Market Leader Upper Intermediate

Answer key

Unit 1

Vocabulary 

A
Good: articulate, responsive, coherent, sensitive, eloquent, extrovert, succint, fluent, persuasive, focused


Bad: hesitant, inhibited, reserved, rambling, vague

B
1 succinct    2 inhibited/reserved    3 rambling    4 articulate    5 coherent    6 persuasive    7 extrovert    8 responsive

C
2 interrupt    3 clarify    4 confuse    5 explain    6 digress    7 ramble    8 engage

Listening

A
No, he doesn’t. He thinks it can make communication both better and worse.

B
1
People have limited attention, so communicate as succinctly as possible.


2
Recognise that communication is about meaning, so don’t dump lots of data on people.


3
It’s as much about listening as it is about telling things. 


4
If communication is going to be effective, there’s got to be some sort of emotional connection in it.

C
Amazon communicates well because you always know where you are – you get confirmation when you order something and further confirmation when the item is sent. They also make suggestions for things you might like to buy, based on what you’ve bought in the past or on what other people have bought.

D
The company has introduced a computerised voicemail system that is very frustrating for the user: it is very difficult to speak to a real person, the options don’t correspond to the callers’ problems, the caller ends up going round in circles or hanging up. The company should simplify the system and make it easier to get through to a real person.

Reading

C
3

D
Advantages: productivity increase; effective transmitter of documents and data; forces sender to think through arguments carefully and express themselves logically; allows swift replies to lots of different questions when time is short; don’t have to allow for journey times or travel costs, unreliable postage or engaged phones/voicemail; economical for keeping in touch with distant contacts; available 24 hours a day; good for pitching discreetly and directly to someone powerful.


Disadvantages: business best done face to face or on the phone; recipient of e-mail doesn’t hear tone of voice or see facial expressions; sender can’t modify e-mail half way through to avoid causing offence; can’t tell the mood of the e-mailer; easy to send an irritable response when angry; the e-mail is a more permanent form of communication; easier to be tough, get away with weak excuses, make things up or say no; less human; too much spam/junk; a distraction, e.g. in meetings.

E
1 face to face    2 causing offence    3 get away with    4 make things up    5 keeping in touch    6 pitching to someone

F
1 keeping in touch    2 get away with    3 making things up    4 face to face    5 pitching    6 causing offence

Language review

A
a) nutshell    b) point    c) grapevine    d) picture    e) stick    f) wavelength    g) tail    h) purposes    i) bush    j) mouth    k) wall    l) loop

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

C
1 get straight to the point    2 on the same wavelength    3 put you in the picture    4 talking at cross purposes    5 beating about the bush    6 hear on the grapevine    7 put it in a nutshell    8 got the wrong end of the stick    9 can’t make head nor tail of it    10 talking to a brick wall    11 from the horse’s mouth    12 keep me in the loop

Skills

A
Suggested answers


a
Could you slow down, please?



Could you speak up, please?



Could you speak a little louder, please?


b  
Could you hold on a  minute, please?


c
Sorry, what exactly does … mean?



Sorry, I don’t know what … means.


d
Could you spell that for me, please?


e   Could you give me a little more information, please?



Could you give me some more details, please?



Could you expand on that, please? (more formal)


f
Sorry, I can’t hear you. Could you call me back, please?



Sorry, it’s a bad line. I can’t hear you.


g
Let’s see if I’ve got this right.



Let me check if I’ve got this right.



Could I just confirm what you’ve told me. 

B
All of them

C
•
He asks Klebermann to hold on while he gets a pen.


•
He says that he didn’t understand what Klebermann said. He asks him to slow down.


•
He asks for more information.


•
He confirms what he has heard: Let me check that.

•
He asks Klebermann to spell the name of the company.


•
He checks the number of lasers that are required.


•
Klebermann confirms the quantity of lasers that are required.


•
He asks Klebermann to explain the meaning of roll-out.


•
He mentions that the line is bad and that he can’t hear Klebermann very well.


•
He asks for more information.


•
Klebermann suggests calling back, as he can’t hear Koichi well.

D
1 hold on a second    2 didn’t catch that; slow down    3 check; Got    4 spell that for    5 did you say    6 does; mean    7 a bad line; speak up    8 call you back

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

Unit 2

Vocabulary

A
1 marketing    2 market    3 product    4 customer    5 brand

B
1 marketing strategy    2 market segmentation    3 product feature    4 customer profile    5 Brand positioning

C
2 promotion    3 market research    4 domestic market    5 withdraw a product    6 slogan    7 exporter

Reading

B
1 Palazzo Della Valle, Corso Venezia, Milan    2 leather shoes and bags    3 Diego Della Valle    4 Louis Vuitton, Hermès, Chanel    5 China and India    6 To complete the globalisation of Tod’s

C
Tod’s Group wishes to convey the charms of the Italian lifestyle to the world’s rich. To do this, it focuses on celebrity and glamour its traditional, hand-made, century-old heritage, and its new advertising campaign will feature Italian celebrities families. The Chairman says he wants to expand into India and China to capture consumers there who appreciate the Italian lifestyle. To enter such big markets, Tod’s will need to think about quantity as well as quality quality not quantity. 


Tod’s is primarily a fashion luxury-goods company and needs to be much bigger. China and India have more possibility for growth than Tod’s traditional markets. The Chairman is not worried because that China will be able to produce luxury goods more cheaply. In future, Tod’s will look to lower production costs by manufacturing in low-cost countries maintain the concept of excellence.

D
1 c    2 a/b    3 d    4 b/a    5 e

Listening

A
1
a)
where you have one product and you sell it all over in the same format



b) 
where you try to adapt your product to the different cultures, to different countries that you are in.


2
a)
It has marketed one product concept for the whole world and this product is actually selling all over in the same format. It is a small company, based in Denmark and in Sweden. It is ‘born global’, i.e. it is getting into the global markets very fast by setting up production in Uganda in Africa. From there, it tries to sell in other countries of the world. So, by setting up a website from where they also sell these coffee products, they can sell to all kinds of hotel chains and to airline companies and to different retail chains. 



b)
one example of a global brand that will sell all over

B
1 marketers    2 practices    3 knowledge    4 techniques    5 international    6 report    7 business plan    8 presentation    9 webcast    10 internal briefing paper    11 worldwide    12 capabilities    13 global business

Language review

A
1 advertising campaign    2 chief executive    3 fashion producers    4 luxury-goods company    5 growth potential

B
1 leader    2 check    3 market    4 exchange    5 contract    6 conditions    7 product

C
1 
really impressive advertising campaign 


2 
new customer relations department 


3 
highly competitive mobile phone market 


4 
incredibly successful product launch


5 
loyal customer base 


6 
extremely thorough sales report 


7 
absolutely brilliant global campaign 


8 
increasingly competitive marketing environment

Skills

B
1
To come up with suggestions for location, accommodation and leisure-time activities for their international sales conference


2
Amsterdam, south of Portugal, Florence

C
1
Four-start hotels or boutique hotels


2
A half day to see the sights; a gala dinner; an hour a day for people to meet and discuss anything

D
Stating objectives: 1


Making suggestions: 4, 7, 11


Expressing enthusiasm: 2, 6, 8, 9, 10


Encouraging contributions: 3, 5, 6, 12


Agreeing: 2, 9

Unit 3

Starting up

C
Give the customer/supplier superior value and satisfaction; exceed customer’s expectations; satisfy and delight customer to product loyalty, which will lead to better company performance

Vocabulary

A
Positive meaning: cement, cultivate, develop, encourage, establish, foster, improve, maintain, promote, restore, resume, strengthen


Negative meaning: cut off, damage, disrupt, jeopardise, sever, sour, undermine

B
1 damage    2 establish    3 strengthened    4 undermined    5 improving    6 disrupted    7 broke off    8 jeopardised    9 building up    10 fostered

C
1 e    2 d    3 b    4 a    5 c

Listening

A
1 2008    2 70%    3 40%    4 50    5 United Nations Development Programme, Care, VSO, World Vision

B
1 Fairtrade certification    2 ethical choice    3 very powerful; understood; cocoa-farming communities

C
1
With milk farmers in the UK


2
They have been working to change the animal feed, the investment and the way the feed is delivered to the milk farmers in order to make them more efficient and reduce their carbon footprint.

Reading

B
1
A Hong Kong businessman who has used his guanxi astutely to win licences and building permission


2
An ex-INSEAD student who has used his connections from there to build his company, Tudou


3
An INSEAD graduate and partner at Granite Global Ventures who helped Gary Wang to raise $8.6m


4
A businessman who runs the Chinese operations of a South Korean systems company and who did an Executive MBA at the Cheung Kong Graduate School of Business in Beijing


5
Person in charge of McKinsey’s China practice in Shanghai

C
1 C    2 A    3 B    4 E    5 D    6 F    7 H    8 G

D
1
Guanxi means ‘connections’ and is key to getting things done in China.


2
You can secure a business licence, land a distribution deal, find a colonial villa in Shanghai, make a fortune. 


3
They can improve their understanding of the marketplace, hire the best talent and find potential business partners.


4
Networking that once happened in private is taking place at more public, informal events.


5
To keep in touch with previous employees who now work for the company’s clients and provide a valuable network

E
1 tapping into    2 loyalty    3 accountability    4 obligation    5 connections    6 networking    7 perseverance

Language review

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

B
1 get on     2 checked in    3 build up    4 turn […] around    5 putting […] off    6 turn up    7 let […] down    8 set up    9 carry on    10 called […] off

C
2
They’ve put off the presentation until Thursday. / They’ve put the presentation off until Thursday.


3
I’m sorry I’ve let you down.


4
She’s set up the conference call for nine o’clock. / She’s set the conference call up for  nine o’clock.


5
This is a crucial meeting. Make sure you turn up on time.


6
Everyone carried on working as if nothing had happened.


7
You’ll need to check in a the Hilton around four o’clock.


8
I get on (well) with  my new boss.

Skills

A
1 
True    


2 
False (They don’t have the expertise to redesign it themselves.)    


3 
False (She says that he travels quite a lot and is often in meetings or giving presentations.)

B
1
Because they’ve had complaints from customers saying it’s not working properly, it’s hard to navigate, they can’t find what they want and the product information is insufficient.


2
He’s very interested, and would be available to discuss it further in two weeks’ time.

C
1 met    2 help you out; don’t you contact    3 by any chance    4 mention    5 try to reach; for the contact    6 given    7 interested    8 meeting

Working across cultures 1

A
1
He didn’t agree with David’s suggestions and wanted to impose the company’s existing business model on the Chinese market.


2
He means they expected the pizza business to become successful quite quickly.


3
He decided that there was no point in continuing with them and advised the company to sell the restaurants.

B
See Activity file, page 000
D
1
She went to negotiate an agreement with Mumbai Enterprises, to distribute their products nationwide.


2
An important company owned by the Duleep Singh family, one of the richest families in India.


3
A visit to the President’s home for dinner – Christina took gifts that were well accepted and they discussed non-business topics that interested them both.

E
See Activity file, page 000
F
Melissa should have realised that there is a lot of bureaucracy to go through to set up a joint venture in Russia, and she should not have pushed Georgy to commit to figures that he wasn’t ready to give.


She should have realised that Georgy was giving her advice on the organic products, not being rude.


She should have appreciated that Georgy felt safer using a lawyer he knew rather than a large firm he was not familiar with.


She ought to have delayed her flight home so that she could attend the meeting with the Minister.

Revision A

1
Communication

VOCABULARY
1 articulate    2 rambling    3 succinct    4 extrovert    5 coherent    6 persuasive    7 eloquent    8 fluent     9 interrupted    10 digress     11 engage     12 listen 

IDIOMS

1 bush    2 grapevine    3 stick    4 mouth    5 wall    6 wavelength    7 loop    8 picture

SKILLS

1 g    2 c    3 h    4 i    5 b    6 j    7 a    8 k    9 m    10 f    11 l    12 e    13 n    14 d

2
International marketing

NOUN COMPOUNDS AND NOUN PHRASES
1 
We’re launching a really impressive product range.

2
The sales forecasts are very good.

3
We want to increase brand awareness.

4
We’re doing extremely thorough market research.

5
They created a hugely successful advertising campaign.

6
We’ve just introduced a new customer loyalty card. 

7
He thought of an absolutely brilliant advertising slogan.

8
They’re entering the highly competitive online shopping market.

SKILLS

1 purpose    2 achieve    3 think    4 suggest    5 great    6 best    7 back    8 mind    9 stage    10 absolutely

3 Building relationships

VOCABULARY

1 cement    2 create    3 begin    4 endanger    5 promise    6 disrupt    7 establish    8 allow

MULTI-WORD VERBS

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

WRITING

Possible answer

Dear Mr Pereira

Judy Milligan, an old friend of mine, suggested I get in touch. I’d like to talk with you about Brazil’s petroleum industry. I’m a business journalist and I’m doing research on how various industries are coping with the current economic climate. I plan to produce a documentary film for television. I wonder if you could give me some facts and figures? I’ll be in São Paulo next month. Would it be possible for us to get together?

Thank you.

Yours sincerely

Tom Jordan

Working across cultures 1: Doing business internationally

1 local    2 product    3 rip-off    4 reliable    5 patient    6 relax    7 direct    8 flexible

Unit 4

Starting up

D
1 profit    2 leader    3 innovation    4 workforce    5 customer    6 brand    7 shares    8 headquarters    9 subsidiaries    10 people

Vocabulary

A
renamed, overconfidence, outperform, co-founder, underestimated, ultramodern, misinformed, ex-business, devalued

B
1 out-    2 over-    3 mis-    4 ultra-    5 ex-    6 de-    7 co-    8 under-    9 re-

C
2 boss    3 decide    4 lose    5 look    6 win    7 big    8 staff    9 grow

D
2 co-authors    3 relaunch    4 overestimated    5 mismanaged    6 outbid    7 ultramodern    8 ex-boss    9 deregulated

Listening

A
1 successful    2 manufacture    3 sell    4 product    5 service    6 sell    7 cost    8 produce    9 technology    10 increasing value    11 venture capital

B
Suggested answer

Natural Motion was set up in 2002 and has passion, vision and clarity. It has gone on to be a very successful software animation company, whose software tools are used in the film industry, in the computer game industry, to help make software characters look more realistic in those formats. Those involved have worked together from their early vision for what this company might be and have seen that being delivered with passion and enthusiasm. There have been some challenges along the way, but the team have taken forward their vision with impressive clarity.

C
1
environmental technologies, low-carbon technologies and alternative-energy technologies


2
a smart-metering company, project for tidal energy, project for wind energy, project for lightweight electric motors

Reading

A
Carlos Slim is probably the richest man you have never heard of. The major influences on his life were his father, Julián, who was born in Lebanon, and Jean Paul Getty. He studied civil engineering at university in Mexico City and on graduating set up as a stockbroker. He made a lot of money in the Mexican recession of 1982, buying his assets in the middle of the crisis. In 1990, Slim gained control of Telmex, which owns 90% of Mexican telephone lines and is one of the largest part of Slim’s empire. Slim is also involved in charity through his Carso foundation. 

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

C
1 buying spree    2 annual sales    3 turning point    4 economic crisis    5 global recession    6 retail outlets    7 business acumen

Language review

1 present simple    2 past simple    3 present continuous    4 present perfect    5 past perfect

A
1
Present perfect: announcing news


2
Past simple: completed action in the past


3
Present simple: situation which is generally true


4
Past perfect: action completed before a time in the past


5
Present continuous: describing current situation

Skills

B
1
a) 150 rugs    b) 10%


2
He wants the goods by the end of the month; it is not certain that he will get what he wants.

C
1 discount    2 standard; in mind    3 double; willing; reasonable    4 asking a lot    5 proposal; prepared    6 a deal; the list price

D
Checking language: Are you saying you don’t have that quantity in stock?


Signalling language: I’d like to ask a question now … or I’d like to make a proposal.

Unit 5

Starting up

B
1 
supportive colleagues, commission, threat of redundancy


2
promotion opportunities


3
praise, more flexible working hours

Vocabulary

A
2
Most people like to have control over their work and therefore put empowerment near the top of their list of motivating factors.


3
Red tape is a very time-consuming, demotivating problem which affects large businesses and organisations.


4
Overwork can lead to breakdown if not spotted early.


5
Many job satisfaction studies, perhaps surprisingly, have found that often remuneration is not the most motivating factor for many employees.


6
Offering fringe benefits rather than a salary increase can be a way of retaining employees in traditionally high staff turnover industries.


7
He received a very generous severance payment when he left the company.


8
One way for managers to monitor and develop staff is by using assessment.

B
1 b) dissatisfied    c) satisfaction    2 a) motivating    b) demotivated    c) motivation    3 a) frustration    b) frustrating    c) frustrated    4 a) unrecognised    b) recognition    c) recognised

Listening

A
1
attracting, retaining and motivating employees


2
a)
It seeks to be a business that is committed to its people. Most of its leaders of the organisation have grown up through the organisation and have come through individual, personalised career paths and development plans.



b)
It rewards and recognises people for their individual contributions. It drives their connection to what they work on to the reward and recognition that they get. 

B
1
Stronger demand for flexibility in when people work, where they work and how they work. Driven by the changing role of women in the workplace. As more women entered workplaces, demand for flexible hours/timing started. Emerging generations in the workplace demanding greater flexibility of where they work through new technologies/remote communications. Demand for sabbaticals and opportunity to take time out increasing.


2
People want to take personal control of their growth. They don’t expect to stay with the same company or doing the same type of work all their lives. Stronger drive towards growth, development and learning.


3
People want to work for companies that are committed to green/ environmental issues (e.g. reducing carbon footprint, recycling) and are committed to supporting local communities, getting involved in charitable work and other voluntary areas.

Reading

C
1 True    2 False (M = 77%, K = 75%)    3 True    4 True    5 True    6 False (K = 47%, M = 52%)    7 True    8 False (75% of M workers earn less that £15K)

D
basic salary, role models, performance review, paternity leave


sporting career, childcare vouchers, medical insurance, pension scheme

E
1 medical insurance    2 pension scheme    3 performance review    4 paternity leave    5 Basic salary
Language review

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

B
1 has been defined    2 is determined    3 is driven    4 can be seen    5 was created    6 are satisfied    7 be satisfied

C
Union representatives were interviewed.


Meeting with all Heads of Department were held.


Management have been ignoring suggestions/complaints.


Staff are not encouraged to take on new tasks.


Staff have been encouraged to do various tasks.


Open-door policy has been adopted.


New performance reviews for managers to be introduced from 1st December.


Research into new employee incentive programme to be carried out.

Skills

B
1
To ask if Enid is interested in a position as Chief Negotiator at KB Financial  Services.


2
No, because Enid is happy in her current job.

C
1 
your name by 


2
I call; interested in a position; vacant


3
find out a bit more


4
any point


5
recommend anyone


6
I’d appreciate that

D
She says that they are offering a six-figure salary (c. €150,000) and a great benefits package with an above-average annual bonus.


They agree to meet at three o’clock the following Wednesday at the Chamberlain Hotel. 

E
a
KB are offering a top salary and great benefits package …

    

Well, it’s over six figures … probably in the region of a hundred and fifty …



They give staff a substantial bonus at the end of the year – usually well above the industry average.


b
People often say that to me … but they change their mind when they hear more about the offer.



Would you like to know the salary range?



There’s another thing you should bear in mind. It’s a very attractive part of the package they offer.



Look, why don’t we get together and I’ll give you some more details?

Unit 6

Vocabulary

A
predict: anticipate, foresee


meet: encounter, identify


assess: calculate, estimate, evaluate, gauge, measure, weigh up


manage: eliminate, prioritise, reduce, spread

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

C
1 slight    2 great    3 miniscule    4 considerable    5 potential    6 immediate    7 huge    8 remote    9 serious    10 negligible    11 significant    12 imminent    13 substantial    14 terrible    15 tremendous

D
1
High: great, considerable, huge, significant, substantial, terrible, tremendous



Low: slight, miniscule, remote, negligible


2
Possible: potential



Very near future: immediate, imminent

Listening

A
Internal risk: injuries to employees within a factory, fire in a warehouse


External risk: earthquake, tsunami, change in exchange-rate mechanism

B
1 hurricanes    2 floods    3 employment    4 lack of liquidity    5 competition    6 availability of new technology

C
1
Recognise strategic objectives for organisation and key processes


2
Identify risks affecting the organisation (top down and bottom up)


3
Assess and prioritise risks


4
Mitigate the risk and deal with it by a) treating it, b) terminating it, c) tolerating it, d) transferring it


5
Flow actions back to strategic objectives

D
Banking industry: sytematic and reckless risk-taking with massive implications for the organisations, the banks, their shareholders and the world in general


US-based clothing retailer: lost 45 million credit-card details, losses of $80m and impact on reputation


Video-cassette industry: failed to anticipate changes in customer demand caused by new technologies

E
See audio script, page 000
Reading

B
Suggested answer

Risk is becoming more complex.

C
1
It started when 14th-century shipowners wanted to protect the increasing value of their ships and cargoes.


2
Reinsurers provide a secondary market where insurance companies can place risks.


3
Because the attack on the World Trade Center took place in a developed country, it was well covered by insurance. However, the tsunami of 2004 affected mainly underdeveloped countries who had little or no insurance, so the cost born by individuals was much higher.

E
1 liability    2 damages    3 portfolio    4 accumulation    5 catastrophe

F
1 damages    2 liability    3 catastrophe    4 portfolio    5 accumulation

G
1 b    2 c    3 e    4 a    5 d

H
1 spring to mind    2 pave the way    3 bear the brunt    4 spread the risks    5 meet a need

Language review

A
Strengthen: entirely, exceptionally, extremely, fully, highly, increasingly, totally, very


Soften: a bit, fairly, moderately, quite, rather, reasonably, slightly, somewhat

B
Suggested answers

1 Extremely/Exceptionally/Very    2 highly/very    3 increasingly/exceptionally/extremely    4 fully/very    5 Quite/Fairly/Reasonably

Skills

A
1 Florence    2 interactive quiz    3 banquet-style buffet in hotel    4 January

B
Asking for opinions: 5, 6, 9


Giving opinions: 2, 4


Agreeing: 3, 12, 13


Disagreeing: 10


Making suggestions: 7, 8, 11


Summarising: 1

Working across cultures 2

B
General  information

•
Population: just under 15 million

•
Land area: ninth largest in world, same size as western Europe

•
Ethnicity: mainly Kazakhs (51.8%) and Russians (331.4%), also Chechens, Ukrainians, Tatars, Germans and Koreans

•
First contacts: don’t immediately talk about business, start with some small talk about family

Verbal/Non-verbal communication

•
Space between speakers: arm’s length

•
Eye contact: keep good eye contact

•
Handshakes: definitely with a man, allow woman to take initiative

•
Voice: they speak quietly and may give a lot of background information when answering a question

C
1
Men: black/dark trousers, white/light shirt



Women: fashionable, latest designer clothes


2
More relaxed than other countries, e.g. can drop in and see an official during working hours without an appointment


3
Bosses, because of Soviet influence


4
Knowledgeable, show leadership qualities, be approachable


5
1
Decisive, clear leadership



2
People-oriented


6
Build trust by talking about things that  matter to Kazakhstanis, e.g. family, children, health


7
A lot of food, a variety of drinks and lots of toasts

Revision unit B

4 Success

VOCABULARY

1 ultra-    2 under    3 de    4 over    5 co-    6 re    7 mis    8 out    9 ex-    10 multi

SKILLS

1 increase    2 give    3 repeat    4 deliver    5 have    6 lowered    7 saying    8 is    9 ask    10 planning    11 make    12 leave

WRITING

Suggested answer

Dear Lo Chi,

I was very pleased to have met you last week at your office. I found the discussions very interesting. I’ve been thinking further about how to resolve the order size and scheduling problem. I’d like to suggest that we break the order into three parts. If we order 150,000 today, can you deliver 50,000 on 3 April, 50,000 on 10 April and 50,000 on 17 April? That would allow you enough time to deliver and would keep the item price down.

I look forward to hearing from you.

Sincerely,

Anton

5
Job satisfaction

VOCABULARY

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

2
1 frustration    2 satisfied    3 recognised    4 motivation(al)    5 frustrating    6 recognition

PASSIVES

1
The working week has been cut to 30 hours (by the management) since the downturn.

2
My team were/was given a new assignment (by me).

3
The employees are being listened to (by the management).

4
A lot of change was caused by the new regulations.

5
Customers should be encouraged to give feedback.

6
New e-mail addresses are always set up by Ben in IT.

7
Some important maintenance was carried out overnight.

8
The new workers will be expected to speak good English.

WRITING

Suggested answer

1
What should I do if I think someone is overworking and getting burnt out?


Talk about their workload with them. Try to find out if they, too, think they’re getting burnt out. If possible, take away some of their workload. Encourage them to work reasonable hours and keep in regular communication about possible problems.

2
How can I motivate staff who complain that they are underpaid?


If you can’t offer them a pay increase, try to motivate them with fringe benefits. Encourage them to take advantage of the flexitime system. Also remember to lead by example. Be cheerful at work, and be a good listener. Be approachable. Speak clearly and honestly with them. 

3
What should I do if a worker arrives at work late every day?


Try to deal positively with the situation. Remind them that flexitime is available. Encourage them to use it. If you feel that the employee may be suffering from depression, encourage them to speak with their doctor. 

6
Risk

VOCABULARY

1
1 anticipating    2 weighed up    3 prioritise    4 identified    5 spreading    6 estimate    7 encounter    8 eliminate 

2
1 immediate    2 remote    3 potential    4 minimal

ADVERBS OF DEGREE

1 exceptionally    2 increasingly    3 totally    4 a bit    5 fully    6 highly

SKILLS

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

Cultures 2: Working in new markets

1 Dress    2 punctuality    3 formality    4 decision-making    5 Socialising    6 leadership quality    7 eye contact    8 Shaking hands
Unit 7

Vocabulary

A
2 incompetent, competency    3 uncreative, creativity    4 undiplomatic, diplomacy    5 inefficient, efficiency    6 inflexible, flexibility    7 uninspiring, inspiration    8 illogical, logic    9 disloyal, loyalty    10 disorganised (unorganised), organisation    11 indecisive, decisiveness (decision)    12 irresponsible, responsibility    13 unsociable, sociability (society)    14 unsupportive, support 

B
See audio script 2.1.

D
2 a    3 f    4 b    5 c    6 e

Listening

A
1
Ability to manage in an increasingly competitive, volatile, changing business environment; concern for recognition of the individual within the organisation.



Example: the growth of the BRICK nations


2
Managing with an increasing rate of technological change, allied to the competitive and challenging business environment.



Example: ICT, e.g. used in managing a remote team

B
1 Consideration, respect and trust    2 Recognition and credit    3 Involvement and availability    4 A sense of justice    5 Positive action on an individual basis    6 Emphasis on end results

C
1 direction    2 organised    3 structure    4 routine    5 individual    6 organisational    7 committed    8 direction    9 control

Reading

B
Anna Wintour: 2, 3, 5


Jim Buckmaster: 1, 4, 5, 6

D
No, he doesn’t.

E
1 ruthless    2 perfectionist    3 talented    4 self-motivated    5 anti-authoritarian    6 distant    7 demanding    8 volatile

F
1 distant    2 volatile    3 perfectionist    4 anti-authoritarian    5 talented    6 self-motivated

Language review

A
We: the people who work in the office


that sort of thing: arcade games, fussball, ping-pong tables


it: the atmosphere in the office


it: being in the office


I: Jim Buckmaster


we: the people who worked for the organisations Jim used to work for


thing: ??

those things: the management style of his previous employers


our: the management of Craigslist


it: what they’re supposed to do


they: Craigslist employees


they: deadlines


They: artificial deadlines


it: stress


We: the management of Craigslist


my: Jim Buckmaster’s


it: ??

that: being in a position of authority


you: Jim Buckmaster


there: at Craigslist


it: the philosophy at Craigslist


it: ???

their: the people who work at Craigslist


them: meetings


they: closed-door meetings

B
it was all very telling

C/D
I: the author of the article


her: Anna Wintour’s


they: Anna Wintour and her team


they: meetings


you: people attending the meetings


it: the meeting


it: time


her: Anna Wintour


she: Anna Wintour


me: the author


it: empty subject


her: Anna Wintour


them: her gut instincts


her: Anna Wintour’s


you: a manager


yourself: the manager


it: the statement summarising Anna’s management style


her: Anna Wintour’s


she: Anna Wintour


It: fashion


it: the statement


me: the author

E
The former: Wintour’s critics


The latter: her supporters

Skills

A
1
Quench Iced Tea


2
early next March


3
available in several flavours and in three different varieties; contains high percentage of vitamins, especially C and E; two different sizes; eye-catching, appealing design


4
information pack including a web link

B
1 launched    2 unique features    3 different versions; edge    4 stress; wide appeal    5 health-conscious customers; selling point

C
1
a Turning now to    b high-quality    


2
slide


3
a mean    b means    c choice


4
a beautifully designed    b eye-catching    c appealing    d stand out


5
a summarise    b appeal    c outstanding design    d comprehensive marketing programme

D
B
1
Stating the purpose



2
Involving the audience



3
Discussing implications



4
Emphasising/Exemplifying



5
Persuading


C
1
Changing the subject



2
Referring to visuals



3
Involving the audience



4
Referring to visuals



5
Persuading


Unit 8

Vocabulary

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

B
1 mismatched    2 disconnected    3 remotivate    4 multicultural    5 ex- military    6 pre-event    7 post-activity    8 hyperlinks 

C
2 maximise    3 break down    4 stimulate    5 inspire    6 build    7 reduce

D
1 uncommunicative    2 indecisive    3 inefficient    4 unenthusiastic    5 inflexible    6 unfocused    7 unimaginative    8 disloyal    9 disorganised    10 impractical    11 unsociable    12 unstable    13 intolerant    14 impatient

Listening

A
A team is a group of people working towards a common goal.


A leader’s role is to make sure that goal is well understood and is clear and then to encourage people along the way as they work towards that objective

B
They do not have the chance to have conversations without a ‘subject heading’, about what they want to achieve as a team.

C
Leaders: either appointed to the position or natural leaders


Creators: solve problems either by having random ideas or by using analysis and research


‘Gluers’: pull the team together, motivated by relationships, pastoral needs of team, e.g. Christmas party, birthday cards


Doers: look at process and project management so things are done on time, accurately and to a high quality

D
a)
Empowered form of leadership where someone is given an instruction and left to do it how they want to


b)
Command-and-control approach with specific instructions and people work to those instructions

Reading

B
Foster team spirit; relax; entertain clients; bring people together; therapeutic; help break down barriers; cut across ages, backgrounds and cultures; choice of level of participation; meal at the end; feel natural, not contrived; opportunity to see how teams work under different circumstances 

C
[table]

	1 cookery schools
	2 clients
	3 location

	Venturi’s Table
	Abbott Mead Vickers, Merrill Lynch, eBay, Cereal Products Worldwide, Mars
	Wandsworth

	The Cookery School
	Investec, BP, Iron Mountain
	Little Portland Street, London

	Mosimann’s Academy
	
	

	Lavender House
	
	Norfolk

	The Food and Wine Academy
	
	


D
1
a)
Anna Venturi is the founder of Venturi’s Table. She says cooking appeals because it brings people together; it’s relaxing, not competitive; wide range of people; can build teams



b)
Masele Siatu’u is Human Resources Vice-President at CPW. He says cooking brings together employees from different parts of the world.



c)
Christi Strauss is Chief Executive of CPW. She says cooking bridges backgrounds and cultures. Anyone can take part and participate as much as they like.



d)
Richard Pash is Marketing Manager at Mars. He says cookery feels natural and not contrived compared to some teambuilding activities which seem pointless.




e)
Rosalind Rathouse is the Principal of The Cookery School. She says corporate clients make up about 33% of her business.



f)
Letizia Tufari is the daughter of Anna Venturi. She says that client hospitality is becoming a bigger part of the business.


2
They offer client entertaining. This is successful because just eating out has become boring; cooking a meal for yourself is more unusual.

E
1 foster    2 barriers    3 venture    4 hospitality    5 stream

Language review

A
1 No    2 Yes    3 No    4 No    5 Not sure    6 Yes    7 No    8 Yes

B
1
It’s too late to sign the contract. You should have done it last week.


2
I’m a bit angry. You could have told me you had invited the entire team for dinner.


3
correct


4
They bought the shares when they were cheap and sold them at their peak, so they must have made a lot of money.


5
correct

6
correct

7
She’s made a lot of mistakes. She must have been very careless.


8
Abi was inspirational and a motivator. We should have made her team leader.

Skills

A
Suggested answers

Do: 3, 4, 5, 7, 9, 10


Don’t: 1, 2, 6, 8

B
1, 5, 10

C
Making suggestions


I think there’s one thing you could all do …


… maybe you should talk to her, tell her how you feel …


Why don’t we wait for a while?


Look, let’s talk about this in a few weeks’ time.


We can review the situation then.


Showing sympathy


OK, Larissa, I think I understand now.


OK, I’ve got the picture. I understand your feelings, Larissa …

Unit 9

Vocabulary

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

B
2 grant    3 debtor    4 A dividend    5 Liabilities    6 A return    7 liquidation    8 Collatoral

Listening

A
1
equity shares, borrowing, hybrid (convertible bonds: starts out as borrowing but converts to equity)


2
a)
confidentiality, remains below the radar screen 



b)
more funds available



c)
more funds available

B
a)
significant capital cost, investors expect a return that reflects the risk


b)
interest burden required to be paid over time, reducing cash company has available for investment


c)
no private relationship with investors, dispersed shareholder base


d)
possible lack of capital available, investors want a significant return and element of control over the management of the business

C
1
Breadth of opportunity gives a range of investment choice


2
Speed and quality of information makes it easier to make a decision.


3
Banks are less relationship-driven for financing, loans are a more tradable feature


4
Easy to buy and sell shares, so churn of shares is high.

Reading

D
1
They cost a lot to join.


2
She could pitch to roughly 100 business angels.


3
She went on the g2i four-day programme.


4
Two Finnish investors and five individuals from London Business Angels


5
The costs are high.


6
Despite reports to the contrary, it is still quite difficult to get funding.


7
It is taking twice as long to get funding as before the recession.

E
1 go the distance    2 a lucky  break    3 hedge your bets    4 keep your ears to the ground

F
1 go the distance    2 lucky break    3 hedge your bets    4 Keep your ears to the ground

Language review

A
1 looked into    2 access to    3 investing in    4 turned down    5 settled on    6 pitch to

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

Skills

B
1 d    2 e    3 b    4 a    5 c

C
a) 2    b) 3    c) 5    d) 1    e) 4

D
All the expressions use softening phrases. In addition:


1 Could I ask you (open question)    2 I may ask (closed question)    3 to make a suggestion (signalling phrase)    4 Could I ask (open question)    5 clarify what you’ve just said (summarising)    6 Let me sum up (summarising)

Working across cultures 3

D
1
motivation and rewards, problem-solving, sharing knowledge, the purpose/role of meetings, social behaviour


2
sharing of knowledge

E
1
mixed nationalities in same location, virtual teams


2
Whether they set out the tasks for the team or expect team members to use their own initiative; whether praise should be given to individuals or to whole team


3
Because it may be felt that the whole team should either be praised or take the blame

F
a)
Knowledge shared on a ‘need-to-know’ basis, favours the individual expert


b)
Knowledge shared for the common good, built up through group discussion and trust, not felt to be the ‘property’ of an individual, so no ‘copyright’


c)
Knowledge exchanged –  ‘I’ll scratch your back if you scratch  mine’

G
1
If purpose isn’t clear (e.g. for planning, for keeping track of progress, for talking about problems); scheduling across different time zones


2
Body language, dress, manners (e.g. handshaking), eye contact


3
It can mean different things in different cultures, and can set the tone for a business relationship

Revision unit C

7
Management styles

VOCABULARY

1
1 inconsiderate    2 consideration    3 competent    4 competence/competency    5 creative    6 uncreative    7 undiplomatic    8 diplomacy    9 decisive    10 decision    11 flexible    12 inflexible    13 uninspiring    14 inspiration    15 logical    16 logic    17 loyal    18 disloyal    19 disorganised    20 organisation    21 efficient    22 efficiency    23 responsible    24 irresponsible    25 unsociable    26 sociability/(society)    27 supportive    28 support

2
1 collaborative    2 people-orientated    3 centralising    4 task-orientated    5 hands-on    6 democratic

TEXT REFERENCE

1 It    2 he    3 them    4 they    5 the one    6 we

SKILLS

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

8
Teambuilding

VOCABULARY

1 dis    2 pre-    3 pro-    4 mis    5 re    6 post-    7 ex-    8 bi    9 multi    10 hyper

SKILLS

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

WRITING

Suggested answer

Nick

I hope everything’s going well. I’m sure you don’t need reminding, but the sales conference is next week. I’ve just realised that the rest of the team have given practice presentations and shared their PowerPoint shows, but we haven’t seen anything from you yet. Practice presentations are a great opportunity to improve your performance. How is your preparation going? Do you need any help with anything? I’d be happy to look at it with you any time, and I’m sure everyone else on the team would like to see what you’re working on.

Please let me know if I can do anything, and let’s schedule your practice presentation as soon as possible!

Ana

9
Raising finance

VOCABULARY

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

2
1 assets    2 a debtor    3 collateral    4 a creditor

DEPENDENT PREPOSITIONS

1 to    2 to    3 for    4 about    5 of    6 of    7 to    8 about    9 to    10 in

SKILLS

1 softening    2 aggressive    3 Open     4 closed    5 signalling    6 summarising

Cultures 3: Managing international teams

1
1 individual    2 collective    3 individual, mutual debt    4 collective    5 mutual debt    6 individual, mutual debt    7 collective    8 collective

2
1 initiative    2 expectations    3 scheduling    4 face to face    5 connotations    6 cultures

Unit 10

Vocabulary 

A
1 e complaints    2 d rapport    3 h guarantee    4 b standards    5 c products    6 g refunds    7 f payment    8 a compensation

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

C
1 get to the bottom of the problem    2 pass the buck    3 ripped off    4 slipped my mind    5 talking at cross purposes    6 the last straw    7 go the extra mile

Listening

C
1 customers’ expectations    2 empathy    3 client    4 individually    5 looking    6 provide    7 consistent standards    8 standards    9 get

D
1
They all stay in the house overnight. It helps them understand what it is like for a guest and what guests might expect.


2
Expectations are very high.

E
Customers are questioning what they receive for their money. They are complaining more; this can be useful because it gives feedback.

Reading

A
1 Yes    2 No

B
1
It is less personal and is dealt with by customer service experts and technology.


2
They didn’t like speaking to customer service representatives based in other parts of the world or mechanical systems.


3
They can collate and analyse it to build profiles of customers.


4
Because companies rely on canned, scripted responses, poorly trained agents and clunky systems.

D
1 pay lip service    2 face to face    3 word of mouth

E
1 face to face    2 Word of mouth    3 pay lip service

Language review

A
Suggested answers

1
using insights (line 00), using analytics (line 00)


2
dealing (line 00)


3
By using (line 00), by refocusing (line 00) 

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

C
Suggested answers

2 carrying out    3 introducing    4 dealing    5 ensuring    6 learning    7 establishing    8 finding out    9 giving    10 reassuring

Skills

C
[table]

	
	a) the product or service involved
	b) reasons why the service was good or bad

	1
	bottles of wine 
	bad: customer thought the wine was too sweet, but nothing was done about the complaint

	2
	airline
	good: staff were friendly and helpful, brought games for children, plane was on time, some free food

	3
	printer
	bad: broken printer wasn’t replaced, despite several promises to do so


D
1
How can I help?; Yes, that’s right; Really?; Mmm; What exactly do you mean by …?; What did you do next?; So you’re saying …


2
Right; What else impressed you?


3
What  happened?; OK; How awful!

Unit 11

Starting up

B
5 predict    6 Set up    7 Inform    8 Disclose    9 Analyse    10 Practise

C
[table]
	before the crisis
	during the crisis
	after the crisis

	2, 4, 5, 6, 10
	7, 8
	1, 3, 9


Vocabulary

A
contingency plan, damage limitation, flow of information, legal action, loss of confidence, press conference, press release, speed of response

B
1 speed of response    2 press conference    3 press release    4 flow of information    5 action plan    6 contingency plan    7 legal action    8 admission of liability    9 loss of confidence    10 damage limitation

C
2 press release    3 legal action    4 a press conference    5 a loss of confidence    6 a contingency plan    7 the flow of information

Listening 

C
1 slow to acknowledge    2 slow to respond   3 problem    4 recall    5 unclear    6 confused    7 tell it all    8 tell it quickly    9 get out there    10 doing something

D
1 Before, during and after the crisis


2
1 Carry out an audit (what could go wrong), 2 Take steps to avoid the avoidable or insure against it, 3 Prepare a contingency plan

E
1 Identify the crisis, 2 Contain the crisis, 3 Resolve the crisis

F
1
How do you reintroduce the product? How do you recover from the storm that has damaged your stores, caused employees to lose their homes?


2
What can be learnt as a result of seeing what worked, what didn’t work?


3
How does the organisation rebuild its reputation externally, how does it restore the confidence of its customers, other stakeholders and its employees?

Reading

B
A 2    B 1

E
Suggested answers

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

Language review

A
1 d    2 f    3 b    4 b    5 d    6 a    7 e    8 c    9 b    10 f    11 d    12 c

Skills

A
1
Stuffed toys (grey rabbits, dogs, penguins, reindeer, elephants)


2
50,000


3
The problem is very serious because:



•
the toys are their best-selling product. It would therefore have an impact on the company’s profits if the products were withdrawn from the market;



•
if they are indeed dangerous and injure children, they would have to pay compensation or face court action;



•
they hold large stocks of the toys. They could not sell these if the toys which are already in the market were withdrawn.

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

Unit 12

Starting up

A
1 
A takeover/acquisition refers to one firm gaining control of another by buying over 50% of its shares. It may be friendly or hostile, which is when the company being targeted doesn’t want or agree to the takeover. If a company acquires a part of another company’s shares, which may be less than 50%, this gives them an interest, holding or stake. Over 50% is a controlling interest.


2
A merger involves two companies or organisations coming together to form a larger one. Some mergers can be like two companies coming together on equal terms, but others are more like takeovers for one of the businesses involved, as usually there is a dominant partner.


3
A joint venture involves two quite separate companies co-operating for a limited time, or in a particular geographical area on a particular project, but maintaining their own identities. Examples are building a plant  (quite common in the oil and gas industry) and developing a new technology which would benefit both companies.

Vocabulary

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

B
1 a stake    2 a bid    3 a bid    4 a company    5 a joint venture    6 an acquisition    7 a bid    8 a stake

C
1 merger    2 joint venture; acquisition    3 takeover bid    4 stake

Listening

A
1 inadequate planning, 2 due diligence done too quickly, 3 lack of planning for post-merger integration period

B
1
a)
To understand the company better or if you want it to operate as a separate subsidiary



b)
So as not to lose customers or employees, or if there is a time-critical element


2
Whether you want to impose your own culture and way of operations on that company, or keep that company’s own culture separate


3
Are you going to appoint somebody from the company itself to run that division, or do you want to bring in new management, perhaps from the acquirer’s own management, or perhaps from the outside?

C
Met early before deal became public; determined the ‘showstoppers’ (what could stop the deal from being successful); made sure it was friendly; put together a team of senior people from both sides; identified who was going to be running the firm; everyone knew what was happening; CEO and Chairman deeply engaged in deal strategy.

Reading

A
1
Danone: producer of dairy products; L’Oréal: producer of beauty products; Colgate-Palmolive: producer of toiletries; Unilever: producer of household cleaning agents; Cadbury Schweppes: producer of soft drinks and confectionery; Estée Lauder: producer of cosmetics and perfumes


2
Danone – Stonyfield Yogurt; L’Oréal – Body Shop; Colgate-Palmolive – Tom’s of Maine; Unilever – Ben and Jerry’s; Cadbury Schweppes – Green and Black’s; Estée Lauder – Aveda


3
They are all smaller players in the same fields as the larger corporations that took them over.

C
1 true    2 true    3 false    4 false    5 true

D
1
Better distribution, access to more markets, more cash


2
Factory closings, job losses, management changes

E
Three from: swallowed up, in partnership with, owned by, acquired by

F
1 conglomerate    2 corporations    3 multinational    4 partnership    5 subsidary    

Language review

A
1 will have paid    2 will have been    3 will be working    4 will be holding    5 be working    6 will be offering    7 will have launched    8 will be enjoying

Skills

A
1
The gap in the market, the market conditions and the opportunity for growth


2
They plan to expand in the UK and become the market leader in the budget hotel sector.

B
Right, as I mentioned earlier …


I’ll outline these later in my presentation.


We have a clear, realistic and ambitious strategy for the Highview brand.


By that time, we’ll have …

Working across cultures 4

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

E
1
That international negotiations are no different to domestic ones; that everyone likes to get down to business straight away and focus on the result; that regional generalisations are often inaccurate


2
a) perception of the business relationship, b) the nature of the contract, c) the way negotiations are conducted

F
1 T    2 F    3 F    4 T    5 T    6 F

Revision unit D

10 Customer service

VOCABULARY

1 complaints    2 rapport    3 the point    4 clients    5 service    6 purposes    7 guarantee    8 products    9 refunds    10 mile    11 payment    12 compensation    13 the buck    14 the bottom

GERUNDS

1 to tell    2 to tell    3 to break    4 talking    5 Working    6 dealing    7 speaking    8 to tell

SKILLS

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

11 Crisis management

VOCABULARY

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

CONDITIONALS

1 act    2 had done    3 would have been    4 are    5 would be    6 Ignore    7 ’ll have    8 contact    9 Given

WRITING

Suggested answer

Whirlblend

Press release

Blender recalled as safety precaution

Whirlblend is recalling its model WB-110 after a man reported being injured using one of the blenders. The injury, which wasn’t serious, was an isolated incident, and the man has been succesfully treated and has not been hospitalised. However, we take the safety of our products and the quality and clarity of our instructions very seriously. We believe that if you follow the instructions for using any of our products, including the WB-110 blender, you will be completely safe. We are investigating the situation and will provide regular updates as we gather more information.

For additional information, visit our website (www.whirlblend.com) or contact the office of Steven Biggs on 0554-987-9983

12 Mergers and acquisitions

VOCABULARY

1 launched    2 made    3 make    4 rejected    5 sell    6 set up    7 taken    8 target

PREDICTION AND PROBABILITY

1 e    2 b    3 d    4 a    5 c

SKILLS

1
As I mentioned earlier, the outlook is good.

2
I’ll talk about the details of the acquistion later.

3
OK, what were our reasons for the merger?

4
The merger will make us stronger, more competitive and more profitable.

5
Right, I’ve told you what we’re doing next.

6
We’re absolutely delighted that our bid has been accepted.

7
By 2018, we’ll have become market leader.

8
We have a great brand, we have great managers and we have great workers.

9
Would anyone like to ask any questions?

Cultures 4: International negotiations
1 b    2 g    3 a    4 i    5 d    6 f    7 e    8 c    9 h

