 Given    7 need to    8 Now we have    9 In the example above    10 However    11 This means    12 be sure to

2
1 
Repetition of there is and key word labour; also use of contrasting ideas, visible v. invisible labour

2 
Repetition of what is + past participle


3 
Repetition of grammatical form what they have done; also use of contrasting ideas, done v. not done

4 
Repetition of key words and grammatical form: you have to get their; also use of contrasting ideas, interest v. money

5 
Repetition of infinitive forms to build and to ruin; also use of contrasting ideas, build a reputation v. ruin it

6 
Repetition (and play on words) of key words military, justice and music; the grammatical form is to and use of inversion


7 
Repetition of phrase live to be a hundred.


8 
Repetition of key words: leader, inspires people and to have confidence in; use of inversion

