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UNIT 5 > PERFORMANCE p a7 

5.1 performance 
and rewards 

Video: B The cyber 
manager 
Vocabulary: Rewarding 
performance 
Project: Moving up n the 
company 

[Reviewp 108 

UNIT 6 > ETHICS p57 

6.0 Ethical chaices 

jideo: BEthicsinthe 
fashionindustry 
Vocabulary: 8usiness 
etncs 
Project:Survey - How 
etncalare yourclothes? 

[Revienp105 

unir7 > Tive manacevent o7 [ERTL N A T LT 
Business workstop > 7 
Planning for atiade i 

7.1 Managing time 

Video: BTime 
management 
Vocabulary: Managing 
time 
Projec:The working from 
home debare 

Reiewp 110 

5.2 Acultureof 
rewards. 

Reading: Howto develop 
arewarding culure 
Grammar: Linking words 
and concessve clauses 
Pronunciation: 
=3 Intoration and Unking 
words (p 126) 
Speaking: Concessions 
and compromses nyour 
awnife 

623 Thetrple battom 
line’ 

Listening: 4 The tiple: 
botomline 
Grammar: Third 
conditonal. 
Pronunciation: 
=3 Contractions andweak 
forms n thrd conditionals 
(116 
Speaking: Discuss an 
organisationsethical 
performance 

7.2 Smartwork 

Reading: Cutting 
overtime n Japan 
Grammar: Adverbialsand 
time expressions 
Pronunciation: 
3 Siress inadverbials and 
time expressions (p117) 
Speaking: Areyou good 
atmanaging time?” 

5.3 > Communication 
kil Managing 
challenging feedback 

Video: BManaging 
challenging feedback 
Functional language: 
Responding o 
challenging feedback 
Pronuniation; 
= Intonation when 
Randing challenging 
feedback (p116) 
Task: Responding to 
feedback 

skl Transparencyin 
business 
Video: BTransparencyin 
business 
Functional anguage: 
Voicing and responding to 
concerns 
Task:Voicing and 
responding ta concerns 
with acolleague 

7.3> Communication 
skils:Desling with 
argency. 

Video: BDealing with 
matters o urgency 
Functional language: 
Discussing priorites 
Task: ollowing up o1 
emais 

5.4 Businessslls: 
Reviening projects 

Listening: 404 poject 
reviewmeeting 
Functionallanguage: 
Leadingand participating 
in eview meetings 
Task: A perormance 
cevelopment workshop 

643 Business lls: 
Sales and seling 

Uistening: 44 ocal 
netvorking event 
Functionallanguage: 
Sellingproductor 
servie 

Tasic Prometinga product 
orservice 

7.8 Business sils: 
Difficult negotiations. 

Listening: %A difficut 
meeting 
Functional language: 
Dealing with difcultesin 
negotiations 
Pronundiation: 
3 Intonation when 
negotiating (6117 
Task: Dealing with 
difficult people at work. 

5.5 Writing: 
Ferformance eview 
summary 

Modeltext: Performance 
review summary 
Functional language: 
Positve commentsand 
constrctivecritdsm 
Grammar: [ Phrasal 
verbs 
Taske Wrteaperformance 
eviewsummary 

1653 Writing: Company. 
newsletter 

Madel text: Company 
nensletter 
Functonal anguage: 
Recent news,curtent 
newsand futureplans 
Grammar: [ Linking 
wordsfor causesand eults 
Pronunciation: 
> Chunking pausing and 
stress when readingaloud 
116 
Taske Writea newsleter 

7.5 Writing: An email 
guing reasons 

Modeltext: Anemall 
guing reasons 
Functonal languagy 
Problem, ezsons and 
required action 
Grammar: & 
Prepasitions o tme: 
Tosk: Wrtean email 
quing reasons 

Business workshop > 5 
Changing expectstions 
36) 
Listening: A meeting 
wofindnew waysof 
rewarding performance. 
Task: Negoriating for 
change n ewards/ 
berefis 
Speaking: Howthe. 
‘negotiations went 

Business workshop > 6 
AFhomes. Tanzana (p 98) 

Beading: Articlesonthe. 
ethics of AFtiomes 
Listaning: A r3di0 
Investigative programme. 

Taskc Anaction lan 
tomaintan etical 
repuation. 

(p1001 

Listening: 4:Dezaisofan 
‘upcoming trade far 
Task:Cratea plan o 
obiata vadefar 
Witing;Asummery of 
successul particpaton 
atadefair 

UNIT8 > CHANGE p77 | i 3 Broton B 83 g utarwoptien L L1 | 
=T 
Video: Brompton Bies 
Vocabulary: change. 
management 
Project: Adaptability quiz 

TRevienp111 

8.2 Managing cange 

Listening: < Diffculc 
decisions and changes 
‘Grammar: Reported 
speechand reportingverbs 
Pronunciation: 

=3 il and ksl 
(p17) 
Speaking and witing: 
Tellingand reportinga 
story 

8.3 Communication 
skills: Coaching and. 
‘mentoring 
Video: B Discussing. 
future options 
Functional language: 
Caaching and mentaring 
Task: The GROW model 

Listening: 44 
brainstorming meeting 
Pronundiation: 
3 Voicerange (p117) 
Functanal language: 
Leadinga brainstorming 
session 
Task: Brainstorming 1 
smallroups 

Model text: Apress. 
release 
Functionallanguage: 
Useful phrases for a press 
relese 
Grammar: [ Fasse 
valce with reparting verbs 
Task: Write 2 press release. 

Business workshop > 8 
ChlhorSauces, Malsysia 
p102) 

‘Reading: A change at 
Michetin 
Reading and listning: 
“oRumoursabouta 
company 

Task: Putting 2 top 10, 
rumours 



Why. 

Business Partner? 

Why... 
skills training? 

Why... 
authentic content? 

Why... 
video content? 

Why... 
flexible content? 

> 

>4¢ 

Our research talking to teachers and leamers proved a few very obvious points. 
1 Peaple study business English in order to communicate more effectively i their 

workplace or to find a job in an international environment 
2 Toachieve these goals, you need toimprove your knowledge of English language as 

itis used in the workplace, but also develop key skills for the international workplace. 
3 people studying business English have different priorities and amounts of study time. 

You therefore need a flexible course which you can adapt to suit your needs. 
Business Partner has been developed to meet these needs by offering a flexible course, 
focused on delivering a balance of language and skils traiing that you can immediately 
use to improve your performance in your workplace, studies or ob search 

Language is oy one aspect of successful communication. Effective communication also 
reqires an understanding of different business situations and an awareness of different 
communication styles, especially when working across cultures. 
in Business Partner we refer to Communication skills' and‘Business skils Every unit has 
alesson on these two areas 
- “Communication skill'(Lesson 3) means the soft skils you need to work effectively with 

people whose personality and culture may be different from your own. These include building 
relationships, handling difficult communicators and managing challenging feedback. 

- “Business sklls (Lesson 4) means the practical skils you need in different business 
situations, such as skills for taking part in meetings, presentations and negotiations 

In order to reflect the real warld as closely as possible, Business Partner content is based 
en authentic videos and articles from leading media organisations such as the BBC, the 
NIKKE| Asian Review and the Financial Times. These offer a weaith of international business 
information as wellas real examples of Britsh, U, and nion-native speaker English. 

Wesall use video more and more to communicate and to find out about the world. This is 
reflected in Business Partner, which has two videos in every unit 
+ anauthentic video package in Lesson 1, based on real-life video clips and interviews 

suitable for your level of English 
+ adramatised communication skills video in Lesson 3 (see p/6 for more information). 

This course has been developed so that you can adapt t to your own needs. Each unit and 
lesson warks independently, 5o you can focus on the topics, essons or skills which are most 
relevant to you and skip those which don't feel elevant to your needs right now. 
Vou can then use the extra activities and aditional materials in MyEnglishLab to workin 
more depth on the aspects that are important to you. 

What’s in the units? 
Lesson outcome and self-assessment 
Each lesson starts with a lesson outcome and ends with a short self-assessment section. 
The aim s to encourage you to think ahout the progress that you have made n relation 
o the lesson outcomes. More detailed self-assessment tasks and suggestions for extra 
practice are available in MyEnglishLab. 

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

Functional language 
Functional language (such as managing bad news, discussing priorities, facilitating a 
discussion) gives you the capability to operate in real workplace situations in English. Three 
functional language sets are presented and practised in every unit:in Lessons 3,4 and 5. 
You will practise the language in group speaking and writing tasks 
B InVyEnglishiabyou il slsofinda Functional anguzge bank o that you can 

quickly refer to sts of useful Language when preparing for a business situation, 
such as a meeting, presentation or interview.



11> Workplace culeure 1.2 > Employee. 
retention 

Video: A cultreof  Reading: Worklfe 
equalpay salanceschemes 
Vocabulary: Elementsof  Grammar: Future. 

corporsteculre Continuous and fuure 
Pronuncition: perfectSimple 
S Siressincompound  Pronunciation: 
nouns(p114) > Aunilaryverbs (p114) 
Projec:Companypolicy  Speaking: How doyou 

Seeyourzlfn theuture? 

Reviewp 10 

13> Communication 
skils:Buiding 
relationships 

Video: BBuilding 
relationships 
Functional language: 
Bulding rust 
Task: Choosinga 
candidate 

UNIT 2 > TRAINING AND DEVELOPMENT p7 

21> Leamingonthe 2.2 Human resource 
iob sstagies 

Video: BTypesol Listening: #Stacegy for 
raining tralning and development: 
S across a whole company 
=3 Stressing keywordsin  Grammar: Modals in the 

sentences(p114) passieoice 
Voeabulary: Traningand ~ Speaking: Agreeing 
development action points. 

project:nduciontoa Witing: Amemo 
newjob autlningaction points 

31D Recessonsand 3.2 Catching upveich 
Gepressions ivals 

Video: Brestcrashes  Reading: Adidas raies 
andeises rgets 
Vocabuary: Franceand  Grammar: Expressing 
econamiccrses cartainy and potabily; 
Projectfsearchthe | Posenofadverbsand 
sty ofabaricor adverbal phrases 
financlnstitution Speaking: Discussing 

future changes 

(Revewplos 

UNIT4 > DIGITAL BUSINESS p.37 

41> igitaldisruptors 8.2 3 Talking technology. 

Video: BAdsiuptive  Listening: % Product 
marketing ST-up presentationsatatrade 
Vocabulary: Dighal showi 
business andtechnology  Grammar: Zero, frstand 
Sy second conditonals, 
 stressinwordbulding ke 
(p115) Speaking: rage show 
Project Oisuptive demonstration ofan 3pp 
technology Writing: nstructions for 

theapp 

2.3 Communication 
Skt Team 
communication 

Video: BTean 
communication 
Functionaltanguage: 
Exchangingideas 
Task Diganising s 
team-buiding evert 

3.3 > Communication 
skils: Managing bad 
news 

Video: B Managing bad 
news 
Functional language: 
Responding tobad news. 
Pronunciation: 
3 Theletter t (p115) 
Task: Balancing posiives 
with negatives when 
giving badnews 

4.3 Communication 
sils: Handlng difficult 
communicators 
Video: BHandlng 
difficult communicators 
Functional language 
Keepinga meeting on 
track 
Taskc Managing dficut 
‘meeting successfuly 

1.8 Business kill: 
presentingyourself 

Listening: < presenting 
yourselftoa new project 
team 
Functional language: 
Sel-presentation 
Taskc Presenting 
yourselfo ntemational 
coleagues 

2.4 Business skills: 
Fadltatinga meeting 

Listening: 4 Possiole 
changestolearming 
‘management 
Pronunciation: 
5 Linking between words 
(p114) 
Functional language: 
Faciltating a discussion 
Tasi Facitatinga 
discussionto comeoan 
agreement 

3.6 Business sl 
Telephaning o clrdy 

Listening: % A phone 
conversation tocheck 
detals 
Pronunciation: 
=5 strong and weak forms 
ofthat(p115) 
Functional language: 
Asking for clarfcation 
andparaphrasing 
Task: Making a all o 
clarify information in 
afinancial document 

4.4 Business sills: 
Negotiatng srategies 

Listening: 4 Positional 
andprinapled 
negotiation 
Pronunciation: 
> Stressinphrases 
(p115) 
Functional anguage: 
Reaching agreement in 
anegotiation 
Task: Negoriating an 
agreement atwork 

1.5 Writing: A ‘Business workshop > 1 
TR TR ecping e warkiorce 

happy (256 

Modeltext: Acompany listening: ®oEmployee 
newsblog suggestionsfor 
Functionllanguage: | IPFOVEMENTS 
Structuringa compeny | Reading:Analysinga 
news blog survey 
Grammar: [ Phiases | Taske BrnsIOmuays 0 
with be Improvestaffterntion 
Task: Wrteablog Writing: A proposal 

confirming your dess 

P S A L] Business workshop 32 
request Qualiy seruice for al 

050 

Modeltext:Emailwith  Listening: 4 Regonal 
arequestfortiaining | HRDIeorsdiscussing 
Functional language: ing ssues 
Requestsandreasons | Reading: Analysisof 
Grammar: [ Lnking | RedionalDifectors 
‘words for reason and Teports 
purpose. Task: Create and present. 

TasleWiceanemat | anonliiecourse 
fequestinga course 

EE LT Business workshop > 3 
feportsummary vestmen opportiies 

(ps2l 

Modeltext: Summary of | Listenling: 4 Managers’ 
anannualreport meeting anda guice o VC 
Functional language: ivestmE 
Useful phrasesforannual | Speaking Describing and 
report summaries analysing graphs 
Grammar: 5 Tk Presentings. 
Artces -a/an the, company that sworth 
noartcle investing i 
Tk Wriceanannual | Wiiting:A report 
report summary for explaining your 
sharcholders invesiment decsion 

P O Business workshop > 4 
busiess proposal Rie o the raborsip 94) 

Modeltext: fort Reading: Robotsin the 
business proposal wiorkplace 
Functionallanguage: | Listening: # ncdents 
Useful phrases for withrobotsatan 
biainesgoposals axhbition 
Grammar: [ Noun | Task Analyse feedback 
phases o replaceverd | statisis and discuss 
phrases futureimprovemens 
Tasks Wrieashort Wlting: A report 
proposal analysing feedback and 

gvingrecommendstions



Grammar 
The approach to grammar s flexible depending on whether you want to devote a 
significant amount of time to grammar or o focus on the consolidation of grammar 
only when you need to. 
- There s one main grammar pointin each unit, presented and practised in Lesson 2 
+ [ There sa linkfrom Lesson s toan optionalsecond grammar point in 

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

Listening and video 
‘The course offers a wide variety of listening activities (based on both video and audio 
recordings) to help you develop your comprehension skills and to hear target language 
in context. All of the video and audio materialis available in MyEnglishLab and includes a 
range of Brtish, U.S. and non-native speaker English. Lessons 1 and 3 are based on video 
(a5 described above).In four of the eight units, Lesson 2 i based on audio. I all units, 
you also work with significant audio recordings n Lesson 4 and the Business workshop. 

Reading 
Youwillread authentic texts and articles from a variety of sources, particularly the 
Financial Times. Every unit has a main reading text with comprehension tasks. This 
appears either in Lesson 2 or in the Business workshop 
[® I MyEnglishlab, you willalsofinda Reading bank which offers  onger reacing 

textfor every unit with comprehension activities. 

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

Writing 
- Lesson 5 n every unit provides a model text and practice in a business writing 

kil The course covers a wide range of genres such as proposals, eviews, blogs 
and emalls, and for different purposes, inclucing internal and external company 
communications, summarising, making requests and giving reasons. 

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

[ I MyEnglshlab, youwilind a Wriing bankswhich provides models o difert 
types of business writing and useful phrases apprapriate to your level of English. 

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

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

> Signposts, cross-references 
and MyEnglishLab 

B signposts o teachersineach 
lesson indicate that there are extra 

activitiesin MyEnglishLab which can 
be printed or displayed on-screen 
These activities can be used to 
extend a lesson or to focusin more. 

depth ona particular section. 

I signpostsfortearners 
indicate that there are additional 

interactive activities in 

MyEnglishiab. 

= page 000 
Cross-references refer to the 
Pronunciation bank and Grammar 
reference pages. 

MyEnglishLab 
Access to MyEnglishLab s given 
through a code printed on the inside 
front cover of this book Depending 
on the version of the course that 
you are using, you will have access 
toone of the following options: 
Digital Resources powered 
by MyEnglishLab including 
downloadable coursebook 
resources, al video clips,all audio 
recordings, Lesson 3 additional 
interactive video activities, Lesson 

5 interactive grammar presentation 
and practice, Reading bank, 
Functional language bank, Writing 
bank and My Self-assessment. 
Full content of MyEnglishLab: 
allof the above plusthe fullself- 
study interactive workbook with 
automatic gradebook. Teachers 
can assign workbook activities as 
homework. 



Introduction 

Communication 
skills video 

storyline 

6 ¢ 

COMMUNICATION SKILLS 
Video introduction 

The Communication skill videos (in Lesson 3 of each unit) introduce you to the skills 
needed to interact successfully in international teams, with people who may have different 
communication styles dueto culture or personality 
n each Communication kil lesson, you wilk 
1 watch asetup video which introduces the main characters and challenge of the lesson; 
2 watch the main character approach the situation in two different ways (Options A and 8) 
3 answer questions about each approach before watching the conclusion. 
Thereis a storyline running through the eight units, with the main characters appearing in 
different situations Each clip, however, can be watched separately and each lesson dorie 
independently without the need to watch the preceding video clips 

ENTek, which standsfor Ethical Energy Technology, is a creative engineering start-up. 
based in Cambridge, UK. EN-Tek develops cheap and innovative solar energy products 
thatimprove the lives of people in developing countries. 

+ Go Globals an investment capital organisation based in London which specialises in 
supporting innovative projects in developing countries 

. ENTek has been talking to Go Global because it needs a financial and business partner to 
help produce and sellts latest invention, a solar-powered water pump, in Bangladesh. 

+ The Go Global team suggest China as the production location as they are familiar with 
the manufacturers there, but EN-Tek want to produce the water pumps in Bangladeshin 
order to support the local community. 

+ Throughout the eight units of the book, we watch Go Global and EN-Tek negotiate their 
differences as they also face 2 range of challenges at different stages of the project 

Characters 

‘Sanjit Singh (Britsh Indian) En-Tek Lead Product Developer (units 1, 2.4,5,6,7.8) 
Claudio Lemos Venezuelan) Go Global Key Account Manager units: 1. 2.3,5,6) 
Katie Evans (Australian) EN-Tek Sales and Marketing Manager (units 1,3,4,5,7.8) 
‘Emma Berg (Norwegian) Financial Analyst at Go Global (units: 1,2.6,7) 
‘Pawet Polkowski (Polish) Production Manager at EN-Tek units: 2,3,4,8) 
‘Gary Roach (Canadian) Independent marketing consultant/expert unit 4) 
Claire James (Canadian) Go Global Marketing Specialis units: 4, 5) 

Video context by unit 

1 Building relationships 
Video synopsis: Sanjit s unsure of the 
relationship with Go Global. Do they have 
the same values and goals? 

2 Team communication 
Video synopsis: EN-Tek and Go Global 
meet to discuss their differences of 
opinion regarding production location. 

3 Managing bad news 
Video synopsis: Katie receives some 
bad news.Pawet advises heron how to 
discuss this with Claudio. 

4 Handling difficult communicators 
Video synopsis: An independent 
marketing expert is brought n to offer 
advice on branding 

5 Managing challenging feedback 
Video synopsis: Claudio and Sanjit have 
differences of opinion regarding sates: 
figures 

6 Transparency in business 
Video synopsis: Claudio has to decide 
how transparent to be regarding what 
‘might become a serious issue. 

7 Dealing with urgency. 
Video synopsis: The teams need o 
communicate in order to address an 
urgent ssue. 

8 Coachingand mentoring 
Video synopsis: Sanjitoffers Katie 2 ole 
In EN-Tek's next business venture.



Corporate culture 

> ‘Ifthe highest 
* aimof a captain 

wereto preserve 
his ship, he would 
keep it in port 
forever.” 
Thomas Aquinas, 

italian philosopher 

Unit overview 

Workplace culture 
Lesson outcome: Leamers can use vocabulary related to 
corporatecultures. 

Employee retention 
Lesson outcome: Leamers can use the Future Continuous and. 
the Future Perfect Simple totalkabout events hat are taking place or that have finished at 2 pint i the future 

Communication sklls: Building relationships 
Lesson outcome: Learers are aware ofdiferent ways to build 
relationships and can use a range of phrases for building trust 

Business skills: presenting yourself 
Lesson autcome; Leamers re aware of the different stages. 
of presenting therselues and can use a t2nge o phiases for 
self-prosentation. 

Writing: Acompany newsblog 
Lesson outcome: Learners can plan and write an informative: 
company niews biog. 

Video: Aculture of equal pay 
Vocabulary: Elements of corporate culture 
Project: Company policy 

Reading: Work-lfe balance schemes 
Grammar; Fture Continuaus and Future Perfect Simple 
Speaking: How do you see yourselfin the future? 

Video: Bulding relationships 
Functional language: Building trust 
Task: Choosing a candidate 

Listening: Presenting yoursel o new project team 
Functional language: Sel-presentation 
Task: Presenting yourself o international calleagues 

Modeltext: A company newsblog 
Functional language: Structuring a company news blog 
Grammar: Phrases with be 
Task: Wrtea blog 

Grammar reference: 118 Businessworishop1: pss | Review: p10¢. | Pronundation; 1.1 Stes incompoundnouns 12 Ausliary verbs 
nthe Future Continuous and Future Perfect Simple p114 

27¢



s>  Workplace culture 

Lesson outcome Learners can use vocabulary related to corporate cultures. 

Read the definition and discuss these questions. 
1 Canyou think of attitudes and beliefs that are shared in your culture? 
2 How would this affect the workplace? Discuss these points. 

culeture [knltfa/ n [CU] the , 
attitudes or belies that are how people feel about hierarchy in companies 
shared and accepted by a « the way people behave and communicate 
particular group of peaple o + what peaple wear 

« how people work tagether 
3 What other aspects of work might be affected by culture? 

in a particular organisation 

VIDEO 2A Youare going to watch a programme about a company which feels it is 
important to treat all employees fairly and equally. Think of all the 
the company might do to carry this out. 
Well, they could give everyone free lunches or more time off. qrav 
1117 Watch the video and find out what the company actually did. 

Watch the video again and answer the questions. 
What exactly was the change that Gravity Paymenits made in their pay to employees? 
How did this change help Korinne? 
What was Alyssa able to do? 
What id some senior staffdo in response to the change and why? 
How did this change directly affect the employees and the quality of their work? 
What positive effect did the publicity about the increase in salaries have on the 
company? 
What did one of their customers say about the change? 
What did staff do to thank their boss? 

a
w
m
a
w
n
R
m
 W 

@ 

Warkin pairs or small groups. Discuss these questions. 
Whatare some of the effects that corporate culture can have on the lives of employees? 
How important s  high salary to you? s t more important than a good working 

Teacher's resources: atmosphere? 
exra actviies ‘What do you think motivates employees? What motivatesyou personally to work 

. Teacher' resources: orstudy hard? 
s e and 4 Do you think other companies should use Gravity Payments as a role model? 

Why/ Why not? 

O
 

]
 

Vocabulary Elements of corporate culture 

5A Match 1-4 with a-d to make sentences from the video. 
1 Wetalkaboutthe culture’ of acompany - a goupto$70,000a year. 

this might mean s dress code o b recognised in the new more equal 
2 Dan Price announced the company’s pay structure. 

minimum salary would ¢ thewayinwhich staff communicate 
3 Wearegoing to have with their managers. 
4 They felt theirskilis and experience d aminimum $70,000 pay rate for 

were ot everyone that works here. 

B Workin pairs. Look at the sentences in Exercise 5A again and underline the | 

collocation* in each sentence which refers to corporate culture. What do 

the collocations mean? 

dress code - the type of clothes peaple are expected 10 wear 

> 8 € *collocation: words which are often used together



6 Decide if the definitions of the underlined words are correct. Correct the 
incorrect definitions. 

1 Company hierarchy refers to staff organised on one level 
2 The valugs ofa company are the amount of money the company is worth. 
3 Qrganisational behaviour looks at how people in an organisation work together and 

ow this affects the organisation as a whole 
4 Agood atmosphere n a company means that employees can open the windows when 

they want to get fresh air 
Astrategyis a plan for achieving an aim. 
Company structure means that the company has a very strict hierarchy. 
The image of a company refers to the TV commercials a company produces. 
An open-plan office s one which does not have walls dividing it into separate rooms. 
Elexcbility refers to people or plans that can be changed easily to it any new situation. 

N 
o
e
w
a
w
n
 

Complete the text using the words in the box. 

stmosphere code flexilty _image pay_strategy structure values | 

Corporate culture s different from company to company but very oftenitis connected 
tothe! the company has. This affects the company 2 as well 
asthe. rate. Some companies are more formal and have a specific dress 
. while others feel that t's important to have inwhat people 
can wear. Asking employeesfor input when developing a(n) for thefuture 
can make employeesfeel valued and can help to create a good Each 
company has o decidethese sues fortseiond the all g togethr to ceate the 

the company has both internally and externally 

BA Workin pairs. How important is it to find out about the culture of a company 
before you begin to work there? 

B Choose the elements of corporate culture in Exercises 5B and 6 that are most 
important for you and put them in order, starting with the most important. 
Then discuss your List with a partner. 

Teacher's resources: 
extra activities = page 114 See Pronunciation bank: Stress in compound nouns 

P PROJECT: Company policy 

9A Workin small groups. Discuss these questions. 
« Which values and/or company practices do you think cause most problems in 

companiesinyour country? Explain why and give examples where possible. 
« Have you had personal experience of this yourself? If so, give examples. 

8 Workin pairs and decide on a fictional company in which you 
work. Choose three of the problem areas in Exercise 9A and 
decide what your company policy is on each. Prepare a 
“mini welcome" for new employees. Include explanations 
about why your company has these policies. 

C Regroup with someane from another par. Roleplay 
your two different ‘mini welcomes'. Take turns to be 
the employee who explains company policy and 
the new employee who listens and asks questions. 

[ 

- Howsuccessfully have you achieved the lesson outcome? Give yourselfascore 
from 01 need more practice) to 5 (| know this well 

- GotoMySelf-assessmentin MyEnglishLab to reflect on what you have learnt Self-assessment 



FT Investment banks’ work-life 

balance schemes will pay off 

10 ¢ 

Lesson outcome 

Teacher's resources: 
extra activities 

Learners can use the Future Continuous and the Future Perfect Simple to talk 
about events that are taking place or that have finished ata point in the future. 

Lead-in 1 Match the words and phrases in the box with the definitions. 

diversework menialtasks promotion  sabbatical  work-life balance 
B
w
n
o
e
 workwhich needs little skill 

afixed period of time when someone takes an agreed break from their job 
the fact of getting a better paid, more responsible job 
asituation in which you are able to give the right amount of time and effort to your 
workand to your personal ife outside work 

5 jobs that are very different from each other 

2 Workin pairs or small groups. Discuss the terms in Exercise 1 and what you 
think their effect might be on employee retention. 

Reading 3 Read the article quickly. What details does it mention about the terms in 
Exercise 17 What other ideas for employee retention does the article mention? 
The text says work-life balance efforts could make young employees” lives better. 

w
o
n
 

e 
B 

free hours every weekare very important for employees 

o 
w 

e 

Morgan Stanley has started extending. 
its month-long paid sabbatical 
scheme to include some of its 
junior bankers. Credit Suisse is now. 

'« encouraging all European cmployees 
10 take Friday night and Saturday 
morning off. Swiss fival UBS tells 

cmployees to keep two hours @ week 
*for personal business. And JP Morgan 

10 has told employees to take every 
weekend off unless they are working 
on a ‘live deal’ and has relaxed its 
dress code to business casal. Non- 
bankers may think these work-life 

15 balance efforts (Friday nights off? 
two hours a week?) are not important, 
bt they may truly improve the lives 
of many young Wall Street and City 
employecs. 

 The banks are also taking specific 
steps to improve retention at & fime. 
when other companies have been 
stealing some of their young stars. 
Goldman Sachs was the first to 

25 implement a junior banker retention 
initiative that ineluded quicker 
promotions, fewer menial tasks and 
‘more diverse work. Royal Bank of 
‘Scotland and Barclays sox 

2 By the time they have been 

Read the article again and decide if these sentences are true (T) or false (F). 
Allbankers at Morgan Stanley are given month-long paid sabbiaticals 
JP Morgan expects s employees to dress formally for wark. 
People outside the banking world think that not wrking Friday nights or having two 

Goldman Sachs has a specificstrategy to keep their junior bankers. 
Millennials do not put salary first when looking for 2 job. 
Employees need to believe that they have a future ata company in order to supportit. 

few months, Morgan Stanley will 

‘have told top first-year analysts that 
they have a bright future at the bank. 

These retention efforts make sense: 
2 when looking at the recent survey 

of millennials in 25 countries by 
Manpower Group. It found that 21- 
1o 36-year-olds prioriise job securly 
above everything except money when 

4 choosing their employers. Before the 
financial crisis, Wall Street could 
use huge bonuses to keep its young 
employecs. Now the banks have to 
find other ways to do this. Humane 

s working environments and proper 
carcer development are a good way 
tostart. 

Hopefully, within a few years 
these new initiatives will have mede 

50 ateal difference, The best way (o get 
taff members to care whether their 

they will be working there when it 
5 happens.. 



1.2 DI Employee retention 

Grammar Future Continuous and Future Perfect Simple 

5A Look at the underlined verb forms in the article and match them with the 
definitions of the Future Continuous and Future Perfect Simple. 

T We use the Future Continuous to talk about an eventthat 2 We use the Future Perfect Simple to talk about events 
will be taking place ata particular moment in the future. in the future which will be finished by a certain time. 

action sarts before 
and finishes after 

the pointof reference 
action happens before 
e point of reference 

¢ 4 + % + 
point of reference, future now point of reference, future. 

eg.next Friday at 5 pm. .. next Friday at 5 pm 
now 

Next Friday | will be finishing the report 8y next Fridzy | will have finished the report. 

& Whatinformation can you find near the underlined verb forms in the article that 
tells you when each action will take place? 
By the time they have been there  few month3)Morgan Stantey will have told top 
first-year analysts that they have a bright Future at the bank. 

C How are the Future Continuous and the Future Perfect Simple formed? 
The Future Continuous is formed with * 2 - participle. 
The Future Perfect Simple is formed with . +3 +6 participle. 

=P page 118 See Grammar reference: Future Continuous and Future Perfect Simple 

6 Complete the sentences with the Future Continuous or Future Perfect Simple forms 
of the verbs in the box. Cansider if they will be in pragress or will be finished. 

change do improve promote rest take 

1 InAprilhe amonth-long paid sabbatical 
2 My company hasjust announced that it the office to an open-plan set-up 

over the weekend. it’s  shame, I really Uked my quiet office 
3 ¥mglad the weekend is here. By next Monday | and should have the energy 

for avery busy week. 
4 Bythe middle of the next decade, investment banks theworking conditions 

of their employees 3 great deal and should see better rates of employee retention. 
5 There isalotof discussion about what companies in the future to keep. 

their employees motivated. 
6 Ourbosssaid that by theend of theyearthey _________ anumber of junior staff 

Teacher's resources: tomere senior positions, 
e =P page 114 See Pronunciation bank: Auxiliary verbs in the Future Continuous and Future Perfect Simple. 

Speaking 7A Complete the questions with the Future Continuous or Future Perfect Simple 
forms of the verbs in brackets. 

1 Whatkind ofjob (you ook for)in the future? Do you think ths s going 
tobe an excifing feld? 

2 Bytheend of the year what (you / finish)? s there anything 
you /ot finishi? 

3 Whatdoyou think (you / dol ten years from now? 
4 By the time you have worked for five (more) years, what position 

(you reach? Andin ten years? 
In pairs or small groups, ask and answer the questions in Exercise 7A. 

+ How successfully have you achieved the lesson outcome? Give yourself ascore 
from 0 (4 need more practice} to’ ( know this well. 

- Goto My Sef-assessment in MyEnglishLab to reflecton what you have learnt Self-assessment 



COMMUNICATION SKILLS 

13) Building relationships 

Lessol e Learners are aware of different ways to build relationships and can use. 

1 Gteo arange of phrases for buildingtrust. 

Lead-in 1 n pairs, read the comments from two professionals and discuss the questions. 
1 Thinkof one potential advantage and disadvantage of each style. 
2 How important do you think building trustis at work? Why? 

‘I rust people fast ! ke to be open with peaple from the beginning and share 
information. | think focusing on common objectives also helps to build trust quickly 
and makesa team more efficient” 

I don' really focus on trust at the start. 1 focus an getting my own job done. 
Relationships and trust building comes later after peaple prove they e competent 
and can deliver what the team needs.” 

VIDEO 2 [121 EN-Tekand Go Global have entered into a partnership. Watch the video. 
What are Sanjit’s three concerns about working with Go Global? 

3A In small groups, discuss which is the best communication style (Option A or B) 
for Sanjit to use in the meeting with Go Global. Give reasons for your answers. 

f As a class, decide which video to watch first. 
g Option A - Focus on building trust and collaboration: Be open and ask questions to 

explore others'deas. State clearly your respect for others'skills and commitment. Focus 
on positives and joint opporturty. 
Option B - Focus on task completion and your own objectives: Explain your objectives. 

6o to MyEnglishLab for e Askquestions to explore possible problems with completing the task. 

B Watch the videos in the sequence the class has decided, and answer the 
questions for each video. 
Which two topics does Claudio say are important to discuss? 
Where do Go Global want to set up production? 
According to Emma what are the major issues? 
How does Sanjit emain open to others'deas, stay positive about the working 
relationship and show respect for others’ commitment? 

optionA B 132 

optionB B 133 1 Atthebeginning of the meeting, what does Sanjiit say he needs to know? 
2 Why aren't the distribution partners good enough according to Emma? 
3 How does Sanjit challenge Emma about her analysis of the situation? 
a4 How do we know Claudio understands and supports Sanjits objective to go with 

local people? 

4 1n pairs, discuss which approach you think was most effective in establi 
a positive working relationship based on trust. Why? 

53 4 Watch the Conclusions section of the video and compare what is said 

your answers in Exercise 4. Do you agree? Why / Why not? 

Reflection 6 Thinkabout the following questions. Then discuss your answers with a partner. 

1 Which of the two relationship building styles in Exercise 3 do you prefer? Why? 

2 Inwhich situations might you use your non-preferred style? Why? 

>12¢



uilding relationships 

Functional Bui 
language 5, 

ing trust 

Look at the strategies in the table for building trust with people you work with. 
Then complete the table with these phrases from the video. 

a Couldwe helpyoulwiththatl?  d Oneway to solve thisis fjust] to send our analyst] 
b Webothwanttogoforward e Tobehonest, | feelfa littlel worried [about 

with this] your proposal]. 
€ Ilikeyour suggestion toget f lunderstand what you're saying about distributors]. 

more datal. 

Focus on common Lets wait until we [have the detailed quality report] and decide together [nextweek, | 
objectives ' 

[ shareideas Can I suggest that | give an update on .17 h 

Be open about Frankly, I'm concerned that S 
thoughts and feelings |- 
Show empathy 1 can see you're [concermed about .1 

Offer support "Would it be [usefull forme to.. > _ 
|s 

Show trustin others | Based on [your experiencel, iow do you thinkwe can .2 

B Inyour experience, what else can you say or do which can help to build trust 
with other people? 

8 Complete the dialogue between an IT manager (Maria) and an external 
consultant (Ra) using phiases - from Exerise 7A. 

With these project delays, | don't see how we can possibly finish things on time. 
Tim still very confident. 
And, rising costs. We're currently 20 percent over budget. 
2 costs. Thisis a concern. 
Exactly. And | really don't see what we can do about it 
OK, look. reduce the time we're spendi ontesting, 
Yes,* reduce your time. But you need to test as you develop things. 
Thatstrue.” develop software which works. But testing is expensive. 
. with the testing? Some of our people could pick this up quickly 
‘That could work. We reduce costs, keep testing quality, and deliver on our pror 
0K let's try this idea. Thanks, Raf. | knew you'd come up with something 

Teacher’s resources: 
extra activities z

e
z
A
z
A
z
A
Z
A
Z
 

9A Workin pairs. You work at the same company and are meeting to 
decide which of two candidates (Alice Andrews or Mike Preston) 
willlead on @ new project. Read your role cards and prepare for 
the meeting. Remember the strategies from Exercise 7A. 
Student A: Read the role card on page 126, 
Student B: Read the role card on page 128 

& Hold your meetings and try to arrive at a decision. 
At the end, discuss how you could improve the communication. 

+ How sticcessfully have you achieved the lesson outcome? Give yourselfa score 
from (1 need more practice) to 5 (| know this well). 

+ G0to My Self-assessment in MyEnglishLab to reflect on what you have learnt. Self-assessment 



1 4) BUSINESS SKILLS 
Presenting yourself 

Leamers re aware of the diferent stages ofpesenting themselues and can 
LRG0 range of phrases forself- presentation. 

Lead-in 1 Workin pairs. Read the blog about presenting yourself. Which idea in each 

section o you thinkis the most important? Why? Add your own ideas to the list 
of things to do when presenting yourself. 

8 TIPS for presenting yourself to make an impact 

First meetings with international colleagues give you the opportunity 
to present yourself formally and informally. Presenting yourself 
effectively can help you build long-term positive relationships. 

before a team meeting 
1 Approach people proactively and enthusiastcally, and present useful 

information about yourself. 
2 Askquestions to show you are open and curious. 
3 Find common points to build the relationship between yourself and others. 

STEP 1: Be proactive during informal personal introductions ‘ 

STEP 2: Build trust during the formal round of personal presentations to the team 

4 Volunteer to begin the round of personal introductions to create a positive mood i the room. 

5 Build trust in yourself by giving details about your role, expertise and experience. 
& Show commitment and say something positive about working with the people in the room in the future. 

STEP 3: Close positively after the team meeting. 

7 Clearly show interest in what people have said during your frst meeting with them. 
8 Say goodbye to everyone. Offer supportand express positive feelings about meeting again in the future. 

Listening 2A €101 Listen toSue Jacobs as she introduces herself to two new colleagues, 
Angela and Martin, just before a meeting for their new project team. Answer 
the questions. 
Where does Sue say she works? 
Which questions does she asi” 
What does Sue discover that al three have in common? 
How does she end the conversation? 

4102 Now listen as Sue and her two colleagues present themselves formally 

during the meeting. What does each speaker say about the three topics below? 
Which personal presentation do yau prefer, and why? 
responsibility and experience 
main area of expertise 
thoughts about the project 
4103 Listen as Sue says goodbye to her new colleagues and answer 
the questions. 
What does Sue want Angela to send her? 
What does she offer to do for Martin? 
How does Sue end the conversation? 

Work in pairs and discuss the questions. 
How well do you think Sue presented herself across the whole event? Why? 

Which of the blog tips do you think she used? 
Inyourexperience, how effective will er presentation style be in different cultural 
contexts? Why? 



103 i e NEREENR 

Functional Self-presentation 

language 3, oy ot these phrases used by Suein Exercise 2. Match each phrase (a-j) with one 
of the tips in Exercise 1. 

a | reallyliked what you said about £ Ifyou need any help with [tickets for the 
[your approach to projectsin Portugall. theatre ] just let me know. 

| b imhappy tostart the introductions. g So do you [both] work [in local finance teams]? 
| € ImISuelfrom the London] office b Tknow what you mean! 

d Oh really? Me, too. i Ijoined [Hansens at the beginning of 

| & My currentjob is [Head of Financial last year]. 
Controlling in the UK] J Im really delighted to [be part of this team. 

| B Use phrases a-h to complete the personal presentation below. 
a thejobis quite stressful e Imbasedin 
b ifyou need my help in any way £ lused toworkon 
c the main task was g it’sgoing to be great working with you again 
d ¥mproud to beinvolved h I'm now responsible for implementing 

So, my name's Mike Foley and ! the New York  travel quite a bit; probably 30 percent of my time is on the road 
office. I've been with the company now for around five years.  to the USA, Canaa and Latin American locations. | really enjoy. 
Ive always worked in T, In the past, > the it, but. attimes. | have to say, Im really excited 
service desk, that was my firs job, mainly just for our US. 1o be working on this project | know a couple of you, and 
‘operations. troubleshooting some of the more . guess we all understand that ths s a eally 
complex isues. Since lastyear, Ive been working farmore  important project for the company, and . Just 
intemationally, mainly on projects, as - new finally® . donft hesitate to ask. Im here to 
software solutions at Group level. What else? OK, | have to collaborate. Thank you. 

Teachers resources: € Prepare asimilar introduction about yourself to a new project team using 
extra actvites the phrases in Exercises 3A and B. 

4A workin small groups and read the information. 
Then choose an industry for your company. 

Professional context 
Youwork for  leading company in yourindustry You are 
at the company headquarters for a meeting to kick offa 
large innovation project. The project aims to bring staff from 
different levels and countries of the organisation together to 
brainstorm new product ideas 

B Prepare a professional identity for yourself using the template 
on page 126 and think about how you will present yourselfto 
your group. 

€ Go backto your groups and roleplay the three stages of presenting 
yourself. 
Step 1: Meetand present yourself informally to the people in your project team 
before the meeting, 
Step 2 Present yourself formally to the team during the meeting. 
Step 3: Say goodbye to your team membersat the end of the meeting, 

D Atthe end, vote for who gave the most inspirational personal presentation. 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
TR . from 01 need more practice) o5  know this well 
Bl . o (0 My Selfassessment in MyEnglishLab to reflect on what you have learnt. 



WRITING <0 

A company news blog 

Lesson outcome Learners can plan and write an informative company news blog. 

Lead-in 1 Readthe blog abouta company sabbatical policy. Find the extra word 

in each line. 

Want time offfrom the work? Then you are sure to be delighted by our new initative. We are 

offering you the chance to have a 2-month sabbatical returming back to your current position, 

ifyou have worked with us for mare than five years. Fullsalary is o be paid during which 

I by Sarah Deeks, + the sabbatical providing for you do volunteer work or visit a country you have not been to 

| HRMANAEET  , pofore Staffwho want to participate are expected to retum to work and stay for at the feast 

. sixmonths.The HR team can talk to you through your sabbatical plan by offeing advice, 

answering your questions and preparing with  sructured, pre-planned re-entry process 

for your retum, Although that s excting to be offerd a sabbatica,you e lkly to 

have concerns about time away from work so don't be hesitate to contact us or cfick on 

4 the inkto find out f more about ths excting new programme 

Two monthsin ' 

the Caribbean?  * 

Functional 2A Complete the table using words from the blog. 

| language Aanguag [ Tittefntroducing Informing Concluding 

Two months In the Caribbean? | We are offering you the | Although this is exciting, you 

X .. are kel o have concerns 

Wanttme'______from | Fllt stobepaid | Dont______tocontact 
work? ifyou us 

il Staffare sure (o be The HR team can help by Clckonthe”_______to 

i T loleamthat.. | astructored | find out more about | 
re-entry process. 

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

Ffimat news! We would welcome any comments you might have about 

New opportunity forallstafflLetus know fyou wish to participate. 

P s The changes come into place next month. ~ The company s happy to announce that 

extra activities fyouareinterested, please contact .. We are opening our new office n Ecuador 

D ‘The blog contains examples | Whynat take advantage of an exciting new scheme? 

of phrases with be. Go to < = = 

MyEnglishLab for optional 
grammar work. = page 118 See Grammar reference: Phrases with be 

3 Workin pairs. Tur to page 126, look at the spidergram and decide where the information 
should go in a blog. Think about how to introduce, inform and conclude effectively. 

B Now write the blog in about 200 words. 

| € Exchange blogs with your partner. How different were they? Having read your partrer's 

blog, how could you improve yours? 

. How successfully have you achieved the lesson outcome? Give yourselfa score 

et : from 0 need more practice) o 5 know this welD. 
CIREEULIEN | ) oo iy self-assessment in MyEnglishLab to eflect on whatyou have learnt,



Business workshop 2: p SO 

‘The only thing 

Unit overview 

Learning on the job 
Lessan outcome: Learners can use vocabulary related to training 
and development: 

Human resource strategies 
Lesson autcome: Learrers can use modal verbs in the passive. 
voiceto talk about abilty, (lack of cbligation, necessity, 
permission, possibiliy, prohibition and recommendztion 

(Communication skills: Team communication 
Lesson autcome: Leamers are aware of diferent ways toworkin 
teams and can use 3 ange of phiases for exchanging deas. 

. Business skill: Faclitating a meeting 
Lesson outcome: Learners are aware of ways to faclitate s 
discussion and can use a range of phirases o manage meetings. 

Writing: Atraining request 
Lesson outcome: Learners can wiite an el requesting 
auaining course and giving reasons, 

Review2: p105 Pronunciation: 2.1 Stressing key words n sentences 

Video: Types of training 
Vocabulary: Training and development 
Project: Induction to a new job 

Listening: Strategy for training and development across 
awhole company 
Grammar: Modals in the passive voice 
‘Speaking and writing: Agreeing action points 

Video: Team communication 
Functional Language: Exchanging ideas 
Task: Organising a team-building event 

Listening: Possible changes o learming management 
Functional language: Facitating a discussion 
Tasic Faciltating 2 discussion to come to an agreement 

Model text: Email with a request fo training 
Functional language: Requests and reasars 
Grammar: Linking words for reasan and purpose. 
Task: Write an email requesting  course 

24 Linking between words p.114 
Grammar reference: p118 

>17 ¢ 



PRELY ) Learning on the job 

Lesson outcome Learners can use vacabulary related to training and development. 

Lead-in 1 Discuss these questions. 
1 Read the definitions. Which do you think matches ‘training’ and which ‘development? 

a the teaching or learning of a range of skills employees can use in a variety of 
positions and/or for future careers 

b the process of teaching or being taught the skilsfor a particular job or activity 
2 When doyou think that on-the-job training for @ particular position is necessary? Are 

there times it i not very important? 
3 Does development of general business skils benefit the employees, the company or 

both? Why? 

VIDEO 2 El211 Watchthe video. What type(s) of trai 
trainee talk about? 

3 Watch the video again and complete the notes about the three types of training 
mentioned. 

INDUCTION TRAINING MENTORING OULINE TRAINING 

« Toknowtie | « Wentor should be an expericnied o Staff wewmbers can’ 
and ifs systews, policies, other . 1f anytime and anpwhere 

colieagues « Mentor offers support, usvally on  Cando it onany " - 

w: Tfl anderstand and feel a ar basis Howe computer or wobile phonc. 

of compatycuttare: o Mentors advise which SKIlls 10 learn « Sowc prograws usc both online 

« Learning about company and which . 10 and sessions - 

g and procedurcs work in blended learning 

IR C 

4 Workin pairs or small groups. Are induction training, mentoring and online 
2 ——— courses common in your country? Why / Why not? 

extra activities = page 114 See Pronunciation bank: Stressing key words in sentences 

Vocabulary Training and development 

5 Complete the sentences with words from the video. 

1 Training courses can helptodrivec_____ d 
2 Akeypartofthei__ _p- is to help new team members feela part 

of the company’s culture. 
3 Mentoring can be used for specific t __ormore general career 

development. 
4 One of the really useful things about beingam_____is that my mentor introduces me 

tovery important people in the industry. 
5 Anadvantageofo_____ ¢ isthat you can da them whenever, wherever. 
6 Whatever typeord _acompany uses, training and development 

opportunities are imp for bath siaft and the company sl 



2.1 © Learning on the job 

Match the sentence halves. 

1 When a company needs to check the a addsto their motivation as they can access 
standards reached in training sessions. the courses when and where they like. 

2 Employers are finding that making b skills for the workplace. 

e-learning training available to ¢ itmeansthat there is understanding and 
employees friendly agreement in a conversation. 

3 Aperson with emotional intelligence can g through both training and experience. 
4 Practical courses are used toteach @ needs analysis 5o that we know which training 
5 Askills setcomprises programmes to offer to which employee. 
6 Competency atajob can be learned f whata person can or can't do. 
7 When there is rapport between people, g itcan use benchmarking to do this. 

RO — 8 We generally begin with a h control their emotions and show empathy. 

g et B Work in pairs and discuss the meaning of the words in bold in Exercise 6A. 

7 Ccomplete the pairs of questions with the correct form of the word in capitals. 
‘Then discuss the questions with a partner. 

MENTOR 1 Doyouthink that programmes help junior staff to develop? 
2 Whatdo you thinka can learn from a more experienced staff member? 

TRAIN 3 Isitbettertohaveanexternal________for courses or can someane from the 
company take on this role? 

4 Whatkinds of things do people learnin job-related 7 

ANALYSE 5 Should training programmes be based on what people said in a needs 
questionnaire, or defined by their managers? 

6 Shoulda mentor encourage amentee to solve problems using thinking or 
tell them what to do based on their own experience? 

MOTIVATE 7 Whycan tbedifficulttofindthe _______tolearn while on the job? 
What helps you to be 

BA Workin pairs. You have been asked to prepare an induction 
programme for a company you know. Consider these points. 

+ what information new employees need 
+ how long the induction should last 
- ifthe induction should beindividual or in graups 
+ where theinduction should be held 
+ ifemployees need an overview of the whole company orjust their department 
+ how exactly the new recruits) should be taught about their new fole 
B Try out your ideas on another pair. 

If you thought of the same institution, IFyouthought of different institutions, make 
note down any interesting ideas the suggestions about what you would want to 
other parhad thatyou ddn'tthinkof. ) | know fyou began to work here. P 

€ Gobackinto your original pairs and plan a short written programme for the induction day. 
Give a general idea of the sessians, their timing, where the different parts of the induction 
willtake place and who will lead them. 

« How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 1 need more practice)to’5 | know this well). 

- Go'to MySelf-assessment n MyEnglishLab ta reflect on what you have learnt Self-assessment 



2.2 ) Human resource strategies 

Leammers can usemodal verbs in the passive voice to talk about ability, (ack of) 

obligation, necessity, permission, possbilty, prohibition and recommendation Lesson outcome 

Lead-in 1 Lookatthe words and phrases in the Venn diagram. Workin pairs and discuss: 

+ how each word/phrase relates ta training and development. 
+ why each word/phrase was put where it was. 

“Functional approachis n ‘raining’ because it would be used in one job or department 

TRAINING EITHER TRAINING OR DEVELOPMENT  DEVELOPMENT 

« functional approach 
job-orientated 

- task-orientated 

+ cross-functional approach 
- general business skils 
+ preparation for future challenges 

2 Complete the Venn diagram using the words and phrases in the box. Can you 

think of any other terms or concepts that might fit into this diagram? 

external training long-term goals mentoring preparalmnforcareer—‘ 

short-term goals ~skillsspecifictoajob | 

Listening 3A #201 Listen toa conversation between Mike, from the European Head Office 

of a large automotive manufacturer, and Teresa, the Brazilian HR Director. Why 
s Mike in Brazil and what does he speak with Teresa about? 

& Listen again. What do Mike and Teresa say about a) what ‘training’is, b) what 
“development"is and c) the methods used to deliver them? 

4 Choose the correct option, Listen to the conversation again if necessary. 

1 Mike wants to base the global strategy on 
a the training and development strategy in Brazil. 
b the approach at the company’s biggest site. 
¢ best practices that are already in place in different countries. 

2 Teresa thinks tis necessary to 
a have one person in charge of all HR Departments 
b have one strategy for long-term and short-term goals. 
¢ tell Mike about the difference between training and development. 

3 Teresa says that when delivering training they always have to 
a rentspace outside the building 
b prepare materials to hand out. 
¢ decide where the training should be held. 

4 Developmentis best used when 
a itis necessary across departments. 
b employees are interested in business theory. 
¢ anemployeeis ready to grow. 

5 Teresa points out that development 
a isalways necessary for future careers. 

b s cross-functional. 

‘ ¢ is necessary before moving people from one department to anather. 

5 Workin pairs. Do you think companies should work more on developing new 

Teacher' resources: employees instead of those who have been with the company for 2 long time? 

extraactivities Why / Why not? 

|



2.2 )| Human resource strategies 

Grammar Modals in the passive voice 

6A 4202 Listen to these extracts from the conversation between Teresa and Mike 
and complete the sentences. Contractions count as one word. 

1 Thesetrainingsessions___________tomakesure... 
2 The supplier might ask how a part. ,50... 
3 This aarefully 
4 And what other factors. into account? 

5 .specificskilltraining ____always asworthwhile. 
61t without thinking carefully . 
B Compare the six extracts in Exercise 6A. What do they all have in common? 

How are extracts 1 and 5 different from the others? 

€ Modals can be used to express abilty, obligation, lack of obligation, necessity, 
permission, possibility, prohibition and recommendation. What s the function 
of the modal in each of the phrases in the box? 

canbeused could beimproved do not have to betrained  ought to be done 
have tobe taken into account  might be moved  mustn't be decided 
needs to be developed should be held  would be considered 

“Can’in ‘can be used expresses ability or permission i the present. 

=P page 118 See Grammar reference: Modals in the passive voice 

7 Complete the text using the correct form of the words in brackets. 
Training and development strategies . (must/ decidel by looking at both 
short-and long-term goals, The courses are often run by the HAR Department and 
*___(need/budgetfor The overallstrategies, however,_______(should 
/discuss) with the managing board as well. New recruits (may/ expect) 
totake part ininduction training which can last forseveral days in order to lear the 
skillsthey need for their jobs. Development s differentasit i part of Long-term goalsand 
s (would/consider) necessary for the future plans of the company. Those 
seen as future executives of the company © (could  train)inleadership or 
communication skils. These would not be job-specific but ” (should /look at) 
as an investment in the future of both the employee and the company.In any case, all 

Teacher's resaurces: the options regarding both training and development ¢ (have / think) out 
Sxira activities carefully in line with the goals and long-term strategy of the company. 

Speaking and 8A You have just taken over as one of the Managing Partners of a company. 
writing Everything seems to be a disaster. Make a list of things that need to be changed 

s 500 as possible. Use the ideas in the box or your own ideas and passive 
modals where possible. 

business clothes ~coffee breaks  communication kills computer systems 
skils desks food/meals reports tasks telephonecalls workplace culture 

Suitable business clothes need to be worn. 

B Workin pairs and compare your lists. Prioritise the actions and discuss the 
specific steps that need to be taken. 
A: Well, ! think that suitable business clothes need to be worn by all staff at all times. 

B2 OK. I agree, but think we should prioritise customer-facing staff 
C Write a short memo to staff outlining the key action points you discussed 

in Exercise 88. Write 50~70 words. 

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

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



23> 
Lesson outcome 

COMMUNICATION SKILLS 
Team communication 

Learners are aware of different ways toworkin teams and can use 3 range: 
of phrases for exchanging ideas. 

Lead-in LA in pairs, Look at the diagrams which show two ways, or cultures, of working in 

] 
fififi@ 
Teamculture A Team culture 8 

VIDEO 

Gota MyEnglishLab for 
extra video activities. 

optionA [232 

options @233 

Reflection 

222¢ 

teams. What do you think are the main features and advantages of each culture? 

B 207 Listen toa team development consultant discussing team cultures. 
Compare what she says with your ideas from Exercise 1A. 

C overall, which team culture do you prefer? Why? 

2 E2:1 Emma has received a report about quality at EN-Tek’s preferred 
production site in Bangladesh. Watch as she discusses the findings with Claudio. 

What s the main finding of the report from the auditor? 
Who does Emma thinkshould take the final decision on the lacation of production, and why? 

Why does Claudio suggest a consultative approach? 
What does Emma believe might happen f the wrang deciion is made on location? 

What does Claudio advise Emma to do? wo
a 
W
 

34 in small groups, discuss which is the best approach (Option A or B) for Emma to use 
when she discusses the report findings with Sanjit and Pawet from EN-Tek. Give 
reasons for your answers. As a class, decide which video to watch first. 
Option A - Individual expert role approach: Advise as an expert what the team should 
do. Focus on your own goals and make recommendations based on your own expertise; be 
convincing and persuade the team to accept your ideas 
ption B - Collective responsibility approach: Help the team to discuss and agree what 
1o.do. Focus on delivering shared goals; offer ideas and make suggestions; show openness 
and encourage people to discuss their ideas openly. 

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

for each video. 

1 What does Emma say i her role on the project? 
2 What suggestion does the EN-Tek team make? 
3 Is Emma open to their suggestion? How do we know? 

4 How does Emma feel at the end of the meeting? 

1 
2 
3 
4 

What does Sanjitsay about the producers in Bangladesh? 
Emma reminds everyone that they share the same objectives. What are they? 
What suggestion does the EN-Tekteam make? 
15 Emma open to their suggestion? How do we know? 

5 How does Emma feel t the end of the meeting? 

4 1n pairs, discuss the questions and agree what you can learn from Emma’s experiences. 

1 Inwhatways did Emma behave differently in the two videos? What happened as a result? 

2 Which approach do you think will have the best outcome for the project and for the team? 

5 [@234 Watch the Conclusions section of the video and compare what is said 

with your answers in Exercise 4. Do you agree? Why / Why not? 

6 Think about the following questions. Then discuss your answers with a partner. 
1 Lok backat your answer to Exercise 1C. After watching the videos, would you till answer 

this question in the same way? Why / Why not? 
2 What would help to make you feel comfortable working with your non-prefered style?



2.3 D communication skills: Team communication 

Functional Exchanging ideas 

language 7, yach the phrases from the video (1-13) with the categories (a-e). 
1 Iflcan add to that, {1 think .. 

2 Anythoughts [on that / on the matter]? 
I think the best option [here]is [to be consultative ..]. 

There are pros and cons of both [production locations / approaches]. 
What do you think we should do? 

3 
4 

a Requestingideas s 

6 Whydon'twe letmy local quys try .12 
7 
8 

9 

b Contributing ideas 
¢ Responding toideas 
d Developingideas 
e Moving from ideato 

decision 

Soshall we try [thatl? 
if we dothat, then it will[lead to higher standards / make the decision easier] 
Just picking up on what [Pawel] said, [why don'twe .. 1> 

10 Doweallagree with theidea to [run two pilots...)? 
11 One option could be (1o create a clearer and more detailed set of requirements]. 
12 What'sthe best way to [handle this]? 
13 1(donD) thinkit makes sense [to look at the requirements again]. 
B Complete the extract from a sales team meeting using phrases from Exercise 7A. 

Manuela: Tom, how are sales? 

Tom:  Notgood, We're around 25 percent down on target. 
Manuela: So,we need toincrease sales. do? Jack? 
Jack 2 organise 3 special promation? Customers ke discounts 
Tom:  fmnotsure.’ we'll damage our margin. | prefer to cut staff. 
Hugo: ¢ Tom said about margins, why not talk to our suppliers and ask 

for aspecial discount? That could pay for the promotion 
Manuela: Good dea. OK, thatirst? Jack, could you lookintoit more 

and report back? 

8A Workin pairs. What would you suggest to the speaker in these situations? Use 
two or three phrases from Exercise 7A ta contribute an idea and respond. 

1 ‘Thenewquyinmyteamkeeps 2 ‘fvebeenaskedtogoona research trip It'sa 
missing deadlines. fm the only great opportunity, butit's when I'm supposed 
one who's noticed to bevisiting my parents in Australia 

Teacher’s resources: B Choose one situation in Exercise 8A and continue the dialogue until you 
Sem——— reach a decision. Use phrases from Exercise 7A. 

9A Workin small groups and read the information. 

You and your colleagues have been asked to organise a team-building event 
atyour place of work or study. You are going to discuss what type of event will 
bemost successful in your department. Turn to page 126 for ideas 

8 Individually, prepare your arguments for the ideas you agree and 
disagree with. Try to add your own ideas. 

€ Hold your discussions. One person should lead the discussion by 
requesting ideas at the beginning and trying to reach a decision at 
the end. 

D Work with another group and compare your decisions. Did you 
use phrases from all five categories in Exercise 74? What did you 
find dificult about the discussion? 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 I need more practice) to (1 know this well. 

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



) 4) BUSINESS SKILLS 
Facilitating a meeting 

Lesson outcome Leamers are aware of ways tofaciltate a discussion and can usea range of phrases. 
tomanage meetings. 

Lead-in 1 Workin pairs. Read the definition of faclitation skills and answer the questions. 

1 Which of the ideas n the text do you agree or disagree with? Why? 
2 How far doyou agree that everyone should share responsibiliy for faciltation? Why? 

Faciitation in a professional context is the art of leading discussions and meetings. It s a set 

of skill which guides peaple to discuss matters openly and productively. In practice, it means 

aking sure everyone understands the objective of a discussion, helping people feel confiderlt 

o express thei ideas, helping people to isten to each other, ensuring allideas are considered, 

and supporting people to come to the best decision. Without effective faciitation, meetings 

“an boeome a waste of time. Most meetings have a faclitator but are often more effective f 

ll the people at the meeting share responsibility and help o facilitate the discussion: 

Listening 2A %201 Listen to Takeshi Sakamoto as he facilitates the start of a meeting of 

leaming and development experts in his company. The meeting is about possible 
changes to learning management in their organisation. 
What does Takeshi define as the objective of the meeting? 
Whatis his proposal for structuring the discussion? 
Whatis Sam's suggestion and how does Takeshi handle thisinterruption? 

What does Takeshi insist on at the end of the introduction? Why? 

4205 Listen as Takeshi and his colleagues discuss their options in more detail. 

How does Takeshi respond to Sas proposalto reduce spending on soft skl raining? 

Steve disagrees strongly with Sam. How does Takeshi handle this situation? 

How does Takeshi involve Paula? 
When Paula gives her opinian, how does Takeshi respond? 

4206 Listen as Takeshi moves the meeting to a decision. 

Why does Takeshiinterrupt Sam? 
Which propasal does Takeshi make and why? 
What feedback does he give the group as he closes the meeting? 
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How well do you think Takeshi facilitated the discussion? Why? In your experience, 
would thisstyle be effective to manage discussions in your own organisation? Why? 

=) page 114 See Pronunciation bank: Linking between words 

Functional Facilitating a discussion 

language 3, p:the beginning of the meeting, Takeshi worked hard to ensure that everyone 
participated i the conversation. Complete the phrases with the wordsin the box. 

around ensure experience hear looking off 

Stating the Whatwere® oo lherel today s [to decide howto 
objective digitalise raining] 

Encouraging ‘A we discuss things, it's important for feveryone to speak upl 

participation Uustlto? everyone can say something, [can e/ let's .. 

Lth Canwego, the table first? 
Letss______everyone one by one, and then discuss 

Encouraging Let's begin with you then, [Steve]. Can you kickus® 2 

input from a {Paulal you have some______of [developing e-learning 

spedificperson | leagership training]. What do you think? 



4A Work in groups of three. Read the scenario. 

2.4 )| Business skills: Facilitating a meeting 

B Match the beginnings and endings of these sentences Takeshi used. Then decide 
which category in the table they belong to. 

1 |agree (budget] s reallyimportant,but  a afraid [time is pressing and we need to 
Iwantto come toa decision . ] 

2 Ithinkweactually agree that thereare b views on [some points]. 
good options for change herel, ¢ [to reduce spending on soft skills training]. 

3 Irealise that we still have different d but[thereare stilla lot of detals to work 
4 Canlstop you there? [Buy-in]is out..] 

definitely important, but 'm e come tothat [alittle later/ ina separate 
5 Itseems that there's a consensus meeting] 

Referring to 
agreement/ 
disagreement 

Managing how 
long people speak 

C Complete the phrases for the closing stages of a meeting using the words in 
the box. 

proposal progress recap round step 

Referringto Perhaps the next.. would be o llook carefully at some 
follow-up actions | of the riks]. 

My would be that fyou two work together on this] 
Filemal’ Isome passible timings for the next meeting]. 

Teacher's resaurces: i R ——A ot ing I think we have made really good. 

| You work for AIRCON, a Texas-based company 
which makes air conditioning units for sales In the 
Us.Following recent market research, the company 
has decided to expand into Europe - France and 
Germany - where there are big potential markets 
for your products. 
‘The Managing Director of AIRCON has asked your team to 
evaluate some people management deas created by the 
company’s board to support internationalisation. Your task 
is o discuss some ideas, and decide which are most effective 
and costeefficient. 

B Read your role cards. Student A go to page 126 and Student B to 
page 129. Student C will be the meeting facilitator. 

© When you are ready, roleplay the meeting to decide which ideas 
you agreed on. 

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

+ Goto My Self-assessmentin MyEnglishLab to reflect on what you have learnt Self-assessment 
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(/ /,,/ WRITING {mmmma 

5594 A training request 

Lesson outcome Learners can write an email requesting a traning course and giving reasons. 

Lead-in Functional language 

1 Read the email requesting  training course. Choose 2A Complete the table using words from the email. 

the correct option i italics. Then compare in pairs. 
Requests 

Waltr Hermandez HR Director L = =] lamwritingto'______some more professional 

s Gayo, Design Project Team Luoger { training | 

| Teaining equest | 1would? ke toattend | 

I = T - 1 Please’_______youletmeknowif... 

| Dear Walter, Reasons 

| am writing to request some more professional 1 have justbecome project eaden,tis % 

taining, As | have just been ‘employed / mada afends lesdership eirss. —_— 

a project leader of a lorge team for the first time, ) T —— 

|2behieve / hape that it is important 10 attend Mmanage the team effctvely, ¥ 

2 project leadership training courss. | have found Beciteretan hase B 

an excellent course %offered / accessed by . 9 ° | 

Greyhoise University. It s 3 four-day course and e deulopingmy skilsfor dealing 

offers a professional qualification upon successful = 

*learning / completion. B Inwhich part of the table in Exercise 2A would you 
vital to develop my skills so that D S 

| can effectively *motivate / activate my team and plititie following phrases? 
| realise that it 

develop the most productive and eficient team T » 7 
d jould it be possible for me to doa course? | 
Sikely / possible. 7Furthermore / Further to, | am | PO 
interested in developing skils in order to *deal / | would appreciate it fl could .. 

pande with conflict and the course provides Istart workin Spain soon so1 need tostudy Sparish. | 

training in this. Ihave just been promoted to managerso . 

| would therefore like to attend this course in two | I donot have enough experience in this area. igh expe 
wesks' time, If possible. My assistant is happy to Iewould be very helpfulif could attend a course. 

[ cover for me during the course. = - 

Please could you let me Snow / see f | can do ft 3 page 119 See Grammar reference: Linking words for reason 
by tomorrow afternoon because registration for fodpurpose 
the course closes tomorrow evering | attach full 
course details for your knowledge / informatian. D reachersresources exa acivies 
Kind regards, > “The emal contains examples of inking words for 
Anna Gayo reason and purpose. Go to MyEnglish(ab for optional 

grammar work. 

3A Workin pairs. Turn to page 127 and look at the advertisement for  training course. 

You need to explain to your boss why you should do this course. Discuss the reasons 
you could give. 

B Write an email of about 200 words ta your boss requesting the course and explaining 
why you think you should do . 

€ Exchange emails with your partner. Did you both use appropriate language to make 
your request? And did you use the same expressions to give your reasons? Having read 
Your partner’s email, how do you think you could improve your own email? 

. Howsuccessfully have you achieved the esson outcome? Give yourselfa score 
from 01 need more practice) o5 know this welD. 

Self-assessment Go'to My Self-assessment In MyEnglishLab o reflect on whatyou have learnt. 



Recessions and depressions 
Lesson outcome: Learmers can use vocabulary elated to 
finance and the econorny 

Catching up with rivals 
Lesson outcome: Learners can use expressions with future 
forms o express degrees ofcertainty and probability. 

=5, communication skilk 
Lesson outcome: Learmers are aware of ifferent ways to 
manage bad news and can use 2 range of echniques and 
phrases for responding to bad news 

tanaging bad news 

Business skills: Telephoning to clarfy 
Lesson outcome: Learmers can use a ange of phrases for 
clarifying complexar technical information on the phone. 

. Writing: Annual report summary. 
Lesson outcome: Learners can organise and wiite 3 summary. 
of a company annual report 

Business workshop3: 92 Review3: p106 Pronundiation: 33 The lettert 

Video: Past crashes and crses 
Vocabulary: Finance and economic crises 
Project: Research the history of abank or financial nsti 

Reading: Adidas rases targets 
‘Grammar: Expressing certainty and probability; Position of adverbs 
‘and adverbial phrases 
Speaking: Discussing future changes 

Video: Managing bad news 
Functional language: Responding to bad news 
Task: Balancing positives with negatives when giing bad news 

phone conversation to check details 
Functional Language: Asking for clarfication and paraphrasing 
Task: Making a cll to clarfy information in a inancial document 

Model text: Summary of an annual report 
Functional Language: Useful phrases for annual report summaries 
(Grammar: Artcles - a/an, the, no article 
Taskc Write an annuzl report summary forshareholders 

Grammar reference: 
34 Strong and weak forms of that p.115 

>27¢



BB ) Recessions and depressions 

Lesson outcome Learners can use vocabulary related to finance and the economy. 

1 Discuss these questions. 
1 Howgood are you at managing your money? 
2 Which banks or financial institutions do you bank with? 
3 Doyou have any tips for saving money? 
4 Haveyou everinvested inthe stock market? What happened? 
5 How is the economy doing in your country at the moment? 

2 E311 Watch the video and put these events in order of severity (1 = the 
worst type of financial crisis). 

crash economic depression  recession 

Watch the video again and answer the questions. 
Onwhat date did the WallStreet Crash of 1929 happen? 
What had been happening in the period just before the Wall Street Crash? 
What was the total drop i the value of shares by the time the New Yorkstock market 
stopped falling? 
Was the Great Depression only i the UsA? 
Where was the origin of Black Monday in 19877 
Did the markets take a long time to recover? 
Apart from the USA, which other countries were badly hit by the economic crisis that 
started in 20087 

8 Whatis meant by real economy> 
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» 4 Workin pairs or small groups. Who do you think was responsible for the 
TeacherS oy ecanomic recession which began in 2008: governments, banks and financial 

institutions, business leaders, or people over-spending? 

Vocabulary Finance and economic crises 

5 Complete the sentences related to finance with these nouns from the video. 

bankruptey creditcrunch - depression investment  loan 
losses mortgage recession  savings  stockmarket 

1 A _______issomething you buy, such as shares, bonds or profit, to make 
along-term profit 

2 Al the money that you have saved, especially ina bank or financial institution s 
aalled 2 

3 describesthesituation when a company has less money than it did 
before, for example because sales have gone down. 

4 The business of buying and selling stocks and shares s called the. 
5 When youare notable to payyour debts, thisis called 
6 Al isan amount of money that you borrow from 3 bank, financial 

| institution, etc. 
7 AN happens when borrowing maney becomes difficult because banks 

reduce the amount they lend and charge high nterest rates. 
8 Alegalarrangement by which you borrow money from a bankin order to buy a house, 

and pay back the money overa period of years s called aln) N 
9 A s a difficul time when there is less trade or business activity in 

2 country than usual. 
10  Along period during which there is very little business activity is the worst type of 

financiaL crisis and is known as an economi 
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3.1 © Recessions and depressions 

6 Choose the correct verb related to finance to complete the definitions. 
1To means to fall to a much lower level or amount, or decline. 

a rise b drop ¢ recover 
2T s to become insolvent, or without enough money to pay what you owe. 

a lend b godown ¢ gobankpt 
ERD) is o let someone borrow money or something that belongs to you for 

ashorttime. 
a bailsomeoneout b lend c owe 

4T isto return to a normal condition after a period of trouble or dificulty, 
a recover b boom ¢ beinsolvent 

5T means to grow rapidly, o be very successful as a business or trade. 
a improve b recover ¢ boom 

6T means to help a person or acompany thatisin financial dificulty 
a bailsomeoneout b borrow ¢ gobankrupt 

7 complete the summary about economic crises with the correct form of the words 
in brackets. 
The Great Depression came after a period when the markets had been 
(boom) and shares had been steadily increasing in value. In the Wall Street Crash of 1929, 
the markets crashed because s more and more people sold their shares, the markets 
: (drop) further, leading to many . (Gankrupt) and individuals 
losing their lfe*, (save) 
On Black Monday in 1987, there was a rapid fall in the Hong Kang stock market and 
the panic spread quickly to Europe and the USA. The financial = (lose) were 
great, although the markets ¢ (recover) quickly and there wasno 
: (depress) 
1n 2008, the economic? (recede) was severe because the banking crisis 
affected the world's stock markets and the global economy suffered. 

8 Workin pairs. Discuss these questions. 
1 When thereis a financial crisis, what are the effects on lending, growth, investment 

and employment? 
Teacher's resources: 2 Hasyour country suffered from an economic recession or downturn in recent years? 
extra activities. What have been the effects? 

A Work n pairs or small groups, Research what happened to a bank or 
financial institution during a recent recession. Consider these questions. 

+ Diditsurvive the financial crisis? How? Was it bailed out by the goverment? 
How much did the bailout cost? Was the money paid back? 

+ Did it restructure or merge? Were there job losses? Did top executives stay on? 
« Howisthe bankor financialinstitution performing now? Have company. 

profits grown o declined? Do you think the bailodt was worth it? 
Why/ Why not? 

B Present your findings to the class. Include some facts and figures 
and use graphs if possible. While you listen to your classmates, 
take notes and ask a question at the end of their presentation. 

- Howsuccessfully have you achieved the lesson outcome? Give yourselfa score 
from (I need more practice) to 5 (I know this well). 

- Goto MySelf-assessment in MyEnglishLab to reflect on what you have learnt. Self-assessment 
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Teacher's res 
extra activities 

2 

Lesson outcome 

2 

3_2) Catching up with rivals 

Learners can use expressions with future forms to express degraes 
of certainty and probability. 

Lead-in 1 Workin pairs. Which sportswear brands are most popular with the peoplein your 

place of work/study? 

Match the words and phrases in the box with the definitions. 

boost_bottom-line makeupground _make your mark _ profitability 

the amount of profit a company makes 

have an important or permanent effect on something 
improve something and make it more successful 
the amount of money that business makes or loses 
eplace something that has been lost; become successful again 

Read the article quickly and put the words in the correct order to make  sub-heading 

catch up / German /to / with / rival Nike / races / sportswear company 

1 

2 
3 

I 
5 

Reading 3 
for the article. 

4 
1 

2 
for the next 

3 
4 

ources: 5 
6 Overthenext 

Last year net profitincreased by 
The higher revenue and earnings targets raised shares by more than 
“The Adidas group reported digital sales of tastyear. 

years they are hoping to reach digital sales of 

years. 
w© 

Adidas on Wednesday sharply 
increased its long-term sales and 
profi targes, as new chief executive 
Kasper Rorsted aims to make his 
mark on the German sportswear 
sroup. 

Adidas's profitability falls behind 
that of rival Nike, and investors are. 
hoping that Mr Rorsted will be able 
10 boost the German groups’ margins 
considerably. 

Mr Rorsted, who took charge of 
the world's second largest sportswear 
company in October, has kept the. 
previous CEO’s strategy, which 
forecast high sales increases and 15 
percent profit growth each year. 

The Danish manager — who 
caught Adidas’s attention after he 
boosted profiability at Henkel, the. 
German consumer goods company 
— said that the group is certain o 
expand faster. 

New Adidas® chief raises group’s 

sales and earnings targets 
Mr Rorsted is targeting sales 

2 increases of 10 to 12 percent for the 
next three years, and profit growth of 
2010 22 percent. ‘We will become. 
better and more efficient,’ he said. 
“This, in wrn, will help us to grow 
even faster than originally planned 
and to achieve ... bottom-line 
improvements for our shareholders.” 

‘Alongside strong results last year 
— Adidas sales rose 14 percent to 

55 €19.3bn, while net proft increased 
by 59 percent to €1bn - the higher 
revenue and earnings targets helped. 
puish the group’s shares up more than 
6 percent in Wednesday morning 
trading in Frankfurt. 

Partof the reason for Nike's better 
profitability compared t0 Adidas is 
the group’s strong position in the 
North American market. Adidas 
‘made up ground last yea, regaining. 
its second position in the region, 

0 

s 

0 

Read the article again and complete the sentences using figures. 
The previous CEQ at Adidas had forecast profit growth of 
The new CEO says it s likely profits will go up between 

eachyear 
and 

although it is thought that t probably 
oot s At pestion in the US. 

‘However, Mr Rorsted admitted 
that Adidas was still ‘under 
sepresented” in North America, and 
says the group will probably continue: 

Adidas is also likely 1o sell off 

uned businesses, The group put 
its golf brands up for sale last year. 

A online sales are also due 
to rise. The group reported it had 
€1bn of digital sales last year. Mt 

10boost sales (0 €4bn over the next 
three years. 



3.2 )| catching up with rivals 

Grammar Expressing certainty and probability 

5A Lookat the sentences. Are they certain, planned, probable or improbable? 
1 a Itiscertain that Adidas will boost profitability in the next quarter. 

b Adidasis unlikely to boost profitability n the next quarter, 
¢ Adidasis definitely going to boost profitability in the next quarter. 
d Adidas probably won't boost profitability in the next quarter 

2 a Adidasis due to open new stores in the USA next month. 
b Adidas will probably open new stores in the USA next month. 
It likely that Adidas will open new stores in the USA next month 
d Adidasis going to open new stores n the USA next month. 

B Which of the sentences have the same meaning? 

= page 119 See Grammar reference: Expressing certainty and probability 

6 Choose the correct option in italics to complete the sentences. 
1 ithas been confirmed that they are going to / will prabably provide all the clothing for 

over 200 players in the next FIFA World Cup. 
2 The US.sports brand currently has 38 percent share in the branded footwear market, 

wiichis definitely / certain to rise over the next three years. 
3 Sales are so bad thatitis unlikely to / unlikely that the brand will increase its revenue 

thisyear 
4 Sports TV companies will probably / are due to make their programmes availzble on 

‘mobile phones next year, but the details haven't been confirmed 
Sports drink sales are up this year, although the increase in marketing spending means 
we are due o / probably won't boost profitability. 

Teacher's resources: § 
extra activities 

Position of adverbs and adverbial phrases 

7 Lok at the underlined phrases in the article. Complete the rules with before | 
and after. 

1 We put probably. will,but won't 
2 We puttheadverb also theverb be, but the main verb with 

otherverbs. 
= page 119 See Grammar reference: P n of adverbs and adverbial phrases 

8 put the words in the correct order. 
1 next willthe rise sharply Our online in quarter probably sales 
2 probably by achieve end targets They month worr sles their the of the 

Teacher' resources: 3 is tyear up unlikely pice that willshare the this goalso 
cargacivies 4 presentation is week at due to 2 also She make the of end the 

Speaking 9A Write five sentences about future changes in your organisation or place of study 
using (un)likely / certain / due to o probably / also and suitable future forms. 
The arganisation is due to mave location rext spring. 
There probably won't be a new head of department next year 

B Compare your sentences with a partner. Discuss whether you have the same 
level of certainty. 
A: We are likely to expand faster by taking on more overseas students 
B: Do you think 502 [ not sure | agree. | think we will probably grow faster if. 

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

BRIl . o to by Seif-assessment in yEnglishLab to reflect on what you have leart. n 



COMMUNICATION SKILLS 

33> Managing bad news 

Learners are aware of ifferent ways to manage bad news and can 
IR EELIEN  C vange of tchniques and phrases of responding to bad news 

| Lead-in 1A Workin pairs. Some people see the glass as half full and some 

see the glass as half empty. What do you thinkis the difference 
between these two types of people? 

& Which category do you identify with most? Are you ik this all the time or only 
in some situations? Why? 

| VIDEO 2 [:31 EN-Tekhas received some bad news from the producer in Bangladesh. 

Watch as Katie discusses the news with Pawet. 
What bad news does Katie receive by text from Bangladesh? 
What does Katie say to Pawet about the bad news? Why? 
Whatwill Claudio think about the numbers, according to Pawet? 
What does Pawet think might happen as a result of reporting poor budget numbers? 

\What advice does Pawet give Katie about how to approach her meeting with Claudio? 

\n small groups, discuss which is the best approach (Option A or B) for Katie 

D Go to MyEnglishLab for 1o use in her meeting with Claudio. Give reasons for your answers. As a class, 

s vklep actvities decide which video to watch first. 
‘Option A - Facus on the positives - be optimistic and confident of success: Explain 
outcomes in positive terms, minimise any negatives, show confidence that success will 
come, show continued support for decisions that have already been agreed 
Option B - Focus on the negatives - be realistic and cautious because of risks: Explain 
outcomes in negative terms, acknowledge the negative aspects of the current stuation 
and accept that changes need to be made to he strategy to achieve success. 

B Watch the videos in the sequence the class has decided, and answer the 
questions for each video. 
Whatis Claudio's initial recommendation as a result of the poor budget numbers? 

Does Katie agree that costs are a significant problem? 
What positive aspect of the project does Katie mention? 
Whatis the outcome of the meeting? 

optiona B 332 

option 8 332 Does Katie agree that costs are a significant problem? 

Whyis she against shutting down production in Bangladesh? 
What kind of support does Katie suggest> 
Whatis the outcome of the meeting? A

u
N
E
 
B
w
N
 e
 

4 In pairs, discuss the questions. 

1 Inwhatways did Katie behave differently in the two videos? How did Claudio respond 

each time? 

2 Having watched the two videas, what benefits do you think glass halffull and glass 
half empty’ people can bring to a discussion? 

5 @324 Watch the Conclusions section of the video and compare what is said 
with your answers in Exercise 4. Do you agree? Why / Why not? 

Reflection 6 Thinkabout the following questions. Then discuss your answers with a partner. 

1 Thinkof a time, in awark or social situation, when you had to reach a decision with 

someone who had a significantly more optimistic/pessimistic view than you. How 

successfully did you each manage the situation? 

2 Following this lesson, think of one thing you could do differently to manage such 

situations in future. 

e



3.3 )| communication skills: Managing bad news 

Functional Responding to bad news 

langUage 7, v the phrasesin bold from the video with the categories a-h Two phrasss 
match one category. 

1 I think we should continue to help the guys locally / invest in new technology / focus 
ontraining. 

2 Thisis simply too high / expensive / labaur intensive. a_ highlight positives 
B ke nagaes 3 Imreally happy with the progress we've made n a number of areas / with the 

advertising campaign /in expanding our market share. € emphasise negatives s 4 rmnotsure that we'll be able to continue with local production / meet our targets / 
achiove what we wanted 

e express doubt 5 V'mvery disappointed with the first quarter numbers / our lack of progress / the 
f supportcurrentstrategy customer feedback. 
g propose changes. 6 Wehave to find a new approach to this / dealing with disagreements / marketing 

going forwards, 
7 To be fair, we're only a little over budget / behind schedule  below target 
8 'm sure that we can turn this around and get production up to standard / hit our 
targets / get back on track. 

B Match the sentence beginnings (1-8) with the endings (a-h). Then match them 
to the correct category in Exercise 7A. Two sentences match one category. 

1 Overall, | think things have gone a anwork. 
2 Wejust haven't made enough b willachieve our targets. 
3 Butm extremely confidentthatwe ¢ setbacks and challenges 
4 | don'tsee how this d reallywell 
5 Ithinkwesimply need to keep e lookataltemative solutions 
6 The market response was £ notwhat we were hoping for 

iatheriresources 7 Ofcourse, there will bea few g doing what we're doing 
extra activities 8 Ireally think ts time to b progress in growth areas. 

= page 115 See Pronunciation bank: The letter t" 

B8A Workin pairs and read your role cards. 

Student A: Tell your employee that you plan to give them a more 
important role n an international project which will meana lot more 
workfor them and irregular hours. However it will increase their 
profile in the company and give them the opportunity to travel. 
Student B: Tell your employee that al staff have to take a 10 percent 
pay cut as your organisation is facing ecanomic problems. Doing 
this will avoid the need to make compulsory redundancies 
and should help the company to start making profits again 
within two years. However, you know such measures can 
demotivatestaff. 

B Think about how you are going to communicate 
the news. Remember to balance the positive and 
negative. 

€ Hold your discussions. When you have finished, 
discuss how you each handled the situation. 

- Howsticcessfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (1 need more practice) to 5 (I know this well). 

+ Go'to MySelf-assessment in MyEnglishLab to reflect on what you have Learnt Self-assessment 



3 4) BUSINESS SKILLS 
. Telephoning to clarify 

Lesson outcome Learners can use a range of phrases for clarifying complex or technical 
information on the phone. 

Lead-in 1A Workin pairs. Discuss which action you take (a or b) in these situations. 

1 ifl don't understand something when I'm having a call| .. 
a interrupt and ask for clarification 
b remain quiet and wait for an email summary to arrive after the call. 
When communicating complex nformation during calls, 
a regularly summarise the important information 
b don't summarise often. It’s better to keep moving and people can intefrupt ifthey 

don't understand. 
Ifsomeone says they don't understand me ona calL 1. 
a repeatmyselfslowly and clearly. 
b askthem what they didn'tunderstand 

What might be the advantages and disadvantages of your actions in each 
situation? 

Listening 4301 Listen to the beginning of a phone call and answer the questions. 

Whyis Sam calling Pat? 
What does he specifically want to clarify? 
How does Pat offer to help? 

4302 Listen to the main part of the call between Sam and Pat. Which of 

these topics do they mention? 
grossornetfigures 6 the bottom line 
targets 7 product categories 
the stock market 8 profitability 
margins 9 return on investment (RO 

average amounts 

Match these words from the phone call with their meanings (1-7). 

average column gross margin net quarter row 

atotal amount before any tax or costs have been taken away 
a period of three months in a financial year 
a line of numbers or words in which each one is above or below another down a page, 

asin aspreadsheet like Excel 
the amount of profit  business makes when selling something, after taking away what 
it costs to produce it 

the amount you get when you add together several amounts and then divide by the 
number of amounts 
aline of numbers or words in which each oneis before or after another across the page, 
asin a spreadsheet like Excel 

7 the final amount that remains after any tax and costs have been taken away. 

@302 Listen to the end of the call. What does Pat say about the glossary? 

Tick () the correct option. 
a Sam canfinditinany book 
b Itcanonly be accessed with alink. 
¢ Oneof her colleagues wrote it 

= page 115 See Pronunciation bank:Strong and weak forms of that 



3.4 )| Business skills: Telephoning to clarify 

Functional Asking for clarification and paraphrasing 

1anguage g, o) at the categories n the table. Then complete the phrases from the phone 
callin Exercises 2 and 3 with the words in the box. 
l clarify correctly follow understanding goover refer right unsure 

Youwould ke There are a couple of things d ke o™ 
clarification Justto confirm, [what's the target amount]? 

rd like to double-check [something / thatl, 

Youdidntunderstandor | 1m having alitte difficulty {the concept of overallstrategy’] 
fl:fl:fln‘:flmwm Sorry, | don't 2. [Wha’ram’margms’il 

Canitalk you through the points m ¢ of? 
I don’t know if my notes are *. Iwrote down ... Is that correct? 

Canyou® thatagain for me? 
Youcan'trememberthe | Iflremember” Tithinkwe use..] Isthat right? 
information Could you remind me [what you said about .. J? 

Youdidn'thearor there | Sorry, | didn' catch that. Could you say it again? 
'";:srifl‘mhlfl'fl Ilostyou for a second. Could you [repeat that, please]? 
be ‘The sound went for a moment. Would you mind [saying that last bit again]? 

You would like specific Tell me, what exactly do the figures in column L. t0? 
details More specifically, [what's the margin on this]? 

B Paraphrasing means expressing what somebody has said using different words. 
Match each sentence with its paraphrased equivalent. 

1 Themeeting isgoing to lastall morning. @ What you're saying i the columns are for 
2 TheEBITIs too low atthe moment. weeks and the rows e for product ines. 

We have to change that b 0K, s0 that means we won't be finished 
3 Thetimeline is across the top of the before11am. 

spreadsheet and the productsaredown ¢ In otherwords, we're going to launch four 
the side new products before the summer. 

4 Wesimply don'thaveenoughstaffat Il understoad you correctly, you want to 
§ the moment and need more support. hire another salesperson 

Lxtersienine: 5 Thisfirst half year will seeourproduct e Putting it differently, we need to increase 
lineincreasing by S0 percent. ourmargins, right? 

Work in pairs. Prepare to roleplay two calls to clarify information in financial 
documents you sent or received. Read your role cards and prepare: Student A 
turn to page 127, Student B turn to page 129, 

B Roleplay the two calls. When making the call, remember to: 
+ saythat thereisinformation you want to clarify 
+ useappropriate phrases to askfor clarification. 
+ paraphrase to checkwhat you have understood. 
C After each call, write a short email to your partner. Summarise what 

you discussed and what you now understand. Ask for confirmation. 

6 Inyour pairs, compare the emails you wrote in Exercise 5. Did you 
reach a common understanding at the end of each call? 

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

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



ey 
Lesson outcome Learners can organise and write a summary of a company annual report. 

Lead-in Functional language 

1 Read the extract from a summary of a company 2 Complete the table using the words in the box. 
annual report. Choose the correct option in italics. = 
‘Then compare in pairs. cause caused coming down fell making 

mixed raise recovery result 

To our shareholders Overview/Introduction 
| 2018 was ayearof! results and challenges. | 

2018 was a year lfror / of mixed results and | The last year has seen the company many | 
challenges which were caused by the slow-down tough decisions. | 
in the global %ecanomy / economics and the poFEES == 

| strength of the dollar,which affected our gross 
profit Ylines / margins. However, lower operating. i 

oRE Binhnd et it ye This was largely asa of ourentry into the 
finished ‘more / much strongly than expected in B 
the fourth quarter, with growth of 3:5% on the 

The problems were: by the strength of the 

previous quarter. Pitvesiey 
| dy two quarters, | 

Sales revenes fell by 5% i the second quarter i PR 

butaftera stable / steady recovery over the next We were able to® our annual dividend by 2% 
twoquarters, we achieved an overalsales e = - 
volume of $92 million, up 2% on 2017. Cash loilend 
flow from operations “were / was $43 million Sales”. by 5% in the second quarter. 

andwe invested $20 millon ‘i / on capital We posted sales of $128 millon. . sskonthe 
expenditure including our internet infrastructure. préviousyear 

t0.enable customers o do business with Us more Future outiook 
- essy Weslsovepaid/eunded 1 milonof Fagirail Py 

debtwnicine had fatowed fo buld henew The forecast for the. year looks promising 
factory. In addition, ‘despite / in spite the 
challenges, we were able to raise our annual 
dividend by 2%. Last year we launched ten new =P page 120 See Grammar reference: Articles - a/an, the, 

‘product ®marks / lres in eight markets and noarticle 
these are doing very well, which gives us cause " 
{obe optimistic sbout 2019, D reschersresources: extraactivities 

[ [hezimetrsponsumnary cntioe examples of articles, 
0 to MyEnglishLab for optional grammar work. 

3A Workin pairs. Turn to page 128 and look at the summary of an annual report. What is 
the general problem with it? Discuss ways in which you could improve it using phrases 
from Exercise 2. 

B Look at the key notes on page 127. Individually, write an annual report summary for 
your shareholders in around 200 words. 

€ Exchange summaries with your partner. Did your partner include all the information 
| from the notes and use phrases from Exercise 22 Did your partner add any extra 

information? What do you think your partner did well? 

. How successfully have you achieved the lesson outcome? Give yourselfa score 
T from O (1 need more practice) to 5 {1 know this well). 

LLUEEUCUA | o (o vy Self-assessmentin MyEnglishLab to refect on what you have learnt. 



Digital disruptors 
Lesson outcome: Learrers can use vocabulary related to digital 
business and technology. 

Talking techniology 
Lesson outeome: Learners can use zero, first and second 
conditionals and a range of complex inkers, e as lang a5, 01 
Conditon tha, prowding provaed tha iess 

Communication skills: Handling difficult communicatars 
Lesson outcome: Learners areaware ofdiferent ways to deal 
with challenging communication styles d can use a range of 
phrases or keeping meetings on track. 

. Business skills: Negotiatingstrategies 

Business workshop4: p94 | Review 4: p107 

Lesson outcome: Learners are aware of different negatiating 
strategies and can use:3 range of phrases for reachi 
agreement in anegoriation. 

Wiriting: Short business proposal 
Lesson outcome: Learners can plan, organise and write ashort 
business proposal. 

Pranunciation: 4 1tress inword building 44 Stressin phrases p115 

Video: Adisruptive marketing start-up 
Vocabulary: Digital business and technolagy 
Project: Disruptive techrology 

Listening: Product presentations at 3 trade show 
Grammar: Zero first and second conditionals; Linkers 
Speaking and writing: Trade show demonstration of an app. 

Video: Handling diffcutt communicators 
Functional anguage: Keeping s meeting on track 
Task: Managing a difficutt meeting successfully 

Listening; Positional and principled negotiation 
Functional language: Reaching agreement n a negatiation 
Task: Negotiating an agreement at work 

Model text: Short business proposal 
Functional anguage: Useful phrases for business proposals 
‘Grammar: Noun phrases o replace erb phses 
Task: Wiiteashort proposal 

Grammar reference: 120 

237 ¢ 



338 ¢ 

41 
Lesson outcome 

Lead-in 

Digital disruptors 

Learners can use vocabulary related to digital business and technology. 

1 complete the definition with the words in the box. Then work with a partner 
and think of examples of disruptive technology that have dramatically changed 
the way we do things. 

| disrupts _disrupive_innovation 

Being ! usualy refers to causing problems and preventing something from 
continuing in ts usual way. In technology, i refers to a(n)-. that creates 
anewmarketand’_______existing ones, displacing established companies and 
products,for example the mobile phone replacing fixed phones. 

[GeIc] VIDEO 2A E411 Watch the video and choose the best summary. 

Teacher's resources: 
extra activities 
Teacher's resources; 
alternative video and 
extra activities 

Vocabulary 

Sentiance is a company that 
a hasmade a digital platform which allows companies to create customer profiles based on 

daily routines and thereby improve targeting of marketing messages to mobile devices. 
b helps Belgian companies toattract more customers so that they can target their digital 

products and services on people's way to workin the morning. 
¢ isbasedin Belgium and has made a digital platform for different coffee shops and their 

connected customers so they can met peaple with similar profiles. 

8 Inthe video, Frank Verbist from Sentiance gives an example of ‘semantic’ time. 
Put the words in the correct order. 
different. different morning times A everybody routine s for at 

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

1 Sentiance can use the data about a person to find out where they are, how they travel 
and how fast they are going 

2 CEO Toon Vanparys says choosing the right moment s essential ifthe customer is going 
torespond positively. 

3 Analystlan Maude says disruptive marketing is a completely newfield so there's very 
little competition 

4 Eileen Burbridge says it would be very useful for companies f the data collected could 
be used to increase sales. 

5 Toon Vanparys says t's all about participation, anticipation and disruption. 

4 piscuss in pairs. Are you afraid of companies collecting and using your data? 
What kind of personal data would you not want companies to access? Why? 

Digital business and technology 
5 Complete the sentences with the words from the video. 

["cloud conversion cump mining platform tool 

1 ‘Inthe *refers to having software or space for storing information on the 
internet,rather than on your own computer. 

2 Adata is the act of copying information from one computer to another. 
3 Data uses 3 computer to examine large amounts of data, for example about 

customers and collect information that s not easily seen. 
s in digital marketing is the number of sales generated in relation to the 

Tumber of vists to a website. 
5 Incomputing, a refers to a pece of software designed to do a particular 

task. It can also be a piece of equipment,or a device, or a skill for doing your job. 
6 In marketing, DMP stands for Digital Marketing 



4.1 @ bigital disruptors 

Word building - verbs, nouns and adjectives 

6 Complete the table with the correct word forms. 

Verb Noun 

[ analysis,analytics analyst person) analytical 
anticipate 2 anticipated 
convert converted 
disropt  disruptor B B 
D (thing), innovator (person) | innovative 
| | S—— Iritable, iritated, rrtating 
persanalise person,  personality personal, - 

o R | N predictable, predictive 

visualise b i 

7 Complete the sentences with the correct form of the word in brackets. 
1 Itsastart-up with many. (innovate) products. 
2 Wewill create a program that s (personall for your company’s needs. 
3 Herunsa business that specialisesin the. (analyse) of consumer data. 

4 (predict) technology analyses past benaviour to predict possible future 
behaviour 

5 Contacting customers at the wrong time of day can be an (iritate) which 
will ot resultin asale. 

6 Even businesses that are seen as market (disrupt) today could be out of 
dateina short period of time. 

7 Ifyour advertisements target the right kind of peaple for your product, youwill get a 
much higher {convert) rate. 

8 The data collected through your smartphone regarding your everyday movements, 
givesabetter visual) of who you are as a person 

8 Discuss these questions with a partner. 
1 How does digital technology help you every day in your place of work/study? 
2 Areyoua digital native, a digital immigrant or a digital nomad? Give reasons for your 

answers. Check the meaning of the terms online i necessary. 
= page 115 See Pronunciation bank: Stress in word building 

9A Workin pairs or small groups. If you could invent a digital aplication, 
e.g.amobile app, to make your life easier, what would it do? Think 
‘about how this ‘digital disruptor’ would offer a service or product 
ata specifc time of day and how it would disrupt other businesses. =t 
Consider peaple’s daily routines. d ‘ 

+ howand when they commute to and from work 
« where and when they have breakfast, unch or a snack 
+ their domestic chores, e g. doing the shopping, washing or cleaning 
+ theactivities they like doing after working/studying 
+ theimportance of ‘semantic time’, .. how peaple’s outines 

might differ at certain times of the day - B (P 
B Presentyour ideas to the class. 

+ How successfully have you achieved the esson outcome? Give yourselfa score 
Self-assessment from 0 (I need more practice) to 5 (1 know this well). 

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



4.2’ Talking technology 

Learers can use zero, first and second conditionals and a range of complex 
S LRONE LT v e g a5 long a5, on condition thar, providing/provided thar, unless. 

Lead-in 1 Workin pairs. Imagine you were networking with a potential international client 
ata trade fair but you didn't speak their language. How would you communicate? 

2 How do you need to move each dial to make collocations using all the words? 

EccnpleTiaR Look at the example to help you. anti-clockwise once. 

Listening 3 You are going to hear a demonstration of a new app and device called Multi-Babel. 
All of the collocations in Exercise 2 will be mentioned. What do you think it does? 

Arab 

Indo 
Kore: 

40 ¢ 

Mandarin Chinese ~English 
French German Hindi 

Russian - Spanish 

A 4401 Listen to the demonstration at a trade show and answer the questions. 
Was your guess in Exercise 3 correct? 

1 What does the Multi-8abel app do? 
2 Which of the languages in the box does Multi-Babel translate now? 
3 What does the presenter predict will happen when you've tried it? 
& Whatis the reaction of the volunteer from the audience? 

ic Cantonese Chinese 

nesian Italian Japanese 
an Polish Portuguese 

5 4402 Listen to another product presentation and complete the fact sheet. 

SLLLLSILLLIS(LLLLLLLLLLLL LSS LLLLL LSS LS LL LSS 

Telecom Company: Smartphone upgrades include: Upgrade for digital personal assistant: 

Dawnbreakers « improved connectivity B for voice recognition 

i s TR R et -z screen resolution Bample ks include 

Future improvements: + control your home devices remotely. 
. function for + remind you of 

interconnected home devices + book appointments 
- virtual reality content with ‘wearables' 
+ improved’______functionto 

. Teacher's esources: e Em 
extra activities 

Grammar  Zero, first and second conditionals; Linkers 

6 4403 Complete these conditional sentences from the product demonstrations. 
Contractions count as ane word. Then listen to the extracts and check. 
Zero conditional 

1 The Multi-Babel app greatifyou tonetworkat conferences 

First conditional 
2 Unlessyou itthrough the earphones, everyone else 
Y-~ to hear your conversation! 

Second conditional 
[ 1 S high definition screen resolution, we. 

Video images so clearly.



4.2 D) Talking technology 

7A Eamon from Dawnbreakers s talking to a potential client. Match the sentence 
halves. 

1 Chriswillalsobeable to pay foritems ontinefor ~ a unlessitis under water for 
you providing longer than an hour. 

2 g like to add that the device s completely b thatthey buy more than 20 units. 
water-resistant © thatyoursmartphone s set up 

3 Discounts? We offer corporate clients a 10 percent correctly. 
discount on condition d asthe client buys more than 

4 Of course we can personalise their names as lang one model. 

B Look at the sentences in Exercise 7A again. Which four words/expressions are 
used to link the clauses in these conditional sentences? 

= page 120 See Grammar reference: Zero, first and second conitionals; Linkers 

8 Putthe verbs in brackets in the correct form and choose the correct linker in italics. 
1 IF/ Unlessa company. (developl its digital business, it oses its competitive 

edge. 
2 Qurdigital consumers might enjoy more personalised services i/ unless we 

(manage) technologies more effectively. But we don't 
3 We (never be) an innovative organisation if/ unless we don't change 

the way we workand digitalise everything. | 
4 This device adapts to the user's preferences as longas / unlessit________(receive) 

data froma smartphone. 
5 Provided / Condition that their product demonstrations (be) successful, 

digital personal assistants would sell worldwide. 
6 1F/On condition that | (be)you, I develop voice recognition techrology 

further to reduce our dependence on touchscreens, 
7 Smartphones wil soon be replaced by robots on condition / as long as that artifcial 

inteligence (improve). 
Teaatietsogsoliies: 8 We will become ane of the world's most revolutionary companies as long as / unless. extraactivities we (not stop) innovating. 

Speaking and 9A Workin pairs. You are going to act out a trade show demonstration. Think of an 
writing imaginary or real app or device, or some tasks that  digital personal assistant 

could do. Use the ideas below if you wish. Then prepare some conditional 
sentences describing how it works. 

atabletthatwrites foryou a portable gadget that recycles energy 
2 remote control for the home  an 3pp for organising special events 

You'llimpress all your friends if you use this device! 
Providing that it's fully charged, it ast 24 hours. 
Unless you click here, it won't 

B Workwith another pair. Take turns to present your products. 
€ When you have finished your demonstration, ask and answer questions critically. 

Are you interested in the idea? Why / Why not? What are the disadvantages? 
So, if 1 dictate the title and input some key words, this tablet automatically writes a 
report. But what will happen if my classmate also has the app and writes a similar report? 

D Write up the instructions for your device or app. Use conditional sentences and 
suitable linkers where possible. Write 175-200 words. 

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

Ll . o o Wy Selfassessment in MyEnglishLab o efecton what you have learnt Voo | 



COMMUNICATION SKILLS 

43) Handling difficult communicators 

Leamers are aware of different ways to deal with challenging communication 
Eesaiicutcone styles and can use 3 range of phrases for keeping meetings on track. 

Lead-in LA Workin pairs. Which of these challenging communication styles have you 
experienced in your work or studiies? Which styles do you find easy/difficult to 
deal with? Why? 

. 0 “ | e 
Dominator: talks Non-responder: | Contradictor: Disagrees | Joker: Constantly | Analyser: Goesinto | Technology user: 
and never istens Neversaysaword | vith everything you say tells okes 100 much boring detail | Always on the phone 

B What can a meeting leader do to deal with these behaviours during a meeting? 

VIDEO 2A El431 Watchas Sanjit receives a call from Claire (Go Global’s Marketing 
Specialist) and discusses it with Pawet (Production Manager at EN-TEK). 
Whatis Gary's role? 3 Whatis Gary going to bring to the project? 
Why has Claudioasked himto meet 4 What does Pawet say about Gary? 
with ENTek? 

Do you think Claire and Pawet are right to warn Sanjit about Gary's 
‘communication style? Why / Why not? 

In small groups, discuss which is the best approach (Option A or B) for Sanjit to 
B Sontymalsniabtor use in the meeting with Gary. Give reasons for your answers. As a class, decide 

13 ideoactiftles, which video to watch first. 
Option A - Accept and adapt - allow others to communicate in the way they prefer: 
Don'ttry to change how others communicate; adapt your own behaviour by talking 
more orless; be open to discussing ideas which are not on the agenda 
Option B - Intervene and control - manage the way athers communicate: Interrupt 
10 5top the other person talking introduce and insiston following the agends; focus 
the discussion on relevant topics; propose your own solutions for discussion 

B Watch the videos in the sequence the class has decided, and answer the 
questions for each video. 
What does Gary sayis ‘really important’ for Sanjit to think about? 
What does Gary describe as ‘ane key thing’ which he has done? 
When Gary says It simply has to be changed’, what does he mean by ‘i? 
What does Gary say is unrealistic? 
What did Sanjit learn and achieve in this meeting? 

optionA (132 i 
2 
3 

4 
5 

optionB B 433 1 What does Sanjit propose s the first topic for the meeting? 
2 What does Gary describe as 2 disaster? 
3 What does Sanjit say to stop Gary interrupting Claire? 
& Which of Gary's ideas does Saniit like? 
5 

q 

What did Sanjit learn and achieve in this meeting? 

Workin pairs. Which approach - accepting-adapting or intervening-controlling - 
do you think was most effective? Why? 

5 B <34 Watch the Conclusions section of the video and compare what is said 
with your answers in Exercise 4. Do you agree? Why / Why not? 

Reflection 6 Think about the following questions. Then discuss your answers with a partner. 
1 Which of the two styles do you prefer to use when dealing with challenging 

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

>a2¢



4.3 )| communication skills: Handling difficult communicators 1 Il 1 

Functional Keeping a meeting on track 

language 7, complete the table with these phrases from the video. 
a Letlher]finish [what she s saying / the point she is trying to make], please. 
b [ think] that's really outside the scope of the [meeting / agenda / brief] ... 

¢ Canweslowdowna lile? 
d Can stop you ffor a second/ just there / for a moment]? 
e We can come back to [the brand topic / the issue of dates] later. 

£ Id like to stick to the agenda [and look at advertising first]. 

Remindingof | - 
theagenda | 

Managing | Sorry, can |just add something here? 
dominant |5 
speakers | 
Managing | [Simon,]we'llcome to fyourthat] in 2 moment. Peter] do go on. 
interruptions | « 

Postponing | We do need to deal with (the budget issuel, but let’s finish talking about dates] irt 
discussion | : 
Reducing Could youjust go over that idea again? 
speed . 
Pushing fora | But what do you actually suggest we do about [this]? 
clearproposal | [jan | sois your idea that we [delay the launchl? 

Teachers resources: . 
extra activites B In your experience, what else can you do and say to keep meetings on track? 

BA Workin groups of three. You are co-owners of a chain of restaurants. 
Decide on the profile of your restaurant and your customer base, 
e.g.a Spanish tapas bar for young professionals. 

& Workindividually. Look at the agenda for a meeting of the co-owners 
and write down some ideas for each point. 

1 anewlogo 
2 the dessert menu which hasn't been popular with customers 
3 where toadvertise 

n Read your role cards and prepare for the meeting. 
Student A: Lead the meeting and ensure it is kept on track 
Student B: Read the role card on page 128 
Student C: Read the role card on page 130 

D Hold your meeting, When you have finished, 
discuss which phrases Student A used to keep 
the meeting on track and whether they 
were effective. 

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

R . ot vy Selfassessment in MyEnglishLab o refectonwhatyou have learn. 



44) BUSINESS SKILLS 
. Negotiating strategies 

Learners are aware of different negotiating strategies and can usea range. L LRSI hvases for reaching agreementin a negotiation: 

1 Workin pairs and discuss the questions. 
1 Think about a ime you were 2) successful and b} unsuccessfulin reaching an agreement 

with someone else What happened? Why were you successful unsuccessful? 
2 Isitbeter to begin a negotiation with a specific position/goal in mind or to have 

arange of possible options? 
Is it better to find out the other person's view in advance and prepare accordingly, 
ortojustfind it out during the negotiation? 
Isit better to plan everything in advance or to just listen and react depending on what 
theysay? 

Listening €40: 4405 Listen to two different versions of a negotiation about 
‘email access needs at work and answer the questions. 
Version A 
What i sabella unhappy about? 
Whois the new company policy for? 
What s the new policy trying to prevent? 

Version 8 
Why does Daniel need to communicate with clients in the evenings? 
What s a prioriy for the company? 
Whatis a priorityfor Daniel? 

Now listen again and decide if someone does the following in version A, B 
or both. 

Explains why the system was introduced. 
Focuses more on the new company policy. 
Focuses more on the individual’s needs 
Gives examples of how the new company policy doesn't work for them. 
Tells the other person what to do to adapt to the new policy. 
Suggests working together on a solution. 
Suggests reviewing their agreement o a regular basis. o

o
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Workin pairs and discuss which approach was more successful, and why. 
Read the definitions and decide which approach was positional’ and which 
was ‘principled". 

Positional negotiation - a stategy in which you have a particular idea, 
interest or position, and lookfor ways in which you and the other person 
can agree, with each of you getting some of the things you want. You focus 
on what s best for you, and try to achieve the result you want. 

Principled negotiation - a strategy in which you look for common 
interests, consider the needs and values of others, and focus on getting a result 
that s good for both of you and on keeping and improving your relationship 
with the other person. 

= page 115 See Pronunciation bank: Stress in phrases 



4 4 )| Business skills: Negotiating strate; 

Functional Reaching agreement in a negotiation 

1aNguUage 4, complete the table with these extracts from the dialogues i Exercise 2. 
a How about ifwe lift the blockage until 10pm]? e Firstly,tell me about how this 

Would that work? situation affects you 
b Yes, | think| can make that happen £ Whatare your priorities? 
© How wouldyou feelabout [having an extension]? g Let memake sure| fully 
d Yes,[Isuppose] | can agree tothat understand your perspective. 

Establish the First, let's look at the facts. 

situation We need to accept the fact that [some job losses are inevitable]. 

¢ Explore the How could you imagine this working? 
other’s values 
and needs 

Offer suggestions | | think the best thing would be to introduce the changes gradually] 
Maybe this suggestion would work. [What about sharing the costs?] 

Reach agreement | Thet sounds reasonable 

Put the words in the correct order to make sentences for finding solutions 
‘whilst negotiating. 
ifwe think /a decision / of some / how about/ before making / other options /2 
from / this / try and look / another / at / perspective / let’s /. 
this situation / to approach / there /is / another way / 
we /that works /solution / how / might/for us /find a/all /2 
how / mutually /can / outcome / we / identify / satistactory /a /> 
of /aren't/ thinking / what / we /7 

Teacher's resources: 
extra activities a 

e
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5A Workin pairs. Choose a scenario, decide your roles and 
prepare your negatiating positions. 

Scenario 1: You are colleagues in a marketing department 
Theteam is very busy because a new website s being 
tzunched atthe end of the manth Role A You want totake 
three days off to go to a friend's wedding abroad, but it will 
‘mean that your colleague (Role B) will have to do overtime. 

Scenario 2: Role A You want to buy ten interactive 
projection screens for your company meting rooms They 
cost 2,000 each but your budget is only $15,000 
Role B: You are the interactive projection screen salesperson. 
You can usually only gie a maximum 12 percent discount on 
orders between five and ten units. € Change partners and roleplay the 

negotiation again, changing some details 
B Roleplay the negotiation. Continue to make suggestions if you wish. 

until you reach an agreement. D Inyour pairs, discuss what went well and 
+ Make notes during the negotiation and give each other feedback what you could improve next time. Share 

50 that you can improve each time you practise. your ideas with another pair. 

+ How successfully have you achieved the lesson outcome? Give yourselfascore 
rom 0 (I need more practice) to5 (| know this well) 

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



i‘% 7 ,{ WRITING ((mmmmo)> 

ji; ¥ 2 short business proposal 

(PEATNTTATITN Learmers can plan, organise and write 2 short usiness proposal. 

Lead-in 1 Readthe business proposal. Proofread the proposal and find nine more 
language mistakes. Think about spelling and grammar. Then compare in pairs. 

Automated dispensing system proposal finlg 
Ipropose that we purchase an automated dispensing system for all our pharmacies. Recently: there hes been 
complaints about an increase in waiting times and errors with the measurement of medication ‘when 

dispensing prescriptions. The use of an automated system would help to ease this issues. 

[} “The best solution is the Disp+Medi system. The medication are stored in special drawers with robotic arms to 

select the tems which have been order by the pharmacist using a touch screen at the counter. The arm then 
I selects the items used barcode recognition and drops them onto a conveyor belt headed for the counter. While 

e had this machine, waiting times would be dramatic reduced and there would be no errors, as long than. 
the pharmacist has ordered the correct item. 

Desplte the high cost, my research indicate that we would be able to recover our investment within six 
‘months. In additional, increased efficiency would greatly increase customer numbers. I therefore. 

‘recommend that we purchase the Disp+Medi system, 

Functional 2A Complete the table using words from the proposal. 
language = e 

Introduction or B that we purchase an automated dispensing 
Purpose statement | system 
Brief summary of Recently, there have been - aboutanincreasein 
problem waiting times 

Solution to problem | The best . Isthe DispMedi system. 
Plan, costsand. Despite the high cost, ..we would be able to* our 
schedule investment within six months. 
Conclusion therefore® thatwe purchase the Disp+Medi system. 

B Where in the table in Exercise 2A would you place the following phrases? 

The new technology would enable us o... In order to solve this problem we need to... 
) Teacher's esources: This proposal evaluates the use of .. Deliveries have failed to arrive on time. 

5:’123;‘""22“.,, o Itis expected that the initial costs would be .. I conclusion, we feel that... 

Snihe e npltsot The proposal aims toassess .. The equipment could be installed immediately. 
noun phrases to replace Tosum up, it s recommended that .. The most efficient option would be . 
verb phrases. Goto 
MyEnglishLab for optional 
grammar work. = page 121 See Grammar reference: Noun phrases to replace verb phrases. 

3A Workin pairs. Look at the proposal on page 127 and put the sentences i order. 

B Tum to page 128 and look at some meeting notes about how to solve traffic 
congestion and pollution in Willow City. Write the proposal n around 200 words. 

€ Exchange proposals with your partner. How different is your partner’s proposal 
from yours? Did your partner include all the information? What do you think your 
partner did well? 

- How successfully have you achieved the lesson outcome? Give yourself ascore 
from 0 (I need more practice) to's (| know this well). 

+ Goto My Self-assessment in MyEnglishLab to reflect on whatyou have leamt. Self-assessment 



Unit overview 

Performance and rewards 
Lesson outcome: Learners can use vocabulary which describes 
performance and rewards 

'+ Aculture of rewards 
| Lesson outcome: Learners can use [anguage of concession 

‘and can contrastdeas and information using inking words. 

Communication skills: Managing challenging feedback 
Lesson outcome: Learners are auare ofdiferent ways to deal 
with challenging feedback and can use 3 range of phrases for 
responding tofeedback 

Business skills: Reviewing projects 
Lesson outcome: Learners can use a range of phrases to lzad and 
partcipate n discussions around team and project performance. 

Writing: Performance review summary 
Lesson outcome: Learmers canwrite 2 performance review 
summary 

Business workshops: p96 | Reviews: p108 | Promunciation: 52Intonation and nkig wrds 
| | 53 Intonation when handiing challenging feedback p116 

Video: The cyber manager 
Vocabulary: Rewarding performance 
Project: Moving up n the company. 

Reading: How to develop rewarding culture 
‘Grammar: Linking words and concessive clauses 
Speaking: Concessians and compromises n your own Ufe 

Video: Managing challenging feedback 
Functional anguage: Responding to challenging feedback 
Task: Responding to feadback romyour manager 

Listening: A project review meeting 
Functional language: Leading and participating in review meetings 
Task: A performance development workshop 

Model text: Performance review summary 
Functional language: Positive comments and constructive criticsm 
‘Grammar: Phrasal verbs 
Task: Wiite a performance review summary 

Grammar reference: p 121 
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5.1 
Lesson outcome 

Teacher's resources: 
extra activities 

Vocabulary 

Performance and rewards 

Learners can usevocabulary which describes performance and rewards. 

1 Discuss these questions. 

1 Would you like to start your own business? Why / Why not? 
2 What might be the advantages of being your own boss? 
3 Doyou thinkthat people should be rewarded when they do something well? Or is doing 

the job well just part of what employees are expected to do? 

2 Youare going to watch a programme about a company called CyberAgent and 

how younger and older workers feel about working there. What complaints do 
you think young people might make about their employer? What about the older 
workers? Use ideas from the box or your own ideas. 

become amanager corporateworld _highly qualified and innovative 

keep aising salaries new recruits newsalary model ~ oldest got the biggest salary 

recent university graduates ~ rewards its workers based on performance 

Young peaple often complain that older employees always get the biggest salaries. 

3 E511 Watch the video. Were your ideas in Exercise 2 correct? Tell your partner. 

one thing that someone said which surprised you. 

Watch the video again and answer the questions. 
Why was Takato Oku frustrated when he began his career in business? 
What did he do aboutit? 
What surprised him about the ages of people he worked with? 
What did HR Director Tetsuhito Soyama feel was unfair at many companies? 
What came as a shock to older workers when the economy began to slow own after the 

economic boom of the 805 and 90s? 

& Why have some companies had problems when revising policies regarding rewards? 

wo
e 
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5 Workin pairs or small groups. Think of ways in which companies can reward 

employees. How would you feel about receiving these types of rewards? 

Rewarding performance 

6 Choose the option (a or b) which has the same meaning as the phrase in bold 
from the video. 

1 [Takato Oku] knew that his turn for promotion and pay rise was decades away. 

a abetter joband more money 
b 3 management job and a bonus 

2 Within two years he rose through the ranks to become a manager. 
2 moved up to.a higher position soon after starting as an ordinary worker 

b had a series o jobs, each with more responsibility than the last, and worked his way. 
upin the company 

3 CyberAgent rewards its workers based on our performance, notour age. 

a how wellthey do their jobs 
b how much profit they make for the company 

4 .. companies could raise salaries for workers as a reward for their loyalty. 

a a thank you for continuing to work for the company over many years 

b financial compensation when sameone works very hard during a specific time period 

5 .. workers who were expecting the guarantee of ifelong employment. 

a the samejob for many years 
b the certainty they would always have ajob 



Work in pairs. Match definitions 1-9 with the verbs in the ‘magic table’. Write 
the correct number in each box. If your answers are correct, the columns and 
rows will all add up to 15. 

T T 0 [ 0 Te1s] 1 givesomeone something because they hiave done 2 good job 
promote | appraise | recogrise 2 say publicly that someone has done avery good job 
=] ] ] |=15| 3 moveuptoahigherposition inacompany 
revard | evaluate| i 4 successfully do what you tried or wanted to do 

T |=15] 5 judgehowgood, useful or successful something is 
succeed | 6 givesomeone a better and more responsible job in a company 
-1 7 decide how well an employee is doing his or her work, usually after discussing with the 

employee how well he or she has performed during the past year 
8 complete something or get a good result, especially by working hard 
9 not be able to achieve something 

8 Make nouns from the verbs in Exercise 7. Use the correct endings from the box. 
Some do not change their form. You may need to change other letters in the 
verb to make the noun. 
succeed = success 

Complete the sentences with suitable verbs and nouns from Exercises 7 and 8. 
Workers hape to have their recognised by management. 
One of the goals of an employee s toset targets for the future. 

Teacher’s resources: 
extra activities 

3 
\ 

a
m
 

s 
w
n
 

e 
O 

No one received a pay rise due to the of one of our major product lines 
When staffmembers receive_______for doing a gaod job, their motivation increases. 
‘The company is finding new ways to employees in order to retain staff 
She received afn) toamanagement position due to excellent performance 

10 Discuss these questions with a partner. 

1don't have much work experience yet 1 have experience of performance 
1 What role do you think the reward reviews and rewards at work. 

system would play in your motivation? 1 What types of rewards do youfind 
2 Whattype of benefits would you ask personally to be motivating? 

aboutatajobinterview? 2 What kind of reward or benefit would 
——— |7 youliketo have that you currently 

donthave? 

) PROJECT: Moving up in the company 

1A Workin small groups. Think about the company where you work or B Work in pairs with someone from 
a company in a field you know welL. You've been told you have some anather group. Roleplay the 
excellent business ideas and you want the chance to develop them. conversation with your boss and 
Prepare to convince your boss that you should be promoted. Consider: explain your reasons for requesting 

« howyourideas will benefit the company, e.g. by addressing problems with apromotion. Then swap roles. 
competitors o creating new markets, C Write an email of 100-120 words 

+ whyyoufeel peaple with innovative ideas should be promoted. to the employee you spoke to in 
+ whether a promotion inyour case would be: Exercise 11B. Acknowledge the 

A:areward for ajob well done. B: good for the company. C: both. key points that he/she made and tain your decision. + whethera pay rise would encourage you to do even more than you do now. AR ¥ 

- How successfully have you achieved the lesson outcome? Give yourself a score 
from 0 (I need more practice) to'5 (1 know this well. 

+ Goto My Self-assessment in MyEnglishLab to reflect on what you have learnt. Self-assessment 
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Teacher's resources. 6 
extra activities 

FT 
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Learners can use language of concession and car contrast deas. 
and information using linking words. 

Workin pairs. What motivates you / would motivate you to work hard? 
Use ideas from the spidergram or your own ideas. 

Choose the correct aption in italics to complete the definitions of the phrases 
in bold. 
Performance incentives are given to employees to encourage them towork harder / 
pay them for work they have done. 
Executives are people who carry out orders | managers in an orgarisation who help 
make important decisions. 
When workers are paid using a piece-rate scheme, they zre paid for the time they need 
to produce each item / per item they produce. 
1fyou receive a six-figure salary n the UK, you earn at least £100,000/ £1,000,000. 
Someane who has hit his or her targets has / has ot reached a particular goal. 

Read the article. What types of rewards are mentioned, apart from bonuses? 

Read the article again and decide if these sentences are true (T) or false (F). 
The work of top managers and executives s easy to evaluate. 
Productivity increased on fruit farms by Lsing piece-rate schemes, bonuses for the 
managers and putting the warkers in teams to compete against each other 
Recognising har stylists n public was found to be a successful type of reward. 
The main differences between pilots,fuit pickers and hair stylistss that pilots enjoy. 
status, Large salaries and belong to powerful unions. 
Pilots were not satisfied with their jobs when their company acknowledged their 
success regarding fuel consumption, f they were not also given bonuses. 
people generally do their best evenf they dor't have a clear picture of what the 
company considers success 

Here's a difficult management problem: who should 
be rewarded for high performance, and how? Routine 
and casily monitored jobs, such as flipping burgers, are 
‘natural candidates for performance incentives. However, 

5 it's usually exceutives who tend to get bonuses in spite 
‘oftheir complex, hard-to-measure jobs which ace poorly 
suited to performance-related pay. Nevertheless. it 

i also possible o respond positively to non-financial 

rewards such as praise, status or the satisfaction of a job 
10 well done. 

‘Experiments over the years have given us some. 
understanding of this. On fruit farms, a picce-rate 
scheme which paid workers based on how much fruit 
they picked boosted productivity by 50 percent. Bonuses 

15 for the managers ensured that work was distributed faiely 
and productivity increased another 20 percent. Running 
a competition encouraged workers (o sort themselves 
into productive teams, and productivity increased by a 
further 20 percen. 

2 In another study. hair stylists in Zambia's capital 
Lusaka were recruited 10 sell products (o help prevent 
certain discases. When they were praised for their work 

providing financial incentives. 
3 But sometimes neither a public ceremony nor a 

financial incentive is appropriate, Consider the case 
of long-haul sirline captains. Unlike part-time sales 
‘people or fruit pickers, pilots have high safus, six-figure 
salaries and powerful unions. Nevertheless, a recent 

10 experiment discovered that it was effective to simply. 
‘make pilots aware of saving fuel, although those who 
also hit specific targes on fuel consumption were even 
‘more satisfied with their jobs. 

I just couldn'’t believe the impact we had on job 
35 satisfaction.’ says & researcher. Although salaries were. 

not increased for captains, the fact that the company 
was taking an interest n fuel saving, and acknowledging 
success, seemed 1o delight them. 

‘Evea though no performance scheme will fit every 
<0 occasion, the fucl-saving study does suggest an approach 

worth trying more broadly. If you want people to.do a 
‘200d job, tell them what success looks like to you —and 
that you've noticed when they 've achicved it



Teacher's resources: 
extra activities 

5.2 | Aculture of rewards 

Grammar Linking words and concessive clauses 

5 Lookat the underlined words and phrases in the article. They all serve the same 
function. What is it? 

a togivefurtherinformation 
b tolinkand contrast two pieces of information 
© tonegate or change information which has come before 

6 Undertine the word or phrase in each sentence that links the clauses. 
1 The employees were very motivated though they were only given recognition rather 

thana pay rise. 
2 They continued to use performance-related pay, in spite of the fact that several 

experiments had shown that it was less effective than other schemes. 
3 Despite experiencing a number of problems, they have not changed their strategies. 
4 Onthe one hand, the union has fought for annual pay rises, but on the other hand, they 

understand that this may not always be possible. 
5 Senior management awarded themselves bonuses, despite the fact that profits had 

fallen significantly. 
= page 121 See Grammar reference: Linking words and concessive clauses 

7 Choose the correct option in italics to complete the sentences. 
1 Despite / However finding that rewards could lead to employee motivation, 

management decided to stop the rewards system completely, 
2 On the one hand, employees have towork more hours, in spite of; / on the other hand, 

they receive overtime pay or extra time off. 
3 Productivity has been declining for months although / in spite of employee motivation 

remaining the same. 
4 Even though ( However some work can be done from home, many companies prefer to 

have the workers in the factory. 
5 Executives are often those who receive performance-related pay. Nevertheless, / n spite 

of,itis often difficult to evaluate how well they have performed. 
6 We have announced a public ceremony to acknowledge the excellent work done by staff, 

despite / although not all employees plan to attend. 
7 Inspite of / Despite the fact that the targets were agreed in discussion with department 

heads, they are proving to be unrealistic in some areas, 
8 Everyone agrees that reward systems are important for motivation in spite of / though 

not everyone agrees how they should be carried out. 
=P page 116 See Pronunciation bank: Intonation and linking words. 

Speaking BA Complete the sentences to make true statements about you. 

Self-assessment. 

1 My dream isto workin a business which  Nevertheless, | would be happy 
o aswell 

2 Onthe one hand, | really enjoy . Onthe other hand, isvery 
important for me, 

3 Inthe next five years | hope | will be. However,if happens, 
that will not be a problem. 

4 Despite_______atuniversity,Iwould be happy working 
5 Although Ithink________has many opportunities,| may look for a jobin 

instead. 
B In pairs or small groups, compare your sentences from Exercise 8A and ask each 

other questions about them. Use questions such as s this the same for you? Do you 
feel the same way? Do you have a different opinion? Why / Why not? 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (I need more practice) 0’5 (| know this well) 

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



COMMUNICATION SKILLS 
Managing challenging feedback 

Learners are aware of different ways to deal with challenging feedback 
LS IRRELEE o Use  range o phrases for esponding to feedback. 

Lead-in 1 Thinkofa time someone gave you negative or challenging feedback, for 
example about something you didr't do well. Look at the questions and 
discuss your answers with a partrer. 
Whatwas it about? 

2 Howdid you react? 
3 Whathappened next and would you react differently next time? 

VIDEO B 531 Watch the video and answer the questions. 

What does Claire blame for the poor sales figures? 
Whyis Katie upset? 
I your opinion, how appropriate were Claire’s comments to Katie? 
Do you think Sanjit should speak to Claudio about Claire's behaviour towards Katie? 

In small groups, discuss which is the best way (Option A o B) for Sanijt to deal 
with the feedback on poor sales. Give reasons for your answers. As a class, 
decide which video to watch first. 
Option A - Focus on protecting yourself 
Give reasans for your position and defend yourself against challenging feedback. 
Option B - Focus on the opportunity to learn and improve 
Listen to the critical feedback and ask questions 

Goto MyEnglishtab for 
extra video activities. 

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

1 What does Sanjit explain as being the big picture? 
2 What does Sanjit say to defend a) the forecast and b) Katie personally? 
3 Whatis Sanjitreferring to when he talks about respect? 
4 Does Claudio agree to hold off on redesigning the marketing campaign? How do you 

think he feels about it? 

optionB B522 1 What does Sanjitask Claudio to acknowledge? 
2 What does Sanjit mean when he says'| appreciate the point you are making, but not 
necessarily how you are making it 

3 Whatis Claudio worried about regarding Sanjits team? 
4 What does Sanjit say they could all benefit from? 

optionA 532 

| 4 Work i pairs and discuss the questions. 
1 How did Sanjit respond differently to feedbackin the two videos? What happened 

asaresult? 

2 Whatare the advantages and disadvantages of each approach for a) the project 
and b relationships within the team? 

5 [ s34 Watch the Conclusions section of the video and compare what is said 
with your answers in Exercise 4. Do you agree? Why / Why not? 

Reflection 6 Thinkabout the following questions. Then discuss your answers with a partner. 

1 Are you aware of your own preferred style when receiving feedback? Think about the 
example you gave in Exercise 1 

2 Decide an one thing you can doto respond to challenging feedback more successfully 
inthe future 

»52«¢



5.3 >| Communication skills: Managing challenging feedback EED 

Functional Responding to challenging feedback 

language 7, comptete the sentences from the video using the words and phrases in the box. 

accurate andwhy appreciate improvement point  the big picture. 
thisbefore thismight happen  useful you're saying 

1 Imafraid you're not seeing fere. 
2 Itake on board what 
3 There's room for I agree. 
& 1 notsure what youre saying is necessarily [ /quitetrue] 
5 You have to remember that [we predicted /1warned you sales might fall]. 
6 | cansee your " 
7 That's tothinkabout. 
8 We'vetalked about 
9 | understand what you're saying, 

| 10 I thepointyoue making, but not necessarily how you're making it 
B Now match the phrases in Exercise 7A with the correct category in the table. 

Defending your position Accepting erticsm 

8 Look at the four examples of challenging feedback. Think about how you would 
respond in each case. Then work in pairs and take turs to deliver the feedback 
and respond. 

1 "You need ta improve your 2 That'sthe second 3 “Your results are 4 “Thisisnt good enough. 
accuracy. There area lot of month in a row disappointing” You need to address the 
mistakes in yourwork you'e late with your communication problems 

update report inyour team.” 

Teacher's resources 
extra activiies = page 116 See Pronunciation bank Intonation when handling challenging feedback 

9A Workin pairs and look at the graph. It shows information 
about the performance of two individuals: A and B. Individual Performance 

= Decide on your roles: A or B, You will take turns to respond to 
feedbackfrom your manager. 

« Read some background information about your performance and prepare 
your responses. Student A turn to page 130, Student B turn to page 128. 

8 Follow the instructions and roleplay the situation. erest 
+ StudentA'In roleplay 1, you are the team manager: Explain why you are 

disappointed with Student B's performance. Use the phrases on page 135 
tohelpyou 

+ Student B:Use the arguments you have prepared to respond. 
€ Change roles and roleplay the situation again. In roleplay 2, i 

Student B s the manager and Student A responds to the feedback. 
D When you have finished, discuss how you each handled the challenging feedback 

and which phrases from Exercise 7A you found useful. 

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

+ G0 to My Self-assessmentin MyEnglishLab to reflect on what you have learnt. Self-assessment 



5 4) BUSINESS SKILLS 
Reviewing projects 

Learmers can usea range of phrases to lead and participate in discussions 

LS LTSRN o nd team and project performance. 

Lead-in 1 Workin pairs. Read about two approaches to ‘failure’ in business. Discuss which 

approach you agree with more, and why. 

“If you want to be high performing, you need (o avoid failure. T want 100 
percent quality in my organisation and it can only be achicved when people 
understand that they are hiere to achieve high standards and mistakes are 
not aceepted.” 

“f want to develop an entrepreneurial and creative culture where people take 
risks 1o achieve more. We accept failure but encourage people to fail fast, (o 
Learn from mistakes and use the learning experience to innovate and deliver 
exceptional results.’ 

Listening 2A 4501 Listen to the beginning of a project review meeting. The aim of the 

meeting i to discuss what has and hasn't gone well so far, and what lessons can 
be learnt for the next phase of the project. The meeting is led by Carlota. 
What does Hanna define as her main success so far? 
What problems did she have? 
Whatwas the cause of the problem? 
What does she see as the main learning paint from her difficult experience? 

4502 Laterin the meeting, listen to Carlota and her colleagues discussing 
what has been successful on the project so far. 
What does Carlota thank Antoni for? 
Carlota describes the production team as ‘amazing’. Why? 
What does Antoni give n terms of posiive feedback? 
Who does Carlota thank at the end of the meeting, and why? 

Carlota says that working face to face is always better than working remotely - 
using email, conference or video calls. Do you agree? Why / Why not? 

Functional Leading and participating in review meetings 

language 3, complete the phrases for leading a review meeting using the words n the box. 

agenda aspects cause comments generally plan _useful 

State purpose of s you can see from the . what|wantto do 
meeting today is [take time to thirlk about hiow we are doing thingsl. 

 called this meeting because | feel we need to [have an n- 
depth discussion / review our strategy so farl 

Inviteideasonwhat | Sojust’ speaking, what do you think about 
did/didn'tgo well where things have gone well and where the problems were? 

Idliketo hear your. on things that have gone 
well/ any issues/ the main challenges!. 

Explore whatdid/didn't | Which* of the project were the most 
gowell [problematic/ challenging / rewarding] exactly? 

What was the main . of this? 

Focuson lessonsleamnt | Sohow dowe® todo things differently [ne» 
time / from now onl? 
This has been”. Wenow know we need to [give 
ourselves realistic deadlines / prepare more thoroughly 
plan better] 



5.4 )| Business skills: Reviewing projects 

B Match the phrases for participating in a review meeting (1-8) with the 
categories (a-d). 

1 Next time, we will insist on having [more time / clearer instructions / a bigger budget] 
2. My big challenge was [in the early phases with production / finding reliable suppliers / 

meeting the tight deadlines]. 
3 Well speaking openly, [the first designs | produced were not high quality / 

Iunderestimated the complexity]. 
4 If1d planned more carefully at the beginning, | could have produced a beter design / 

a Bxpressan overallview 
b Discuss what went well 
@ B Iwouldn't have gone over bucget]. 

gawe! 5 Onthewhole, itturned out to be [a success / a great Learning process / incredibly d Identify lessons learnt challenging]. 
6 Interms of my main/own success, | managed (to complete the first two phases on time / 

not to go over budget] 

7 Ithink, overall, ts been good it could have been better plznned. 
8 | hadto be very careful with [spending / scheduling /allocating different jobs] but 

managedit 

€ Match the sentence halves. 

1 Overall, it's great that we have .. a preparing thoroughly before the 
2 Imanagedto do this project starts. 
3 This mistake wasdueto b the need for good communication 
4 if1d planned this more carefully, € anoversight onmy part. 

I could have d_hitall of our mostimportant targets. 
5 Nexttime, | need to dedicate more & avoided these quality problems. 

Teacher’s resources: timeto £ byworking very hard in the last few 
extra activities 6 Itsimportant never to underestimate months. 

4AA Read the information. Ll 
Professional context 
Youare attending a performance development 
workshop. The event offers individuals the opportunity 
10 eflect and leam with others using their experiences 
of success and failure in the Last twelve months 
“The process i designed to help individuals use their 
experiencestolearn fostand achieve more i the future. 

8 Individually, think about your last twelve months and 
about a significant success and failure (real or invented). 
Use this template sent to warkshop participants and 
prepare to talk about the experience. 

€ in small groups, take turns to talk about your 
Sharing sioties t developperormance: experiences: what went well/ not so well; what 
+ What was the success / falure? learning experiences you gained, and which of 
Lt these might be useful for the group. The group 

o T should feel free to ask questions during and after + What could / should have been done differently? 
+ What did you leam from the experience? youreyplanagon, 
+ What will you do the same / differently next time? D When you have finished, as a class, reflect on 

How might this story help others to develop? your discussions. How useful was it to hear other 
peaple’s stories? What did you learn? What might 
you do differently as a result? 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 1 need more practice)to'5 {1 know this well. 

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



//{ WRITING o 

232 performance review summary 

T Learners can write a performance review summary. 

Lead-in Functional language 

1 Read the performance review summary. Complete it 2A Complete the table using the words in the box. 
with the words in the box, Then compare in pairs. 

ability achievement although aptitude confident 
adajt (edi] delegaty demorstate: ‘ensue. gl consistently exhibit however impressed met 
keep manage meet recognise support take 

Positive comments 
Iam pleased to report that .. 

Tam pleased to report that you seem to have settled in You demonstrate the to 
well to your new job as team leader. You | Youdisplaygreat>_______forsolving problems ... 
the abiity to motivate your team with confidence, Vou'______good decision-making skills 
communicating effectively with them. You | Youadapt well to changes 

2 clear instructions, listen activelyand You' ________ meet deadlines 

arequick to understand new ideas. You * Constructive riticsm 
work to match people’sskillsand*__ that lam®. with what you have done so far, despite 
they have the authority to gowith that responsibility b oo daned beeli o e 

| Youalso® ______whatyourtcam needs, Meeting allyour deadlines has been a great " 4 
; them when necessary and although . 

their trust and respect. Nevertheless, | am®_ that... 

You successfully®. allthe targets but .. 
I In addition you ® well to changes and w0 el that more training... 

" theinititive to solve unexpected 
problems. More importantly, you consistently meet. B Are these phrases positive comments or 
deadlines, and ™" your time effectively constructive criticism? 
and have not fallen behind with work, despite the = 2 
it s e “This can easily be resolved with more targeted training. 

This can sometimes lead to delays. 
Lam encouraged by your work so far despite Unfortunately, the results indicate that goals were not 
occasional problems with defining your expectations always reached 
clearly enough for the team, You have been able to You have empowered staff with authority. 

1 “___ allyourdeadlines, which has also Your workindicates 2 good knowledge of ... 
been a great achievement, although sometimes this 
i affecied aocuracy Nevectheless, Pam 6ot = page 121 See Grammar reference: Phrasal verbs 

| that these areas can be improved with more i 

i professional training. D reschers resources extra activities 

© The performance review summary contains examples 
I ———upthegmodwerkl of phrasal verbs. 6o to MyEnglishLab for optional 

grammar wark 

3A Work i pairs. Look at the performance review notes on page 128 and decide which are 
positive comments and which are criticism. Discuss ways to make the criticism constructive. 

B Lookat the notes on page 130. Write a performance review summary of about 200 words. 
€ Exchange reviews with your partner. Did your partner include all the information? Did your 

partner use phrases from Exercise 2 to make the criticism sound constructive? 

-+ How successfully have you achieved the lesson outcome? Give yourselfascore 
from Ol need more practice)tos | know this well). 

ELUEE LU | oo vy Selfassessment in MyEnglishLab to reflect o what you have learn 



/7% ‘Being goodis 
~ good business.’ 
Darne it Roddick 
founder of 
the Body Shop 

Unit overview 

Ethical choices 
Lesson outcome: Learmers can use language related to echics 
inbusiness. 

The triple bottom line 
Lesson outcome: Learners can use the third conditional o talk 
abouthypotheticalpast results of a previous action ofstuation 

Communication skills: Transparency inbusiness 
Lesson autcome: Learmers are aware of different ways to 
manage business relationships and can use  range of phases 
for voicing concerns 

Business skills: ales and selling 
Lesson outcome: Leamers can use a range of language to sell- 
and promota products, sevices and dess. 

Writing: Company newsletrer 
Lesson qutcome: Learriers canwrite an internal company 
newsletter giving news and describing future plans 

Business workshop 6: p.38 | Review &: p109. | Pronundiatio 

Video: Ethics in the fashion industry 
Vocabulary: Business ethics 
Project:Survey - How ethical are your clothes? 

The tiple bottom line 
Grammar: Third conditional 
Speaking: Discuss an organisation's ethical performance 

Video: Transparency n business 
Functional language: Voicing and responding to concerns 
Task: Voicing and responding t concerns with 3 colleague 

Listening; A local etworking event 
Functional language: Selling a product or service 
Task: Promating a product or service. 

Modeltext: Company newsletrer 
Functional language: Recent news, current news and futue plans 
Grammar: Linking words for causes and results 
Task: Write and assess a newsletter 

2 Contractions and weak forms inthird conditionals. | Grammar reference: p122 
| | 65 Chunking. pausing and stress when reading aloud p116 | 
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) Ethical choices 6.1 
(EEETTETIN  Leamers can use language related to ethics in business. 

Lead-in 1 Discuss these questions. 
1 How interested are you in fashian? 
2 Where do you usually buy your clothes and shoes? 
3 Where were your clothes and shoes made? (Hint: 

checkthe (abels!] 

4 Arethere any fast fashion brands 
that you never buy? Why? 

5 How ethical are the brands that 
you are wearing? 

VIDEO 2 EIs11 Watch the video on ethics in the fashion industry and answer the questions 
using the names of the speakers in the box. 

[Augnunaytm Domenica Delfini Arroyo Maxine Bédat  Mike Barry Peter Ingwersen 

Whois the co-founder of an ethical fashion brand? 
Who s head of Corporate Responsibilty for a UK retailer? 
Which speaker finds the environmental and ethical impact of fashion unacceptable? 
Whosays there s tension regarding ethics between more expensive brands and fast 
fashion retailers? 

5 Which designer s positive about the future of ethical fashion? 

3 Watch the video again and complete the summary. Use one to four words in each gap. 

According to Maxine Bédat, people are asking the question, 
I ?Thisisbecause consumers are more aware 
ofthe ethical issues i the fashion industry. For example,in 
2  afactory building collapsed and tragically. 
o . Domenica Delfini Arroyo at the lstituto 
Marangon says the campaigns against unethical fashion 
started amovement where some labels and desigrers 
beganto® asethical. Asa result, clothing 
stores such as . inthe UK are trying to sell 
customers more © bysourcing fair-trade catton.. 

WMeanwhile, at the London College of Fashion, ” 
aretrying to use only ethically sourced materials | 
‘Domenica explains how the ethical debate has led to a(n) 
e inthe fashion business between top priced 
{abels and the popular or. brands It seems 

‘the industry hasn't found an ethical ™ yet. 
However, fashion designer Peter Ingwersen is more 
optimistic Peter thinks fashion will become ain) 
#__ inthefutureandtherewon'tbea 
difference between ethical and mainstream fashion 

Teacher’s resources: 
extra activities 4 Workin pairs. Why is it difficult for fast fashion to be ethical? Do you thinkiit's 

any different for other industries? Why / Why not? 

Vocabulary Business ethics 

5 Which word that is repeated in the video collocates with all these words? 

ner . industry . retailer sthJ 

© How do you need to move each dial to make collocations from the video using 
all the words? Look at the example to help you. Brample: Turn dial 

anti-clockwise once. 

? 



6.1 © Ethical choices 

7 Complete the questions using the correct form of the verbs with prepositions 
beaccused of inthe box. 
beawareof 1 ifyou___thewnolefashion industry, is it more ethical today than it was? 
be responsible for 2 Anincreasing number of clothing brands unethical practices since people 

‘ campaign against have become more informed about the issue. 
Nai A pact 3 Who do you think the working conditions and sweatshops in Rana Plaza? 

IR | coseress |8 Whoshould______the heatthandsafet of workers inth industry? 
| ‘ take responsibiltyfor 5 Doyou think the public in your country. unethical fashion? Why / Why not? 
| 6 Ifyouwere goingto unethical fashion in a way that would 
| the public, whatwould you do? 

| 8 Choose the correct options in talics to complete the text from #lookgoodbegood. 

| LOOK GOOD 
Look good, be good 
We alllove clothes, but at what price? Looking 'across / for the fashion industry, we see 
many manufacturers who are responsible for low pay and tough or even dangerous 
Zconditions / condition. Retailers are rarely transparent about the existence of sweat 
*stores / shops or how they source their materials and garments 
Join us this week to campaign ‘of / against unethical fashion! Make a difference by 
telling your family and friends to be ‘aware / beware of ethical clothing brands and 
support our awareness campaign #lookgoodbegood. 
Sign the petition in which we ask everyone in the fashion “industry / show, not only 
those who are accused 'for / of unethical practices, to follow our five-point plan. 

Improve working conditions in factories and pay clothing workers a fair wage, 
Take responsibility #for / of unethical conduct and end bad practices 
Be transparent about supply chains and use *ethical / ethically sourced materials, 
Promote and advertise ethical fashion "%shopping / retailrs. 
Take care of our planet by taking "respansibly / responsbilty for reducing carbon 
emissions and recycling 

Wear our Look good, be good tshirt, made of 100% organic, "air-trade / fair cotton 
and have an impact "for / on the fashion industry. Show them we want to be 

Teacher's resources: responsible consumers and wear our clothes not in shame, but with pride! 
extra activities 

) PROJECT: Survey - How ethical are your clothes? 

9A Workin pairs or small groups. You are going to survey your classmates to find out how 
ethical their clothes are. Prepare questions before you start. You wantto find out: 
who owns 2 garment made from arganic or fair-trade cotton. 
who sometimes wearsvintage clothes. 
who often gives their clothes away 1o charity. 
who has bought clothes made of recycled materials. 
who wears eather goods, 
how often people buy fast fashion items, e.g every two months / once ayear. 
where your classmates’ clothes were made 

D
N
 

e
w
 

e
 

Carry out your survey making careful notes of people’s answers and 
the total number of people interviewed. 

10 write up your key findings as a report. You do not need to include all 
the data from your survey. Write 160-180 words. 

-+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 1 need more practice) to 5 (1 know this well) Self-assessment 

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



6.2 ) The triple bottom line 

Learners can use the third conditional to talk about hypothetical past results 
Lesson outcome of a previous action or situation. 

Lead-in 1 Howmany different ways can you think of to measure how ethical a company 
or organisation is? 

2 Complete the text using the words and phrases in the box. 

environment _environmental financial framework ~measures 
people profits ~socially responsible 

The Triple Bottom Line 
The ‘tiple botom line! also known as the TBL. is a(n) !  or astructure for a setof 
ideas, that measures financial, social and performance. The concept was first used 
in 1994 by John Elkington, founder of SustainAbilty. It includes the three P5:. , 
people and planet. The first bottom line is .  evaluating income, profits and 
fosses, The second bottom line refers to the . who are involved in a company s 
activities or affected by them, and how the organisation is. The third bottom 
line’________ anorganisation impacton the 

Listening 3 €601 Listen to an interview with Katrina Sands, an expert on ethics and the 
triple bottom line. Answer the questions. 

1 Which of the three 'P's is the easiest to measure? 

2 What examples of the three ‘P does Katrina mention? 
3 Whatexample does she give of how the different bottom lines can be connected? 

4 602 Listen to Katrina talking about three businesses that are considered 
ethical for different reasons. Match the companies with the correct business 
sectors (a-c) and examples of ethical conduct (i-ii). 

Company Business sector Ethical conduct 
1 Natura Cosméticos,Brazil  a Beauty products, i socialintegration, diversity 
2 Kao Corporation, Japan healthcare, homecare  andsourcing 

3 LaFageda cooperative, and chemicals i sustainability, diversity and 
Catalonia, Spain b Dairy products transparency 

¢ Personal careproducts i integrity, preservation of 
the environment, diversity 
and socialissues 

w 503 Listen to the final part of the interview. Which of these points does 

Katrina mention? 

environmental disasters such as ol spills 
corruption in local government 
use of palm oil 
clearing forestsin the Amazon 
use ofchild abour 
transparency of management salaries 

theimportance of making a profit N
a
w
a
u
w
N
 e

 

Teacher's resources: 6 Work in pairs. Which of the three areas of the TBLis a) the most important for 
extra activiies you? bl the most important in the place where you world/study? Why? 

260 ¢C



6.2 )| The triple bottom line 

Grammar Third conditional 

7A €604 Match the sentence halves. Then listen to the extracts from the interview 
to check your answers. 

1 Theywould have hadinequality i a_ifthey had simply donated money to the 
the workplace community. 

2 Iftheyhadn'tdevelopedthekao b would they sill have been a responsible 
way, they business? 

3 Kao could have had a good ¢ mightnot have been listed as one of the 
relationship with local people worlds most ethical companies. 
Fthey had grown faster, d if Natura hadn't taken on female managers. 

Look at the sentences in Exercise 7A again and answer the questions. 
Do we use the third conditional for speculating about the past, the present or the future? 
Which verb form s used with the if-clause? 

3 Which modal verbs can we use instead of would in the main conditional clause? 

N
e
@
 

s 

= page 122 See Grammar reference: Third conditional 

8A Complete the sentences using the third conditional. 

1 We_______(notpay)sucha high tax bill ast year ifwe. (give) some 
of our profits toa charity for the homeless. 

2 Ifthey_______(nottake o) employees with disabilties,they_______ (not have) 
diversity in the warkplace 

3 ve (could reduce) both our transport costs and carbon eissions 
we {source) all of our raw materials locally. 

4 We_____(mightdevelop) a better relationship with the community if our taff 
{do) voluntary work with local people. 

5 Ifyou (take) care of employees better, (you/ retain) more staff 
last year? 

6 we/save) more money ifwe (recycle)all our waste? 
B Workin pairs. Do the situations in Exercise 8A involve profits, people or planet, 

Teachers resources: ora combination of these? 

Snraadmites = page 116 See Pronundiation bank: Contractions and weak forms in third conditionals 

Speaking 9 Workinsmall groups. Choose an arganisation or company you are familiar 
with and discuss these questions. 

1 How ethical i the organisation or company in terms of profis, people and planet? 
Consider some of these ways of measuring the triple bottom line. 

Profits: costs, donations, income, profits, taxes 
People: choosing partners and suppliers, health and safety of customers and staff, 

relationships with stakeholders, the recruitment process 

Planet: carbon emissions and energy consumption, recycling, transport, use of natural 
resources, waste management 

2 Think of specific decisions the organisation has taken in the last few years, How could 
the organisation or company have acted more or less ethically? Try to include third 
conditional sentences using some contractions in your answers, 
fthey'd been more transparent about profits, they wouldn't have had a problem 
with their reputation 
They could/might have been more ethical if they had considered their impact on 
the environment 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0(I need more practice) to 5 (1 know this well). 

RLE el | o 1oy Self-assessment in MyEnglishLab to efiecton whatyou have learmt n 



6 3) OMMUNICATION SKILLS 
. Transparency in business 

Learners are aware of different ways to manage business relationships 
Lesson outcome and can use a range of phrases for voicing concerns. 

Lead-in 1 Workin pairs and read the text. Then discuss which statement (2 or b) you agree 
with most. Why? 

Relationships, trust and honesty 
Business s built on relationships, and relationships are built on trust. And trust can 
bestrongly influenced by culture. In some cultures the concept of honesty and the 
acceptability of not telling the complete truth may also be different. 

a Itis acceptable to not give information to a colleague or business partner fyou feelit 
might worry them unnecessarily. 

b itis always better to be open and transparent even if it causes problems. 

VIDEO 2a Ee31 Watchas Emma (Go Global's Financial Analyst) gives Claudio (Key 
Account Manager) some information about the pan-Asian distributor they 
suggested to EN-Tek. 
What news does Emma have? 
Has this news been confirmed? 
What advice does she give to Claudio? 
How does Claudio feel about Emma’s idea? 

Do you agree with Emma's advice to Claudio? Why / Why not? @ 
o
a
w
N
 e
 

6o to MyEnglishLab for 
axravideoactiites. A In small groups, discuss which is the best approach (Option A or B for Claudio 

to use when talking to Sanjit. Give reasons for your answers. As a class, decide 
which video to watch first. 
Option A - Beiindirect and don't give all the information 
Avoid sharing the information you have because it's not confirmed. 
Option B - Be direct and share all the information 
Be open and share the information you have even though it's not confirmed. 

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

optionA B 632 What does Sanjit feel they can benefit from? 

How does Claudio dealwith Sanjit's suggestion about SendAll? 
How do you think Sanjit feels at the end? 

How does Claudio deal with Sanjit's suggestion about SendAll? 
Does Sanjit sound worried when he i talking about SendAlL to Claudio? 

1 
2 
3 

option8 B1633 1 How does Sanjit describe working with SendAL? 
2 
3 
4 Judgingfrom the text Sanjit sends to Katie, how do you think he really feels? 

4 Workin pairs. Discuss what lessons you have learnt about openness and how 
the two approaches can have different results. Think about how they can affect 
business decisions and the relationships. 

5 EI634 Watch the Conclusions section of the video and compare whatis said 
with your answers in Exercise 4, Do you agree? Why / Why not? 

Reflection 6 Think about the following questions. Then discuss your answers with a partner. 

1 Thinkof atime, inawark or socialsituation, when you had to decide whether to be open 
orto manage the truth, Which approach did you take and what happened as a result? 

2 Following this lesson, think of one thing you could do differently to manage such 

| situations more effectively in future. 

>62¢



6.3 D| communication skills: Transparency in business 

Functional Voicing and responding to concerns 

language 7, compiete the phrases from the video using the words i the bax. 
advocate confirmed entirely important light loud thought worry 

1 Thisinformation isn't but thinkyou should know 
2 Justthinking out here, but maybe we can benefit[from going into 

partnership. 
3 1ts to be open, so | want to let you know [what I've heard / about the 

latest developments / about the current situation]. 
4 tmnot sure at this stage / right now]. 
5 There might be [new issues / further dificulties / unexpected developments] that come 

o - 
6 Idontwantto you, but [ feel | have to tell you this 
7 Implaying devits here, but fm not sure that [would be a good idea / is 

advisable /| would recommend that] 
8 Itsjusta I could be wrang. 
B What other ways of voicing concerns can you think of? 

8 Match the questions (1-5) with the answers (a-e). 
1 Can we have the report on the project  a To be honest, not really. | don't think itll work 

results? b I'm concerned that they will not be able to 
2 When willyou have finished that task? keep up with demand. 
3 What do you thinkabout the new ¢ Imafraid | might not be able to. It's 

suppliers? complicated. 
[o— 4 Canyou give mea straight answer? d | can't say for certain, but t will be soon 
extra activities 5 Doyou like my idea? & No, I'msorry. It's not ready yet. 

9 Work in pairs. What would you suggest to the speaker in these situations? | 
Use two or three phrases from Exercise 7A. 

1 ‘te heard thatsome of 2t thinking of borrowing more 3 ‘mgoingtoleave myjoband go 
usaregoing to be made money to keep the business running travelling around the world." 
sedundant next month. until it starts making a profit” 

10A Workin pairs. You are colleagues and both 
have some concerns you want to raise. You 
also have some information that will be useful 
o your partner. Read your role cards and 
prepare for your discussions. Student A turn to 
page 126; Student B tun to page 132. 

8 Hold your informal conversations. Take 
turns to voice your concerns and respond to 
your partner's concerns, using phrases from 
Exercises 7 and 8. 

© When you have finished, discuss which 
phrases you found useful and what you 
found difficult during the conversations. 

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

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



6 4) BUSINESS SKILLS 
Sales and selling 

Learners can use a range of language to sell and promote products, 
Lesson outcome  [pensretor Yy 

Lead-in Work in pairs and discuss the questions. 
Doyou think the ability to sell s important for all professionals, or only for specialist 
salespeople? 
Doyouthinkyou are/ would be good atselling? Why / Why not? 
What do you see as the top three qualities of a good salesperson? Which s the most 
important? Why? 

Listening 2A %605 Luigi's company provides IT software services to small and medium-sized 
companies. He is at a local networking event and meets a potential new client. 
Caroline Macklin, who runs a tour business for English-speaking tourists. 
How does Luigi open the conversation? 
What knowledge of the potential customer does he show? 
What does Luigi explain as the specialism of his company? 
What does he say his company/'s solutions offer? 
4606 Listen toLuigi as he begins to promote and sell his services more strongly 
toCaroline. 

1 What does Caroline refer to as really useful”? 
How flexible does Luigi claim the software is? 
Caroline is worried about the complexity of the new software. How does Luigi deal with 
this concern? 
Whatis the cost of the product? 

What are the advantages and disadvantages of Luigi's approach to discussing costs? 

Functional Selling a product or service 

language 3, complete the phrases used by Luigi with the words in the box. 

benefit certain cost enable expertise medium price solution 

Introduce what your | We specialse in software solutions for smalland 
companysells " -sizedcompanies, 

Our? isin providing the correct support / creating 
solutions/ develping programs]. 

Explainhowthe | Oursolutions® you to manage and communicate 
product helps with clients more effectively 
clients Your business wil¢ whenyou can [track sales /send 

follow-up email]. 
The final® will depend on which solution you need. 
onthe side, I think we need to see what precise 
solutionyou need] 

Show personal I really believe ths s the perfect” forasmall 
convictioninthe | business like yours. 
product |am absolutely ® that [we have exactly what you 

need / you will be totally satisfied]. 



B Luigi manages the conversation with Caroline by asking lots of sales questions. 
Match the questions (1-6) with the sales skills (a-f). 

1 How does that sound? a Checkclientneeds 
2 S0, what would be a useful next step? b Requestfeedback on whatyousaid 
3 Are there any other questions | cananswer ¢ Explore possible blockersto asale 

right now? d Invite further questions from client 
4 s budget a major consideration for you? N 
5 S0, howabout fl come over,showyouthe ¢ propose nextsteps 

product..? 
6 Could this software be useful for you? 

C In pairs, take turns to sell these products and services to each other, using the 
phrases in Exercises 3A and 38. Give each other feedback after each conversation. 

+ atechnicalproduct (eg smartphone, car laptop)  + agreat place to eat 
e + amust-see holiday destination « anexcellent training course 
extraactivities + aclothing brand + asportsclub 

4A Workin pairs and read the information. Then |DEAL CUSTOMER PROFILE 
choose a product or service to promate - it could 
be something related to your current organisation or ;onal background: another product or service you know well. profeson 

jce: 
i e potential needs for your product/sen 
You are attending an industry networking event on behalf of 
Your organisation. The objective is to meet people, discover their — 
needs and promote your product orservice. Ideally, you willset Benefits o them of your P 
up further meetings with the people you meet to discuss needs 
and potential sales in more detail 

tjservice: 

" 
possible resistance to bUYINg YO 

product/service B In your pairs, use the template to prepare a short profile of the 
ideal customer for your product or service. 

afuture meeting: € Workwith another pair. Explain your products and swap your Availailty for 
customer profiles. Then take turns to be the salesperson and 
customer, and roleplay your sales conversations at the networking 
event. Try to achieve a positive response from the customer and 
an agreement to meet again. 

D When you have finished both roleplays, discuss what went well 
and what you found difficult in each conversation. What would 
you do differently in future? 

+ How successfully have you achieved the lesson outcame? Give yourselfa score. 
from 0 I need more practice) to 5 know this welD 

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



£ WRITING 
//},’/ Company newsletter 

Learers can wite an internal company newsletter giving news and describing Lesson outcome i 

Lead-in 1 Complete the newsletter with one preposition in each gap. 

% Salvador Fidalgo is our 'Hero of the month’ ' his work on our local community 

Hero of the month programme. He has formed and coached a football team - focalteenagers and 
the youngsters have done so wel that they have jut won a regional football compefiton. 
Salvador says he has had a very rewarding time working” these youngsters 
and, as a result he is going to start 2 second team. 
We encourage all staff participate in our programme, so you could become 
2 community hero, too. We are currently establishing a project o turn unused public spaces 
S useful community gardens where local residents can grow both vegetables 
and decorative plants, Therefore,ifyou are interested © gardening or just enjoy 
Working outside, please contact Human Resources immediately. 

‘We are going to run a competition next month 5o staff can suggest ideas other. 
projects we can be involved ¢ . Afabulous holiday i the prize 
the winning idea. What are you waiting ' ? 

Functional 2A Complete the sentences in the table with the correct form of the verbs in 

language brackets. Refer back to the newsletter in Exercise 1 if necessary. 

Recentnews | Salvador! (form)and, (coach)a football team 
Theyoung peaple (won) a regional competition 
He? (have) a rewarding time 

Currentnews | Salvador Fidalgo . (be) our Hero of the month 
We: (establish) a new garden-based project. 
Residentscan’_______(grow) vegetable and plants 

Futureplans | ..he’ (start)asecond team, 
Wes (run) a competition next manth. 

Where in the table in Exercise 2A would you place the following phrases? 

AschooLis being bultin South Africa. - Employees can now take advantage of extra discounts 
One of our new projects has been filmed for television.  Only eco-friendly products willbe sold 
Staff will have extra holiday for time spent on community work. 

Teacher's resources: Weintroduced a new holiday strategy two months ago. 
extra activities 
“The newsletter contains " & " " examplesof inking words € Lok at the table again and identify which tenses can be used for each category. 
for causes and results. 
6o to MyEnglishLab for = page 122 See Grammar reference: Linking words for causes and results 
optional grammar work =P page 116 See Pronunciation bank: Chunking, pausing and stress when reading aloud 

3A Workin pairs. Look at the notes for a newsletter on page 134. Classify them as recent 
news, current news or future plans. Think of a title for the newsletter. 

B Use the notes from Exercise 3 to write a newsletter of about 200 words. 

€ Exchange newsletters with your partner. Did your partner include all the information? 
Did your partner use appropriate tenses for each type of news? 

+ Houw successfully have you achieved the lesson outcome? Give yourself a score 
from Ol need more practice) to 5 1 know this well). 

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



Managing time 
I Lesson outcome: Learners an use  range of vocabulary 

| related to time management 

Smart work 
Lessan putcome: Learners can use adverbials and time 
‘expressions correctly. 

Communication skills: Dealing with urgency 
Lessan outcome; Learmers are aware of diferent ways to 
communicate urgericy and can sea fange of phiases for 
discussing priorities. 

Business skills: Difcutnegoriatons 
Lesson outcome: Learmers can use various strategies and 
pirasesfor dealing with diffcultes in negotiations. 

Writing: An email gving reasons 
Lesson outcame: Learners can write an email o colleagues. 
giving reasons for missing a deadline and outlining action 
required. 

Business workshop7: p100 | Review7: p110 Pronunciation: 7.2 tress i adverblals and time expressions 
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Video: Time management: 
Vocabulary: Managing time 
Project: The warking from iome debiate: 

Reading; Cutting overtime n Japan 
Grammar: Adverbials and time expressions 
Speaking: Are you good 3t managing tme? 

Video: Dealing with matters of urgency. 
Functional language: Discussing priorties 
Task: Following up on emails 

Listening: A difficult meeting 
Functional anguage: Dealing with iffcultes i negotiations 
Task: Dealing with difficult people at work 

Model text: An email offering 2n explanation 
Functionallanguage: Problem, reasons and required action 
‘Grammar: Prepositions of time: 
Taske Write an email to your boss about a problem 

7.4 ntonation when negotiating p117 
Grammar reference: p123
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7/ 
EETTT STt Learners can usea range of vocabulary related to time management. 

) Managing time 

Discuss these questions. 
How do you keep track of what you need to do? Do you use an electronic or paper 
calendar a list, etc? 
How do you plan what needs to be done when? Does ths always work? Why / Why not? 
How doyou prioritise the tasks you have to do every day? How do you deal with deadlines? 

4 Lookatthe four llustrations and answer these questions. 
+ How many of these time management methods have you tried? 
« How useful were they to you? 

Work with a partner. You are going to watch a video about time management. 
What do you know about time management in these situations? What do you 
think is unique to each situation? 
ontraditional factory assembly lines 
in modern warehouses used by orlline retailers 
in international projects and teams. 
for peoplewho wark reelance 

711 Watch the video and check your ideas. 

3 Watch the video again and match the sentence halves. 
1 With production targets and project a toallocate resources and set the goals for 

deadlines to meet, the team members 
2 Measuring and managing the time b isworlds away from the experience of 

spent on tasks, workers on Henry Ford's assembly lines. 
3 Mymainroleintheteamistoorganise ¢ effective time management s top concern. 

aschedule, d atthe beginning of the week 

4 .. whatreally helps me is making e good time management will continue to be 
ato-dolist essential to business profitability and to an 

5 Organising one's own timeasa freelance  individuals career success 
6 Butwhatever the role and whatever £ became part of a management approach 

theindustry, Known as Fordism. 

Tl 4 Workin pairs. What problems other than time can you imagine in planning projects 
extra actvites with people located all over the world? 

Vocabulary Managing time 

5 Complete the sentences to make verb + noun partnerships used in the video. 

allocate identify maximise measure schedule set take use | 

1 Henry Ford was one of the first people to time 
2 When managing time for a team, itis important to goals. 

3 Good time management s important in order o, efficiency. 
4 Department heads may have to jobs that need to be done by staff. 
5 Teamleadersareoftenthe peoplewho ______resources 
6 Officeworkers today have to key priorities 
7 Some people preferto digital calendars, 
8 Freelancers need to stay focused and shouldn't abreak until they have 

finished a certain amount of work. 



7.1 © Managing time 

6 Read the definitions and complete the expressions with ‘time in the puzzle. 
When complete, you will reveal a common saying in the purple boxes. 

oE 1 when you dothings at the correet time or arranged time 
= when you deal with things separately (one ater the other) orin separate: 

— | groupsofthree, ten,etc. 
when you do things 5o that they happen together 
plan so that you have time availabe for something. 
ime you spend on your job n aditon to your normal working hours 
spend time doing something thatis ot useful and has no result 
wehen you do something before it is necessary 
when you have 10 more time available to do something 
s time oing a partcular thing or pass time in a particular place 
when you do something earlier than the time when it should be done 
when you do something after something else has aiready happened 
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7 Match the sentence halves so that the words in bold are used correctly. 
1 Team managers have to allocate a oftime so that we could get started 
2 We had until the end of the month for the implementing the first steps. 
project but we were glad tofinishahead b efficiency so that the factory can 

3 Animportant part of time management is produce as much as possible. 
the ability o identify © atimeor he starts tofeel sressed. 

4 Production managers organise theworkon  d resources so that they will be used 
the assembly line n order to maximise efficiently. 

Teacher's resources: 5 Heis the type of person who needsto do & key priorities so that they can be dealt extra activties one thing at with first 

8 Decide with a partner if these statements are true or false for you. 

I stilstudying and haven't started work yet. Ihave experience at work of managing my own time. 
1 Setting goals for yourself that need to be finished before you } 1 Whenyou work rom home, you need to maximise 

take a break is mportant when you study on your own. efficiency and manage your time. 
2 Itis not 2 good idea to waste time socialising at university | 2 Using internet access, a laptop or a smartphone and 

because s btter to concentate on geting yourwork done. || 2 digitalcalender,you can work from anyhere. 

P PROJECT: The working from home debate 

9A Workin groups. You warkin a centrally located « Prepare arquments for or against working at home. Give 
office. The company needs to cut costs. Debate this reasons and examples. Consider these points. 
management proposal, using the steps below. o e 
“We propose moving to a smaller office further from the. distractions - collaboration  commuting flexibility 
centre and having at least halfour staff work from home Socialising  space forhome office the environment 

Group A: You are members of staffand are FORTHE + Prepare any counter arguments you anticipate the other 
MOVE You ke the idea of working from home and team will make - 
feel that you can make use of the time saved by not A Flwiorkat home, | can plan my day more easily I can spend. 
commuting time with my family buit also choose when | work, {will be 

i J able tosave s lot of time as | won't have to travel. 
B: Peaple may save time by not commuting, but there could 

Group B: You are tear leaders and are AGAINST be more distractions at home. 
THE MOVE. You find it helpful when colleagues can . 
collaborate and feelsocial aspects help team building. B Debate in groups or as a class. Then vote individually - for oragainst the proposal. 

-« How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0(I need more practice)to’5 (i know this well 

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

Lead-in 1 

Now
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doyou think they play in time management? 

Leaners can use adverbials and time expressions correctly 

Workin pairs or small groups. Discuss these questions. 
Doyou find it difficult to complete what you need to do on time? Why / Why not? 

How do you decide what to do frst? Do you have or use a system? 
Do youhave any tips you can share? 

Look at the phrases in the box and discuss them in your pairs or groups. What role 

lengthy meetings 
administrative work  excessive overtime  increased workloads. 

workefficently 

Reading 3A Workiin pairs. Read the title and subtitle of the article. What do you think the article 
will be about and what suggestions do you think might be made by the author? 

VN
 
o
n
s
w
n
m
d
 

o 

Teacher's resources: 
extraactivities 

Tokyo - Recruit Staffing is trying out 
‘methods to cut down on excessive 

overtime. 

Stick to the plan 

Tatsuya Ito, a 23-year-old salesman 
in Tokyo, placed a small green sign 
on his computer upon returning from 
a sales call, announcing to his 
colleagues that he was leaving in 
afew hours. Such color-coded 
markers pop up across the office on a 
daily basis ~ in addition to the green 
7 p.m. sign, there is blue for 6, yellow 
for 8 and red for 9 p.m. at the latest. 

‘These are the work of Taisuke. 
Shogetsu, the 49-year-old boss. The 
Sales tearn almost never spends their 
day in the office but returns in the 
evening to take care of administrative 
work. Each member sets his or her 
marker based on how much needs to 
be done. 

Cutting overtime in Japan - 
one company's efforts 
Workers set quitting-time targets to encourage efficiency 

2 

» 

‘Workers are not punished for 
‘missing their quitting-time targets. 
At first though, people did not ke the. 
‘plan, saying that they could not finish. 
by the target time. But the targets have 
‘helped employees to work more 
effciently and staff hardly ever stay 
past 6 or 7 p.m. 

The team also limits the time each 
employee may speak at status update 
‘meetings and keeps company dinners 
short. 

“It's important to reduce what 
needs to be done and be aware of the 
time work takes, Shogetsu said. This 
‘philosophy has paid off: productivity 
at this Tokyo division climbed 4.5% 
in 2015, 

Testing solutions 
‘These efforts are part of Reeruit 
Staffings ‘smart work' program, begun 
in February 2013, After the 2008 

Read the article again and complete the sentences. 
Tatsuya o set his quitting marker'for 

Read the article quickly and check your predictions in Exercise 3A. 

in the evening. 

s 

» 

s 

People decide what time their target for stopping work for the day should be by. 
Although quitting-time targets were not popular at fist, stafffind they work 
Making saff aware of how long they need to do tasks,resulted in an 
Aiter the global financial crisis in 2008, management began to hold 
The efforts made across the company have helped to 

Work with a partner. Discuss the ideas for managing time in the article, Which 
would be helpful to you? How would these warkin your own situation? 

‘global financial crisis, Recruit Staffing 
employees' workloads increased, 
encouraging management to find ways 
touse time more efficiently. 

Information sessions were held for 
staff and Recruit has recently begun 
changing how time is managed. Some 
of the ideas include requiring workers 
to report late-night hours, seiting 
strict limits on number of hours 
worked, and asking for ideas about 
how to ut lengthy meetings. These 
company-wide efforts have helped 
reduce the average length of the 
workday. 

‘Going forward, we aim to make 
the program about improving 
customer service, in addition to 
shortening working hours and 
improving efficiency, an offcial said.



7.2 D| Smartwork 

Grammar  Adverbials and time expressions 

6 Lookat the adverbials below. In which position (a-e) would you place the two 
Different adverbs of underlined adverbials in the article? 
frequency and time phrases 
appear in different places in O] © (e 
sentences. For example: o —— e Y som 
- - always - frequently often from time o time: rarely - never 
Usasatly they finish their work + normally + nowandthen - seldom 
by Friday afternoon. * usually « occasionally 

(beginning) 
She sometimes works over 
Junch. (mid-position, ie. 

7 Lok at the time expressions in bold in the article and match them with their 
meanings. Which refer to the past and which to the future? 

between subject and verb or 1 usedto talk about the beginning of a 3 notlongago 
after be or auxiliary verb) sitwation, especially when itis ifferent now 4 5t a particular time from now 
She does administrative work 2 o later than the time mentioned 
from time to time. (end) 
SR - - 8 Match the expressions using ‘day’ (1-3) with their meanings (a-c). Find an 
etk the Gramar expression in the article to replace ‘every day” in sentence 3. Where can these 
reference for more details expressions come in sentences? 

about the position of these 1 Many of us sit at our computers all day a onanunspecified day 
words and punctuation. 2 You can come by to see me any day. b from Monday to Friday/Sunday 

3 Staff members putinmany hourseveryday. ¢ from morning till evening 

= page 123 See Grammar reference: Adverbials and time expressions 

9 put the word or phrase in brackets into an appropriate position in the sentence. 
Where there are two, do not change the order. 
They leave the office before 7 pm. (almost never) 
He goes to visit customers. ffrom time to time) 
We take clients out for dinner. foccasionally) 
They didn't like the idea, but now they think it is an excellent one.  (at first) 
You can find me at work from Monday to Thursday, but remember w

o
a
w
 
N
 

I don‘t wark on Fridays. (any day, normally) 
6 We should have more information. (inafew days) 
7 Because meetings last about three hours, they have started to 

lookinto making them shorter. (usually,recently) Teacher's resources: 
] =) page 117 See Pronunciation bank: Stress in adverbials and time expressions 

Speaking 10 workin pairs. Ask and answer these questions. Is your partner good at managing 
his/her time? Ask follow-up questions to get more information. 

1 Do you usuallysay ‘yes' to everything? 

2 Doyou often put tasks off until you feel ike doing them? 
3 Do you feel overwhelmed at first when you are given a deadline for a new project but 

then realise that you just need to work step-by:step? 
4 Doyou always make sure that everything you do s perfect no matter how long it takes? 

Doyou almost never deal with a task until itis a crisis? 
6 Doyou put off what you need to do on a daily basis because you work best under 

pressure? 
7 Doyoufind that you rarely judge correctly how long a task will take? 
8 Doyou have a plan or routine that you follow every day? 

How do you feel when you... 7 
What would you need to manage your time better? 

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

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



COMMUNICATION SKILLS 

73> Dealing with urgency 

Learners are aware of different ways to communicate urgency and can use 
Lo LU e of phrases for discussing proiites. 

LA Discussin pairs. How quickly should you respond to an email that is asking for 
| information? How might your usual response time cause you problems when 
I working in teams? 

What would you say in each of these situations? 
“Why haven't | heard back from you yet? | emailed you yesterday 
“You responded atnight last time, so | assumed you always check your emails then.” 
“Don'tjust call me to follow up on an email without checking my availabilty first” w
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VIDEO 2 731 Watchas Sanjit shares some concerns with Katie. 
1 What information has Sanjit found out about their distributor? 

2 Whatis Sanjit surprised by? 
3 Whatthree options does Katie suggest to Sanjit? 

3A Insmall groups, discuss which is the best approach (Option A or B) for Sanjit to 
use when following up with Emma. Give reasons for your answers. As a class, 
decide which video to watch first. 
Option A - Low pressure: send a friendly email reminder to check when you might 

| beable to geta response. 
l Option B~ High pressure with urgency: call the other person to confirm that they 
| gotyour email, ask why there hasn't been a response yet, and ask for the information 
I you need. 

; Go to MyEnglishLab for 
| extra video activities. 

B Watch the videos in the sequence the class has decided, and answer 
| the questions for each video. 
i optionA BI732 1 Whydid Katie recommend an email rather than a call? 

What does Katie mean by Go Global’ different perspective? 
How does Emma respond? What do you think of her response? 

2 
2 
3 

optionB B723 1 How quickly did Sanjt expect to hear back from Emma and why? 
2 How does Emma feel when she hears this and how does she respond? 
3 Does Sanjit get the information he wanted? 
& Why doyou think Sanjit and Emma are frustrated with each other during the call? 

4 Work in small groups. What tips can you think of for dealing with urgency 
and timeliness? 

5 E734 Watch the Conclusions section of the video and compare what is said 
with your answers in Exercise 4. Do you agree? Why / Why not? 

Reflection 6 Thinkabout the following questions. Then discuss your answers with a partner. 
1 How doyou feel ifyou don't receive a response from someane whenyou expect to? 
2 Areyou awiare of your own approach o response times and how that might afect others? 
3 Decide on one thing you can do to deal more effectively with requesting urgent 

information and responding to urgent requests. 

>72¢



7.3 | communication skills: Dealing with urgency mEED 

Functional Discussing priorities 

language 7, compiere the phrases from the video using the words in the box. 

information  overloaded prioritise respond response  sorry 

Defining Please? this (s urgent / It can't be delayed any further] 
priorities 
Requestingan | |needa’ [by tomorrow morning /by the end of the day / as 
wpdate:high | soon as possible (ASAF). by (thel close of business (COB) /by (thel end of | 
priority play (EOP) 
Requestingan | When do you think you'll be able to [get back to me /et me know  give 
update:low | me a definite answerl? 
priority Let me know when you'll get a chance to [send me the . ’ 

write up the report / give me your feedback), 

Responding | m* for not [getting back to you earler / returning your call. 
| sooner]. | 

tms [atthe moment /right now]. 
Can| get back to you [ronight / by the end of the day / by tomorraw 
afternoon]? 
e [seen your mail/ got your messageland wills______by 

| tomrrow morning. 

Where in the table in Exercise 7A would you place the following phrases? 
That's a lower priority - the deadline s til a few weeks away. 
min meetings this morning, but L send you an update when | get back to my desk 
Canyou update s on progress] s so0n as possible? We were expecting delivery yesterday. 
We need to make this our top priority or we'll miss the deadline. 
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Workin pairs and read the scenarios. Decide if each one s high or low priority. 
Take turns to call your partner to follow up on the situations. 
Scenario 1: You are waiting for a report which s due from a colleague tomorrow. You 
haven't heard from them since last week and have had no response to a reminder email 
You sent two days ago. 

Teacher's resources: Scenario 2: You were expecting to have next week's schedule by this morning so that you 
extraactivities couldinform your team. You haven't received anything and it's now 2 p.m. on Friday. 

9A Workin pairs. You are going to follow up on emails that your 
partner has not responded to. Read your role cards and prepare for 
your discussions: Student A turn to page 129, Student B turn to 
page 132 

B Inyour pairs, add any details you want to about the 
situations to make them mre realistic for you. Then 
roleplay the two calls. 

C Atthe end, discuss what you found easy and difficult 
about discussing your priorities. Which phrases from 
Exercise 7 did you find useful? 

+ How successully have you achieved the lesson outcome? Give yourselfa score 
from 0 I need more practice) to 5 (| know this well). 

Self-assessment  IYASS My Self-assessmentin MyEnglishLab to reflect on what you have learnt



74) BUSINESS SKILL 
. Difficult negotiations 

Learners can use various strategies and phrases for dealing with difficulties 
t Y Lesson outcome i aeasietians 

Lead-in L Workin pairs. Read the text about negotiating dimensions and discuss the questions. 

Dimensions for negotiating success 

o be successful in negotiations that everyone feels committed to, negotiators 
must prepare for the following dimensions. 

PEOPLE  ©3 the people involved, who they are and how they want to be treated 

CONTENT 3> the things you are talking about, e.g. time, money, resources, etc. 

PROCESS ©3> the procedure you use; the way it is done 

STRATEGY £ the best approach to take in each specific negotiation stage, and in 
the overall negotiation 

1 Whydo we need to prepareall four dimensions? Talk about each one. 
2 Why do we sometimes see people as difficult when negotiating? 
3 Why might peaple sometimes see you as difficult when trying to reach agreement? 

Listening 2A #701 Listen toameeting in which Haruk, the team leader, tells one of his 
team members, Javier, that he needs to temporarily work in Japan. 
Why does Haruki need Javier to go to Japan? 

Does Javier want to go? 
Inwhatway(s)do you think Javier's behaviour was difficult”? 
How might Haruki have managed the conversation better? 

@702 Later on, Haruki talks to Javier again. Listen and answer the questions. 

Why does Javier say thereisno point in talking? 
What usually causes delays? 
Do they agree about Mia's and Julio's experience? 
What plans has Javier already made? 
What does Javier think will make things difficutt for him? 
4703 Listen to the final part of the conversation. Match the sentence halves 
10 show how Haruki uses the negotiating dimensions to manage the situation. 

People: He asks for Javier's a understanding of some points 
Content: He tries to clarify his b open tosuggestions for finding a solution. 
Strategy: Heshaws himselftobe ¢ decision which works for both of them. 
Process: He ends with a clear d overall opinion. 

Complete the four tips for managing difficulties in negotiations, using the 
words in the box, Which of these things did Haruki do? 

| check process remain set take 

control 
your understanding 
aframework for communication / define the. 
open 



7.4 >| Business skills: Difficult negotiations 

Functional Dealing with difficulties in negotiations 

language g4, yaech these phrases from the recardings in Exercise 2 with the categories a-e. 
1 Iknow we're both on the same wavelength about their [experience / ability / skills / 

conficence] 
2 Inotherwords, you don't want to [send either of them / take the risk / give them too 

3 checkyour much responsibility) 
understanding 3 Ithinkwe [can both agree / both have the opinionl that ... 

b Referto common 4 Sowhat you're saying i [you definitely worrt go /you don' ke the idea] 
understanding 5 How [about / would you feel ifl we postpone your departure for a few days? 

© Acknowledge the 6 [From your point of view / I your opinion], it should take around a month of local 
other person's. support. Right? 
Ll 7 We're going to have to go the extra mile to [get finished on time / meet the deadline / d Make suggestions / get the shipment out] 
Bepositye —— 8 lunderstand your position, and reluctance, a bit more now. 

& S‘tf“mf‘l 9 Thisis agood thing that [can lead to more opportunities / we can all learn from / will 
action —— open doors]. 

10 What that means exactly i that [| need you to go to Japan / we need to make this 
a priority /you have to take charge of the project / we are under-resourced / we need 
to develop new workflows]. 

B How could you respond to these statements positively without seeming 
aggressive? Use phrases from Exercise 4A to help you. 

1 Why can't Mia or Julio go? (Refer to common understanding) 
I think we can both agree that you're more experienced. 

2 Ican'tgo because | can't speak Japanese. (Acknowledge the other person's perspective 
and state necessary action) 

3 I'mnotgoing for two months. That's too long. (Acknowledige the other person's 
perspective and ask a question) 

4 We've never done it that way before. (Make suggestions / Be positive) 
5 1don'tthink itll work like that. Check your understanding) 
6 That'sabad idea. (Check your understanding) 

Teacher’s resources: 
extraactivities < page 117 See Pronunciation bank Intanation when negotiating 

5A Workin groups of three and read the scenarios. 
You are going to discuss each scenario to practise 
dealing with people you may feel are difficult. One 
person will be an observer for each discussion. 

Scenario 1 You (A and B)are colleagues working in the 
marketing department It's very busy because the new website 
s launching atthe end of the month 
Scenario 2 You (A and O are n the same team meeting every 
Monday moning. These meetings are not usually very productive 
Scenario 3 You (Band C) are colleagues i the same department B was 

| recently promoted to become the team leader. 

B Read your role cards and prepare: Student A turn to page 130, Student B 
tum to page 132, Student C turn to page 134. When you are the observer, make 
notes on how the discussion is managed and which phrases are used. 

C Roleplay the three discussions. After each discussion, discuss what went well and 
what you can improve before rotating roles and moving on to the next scenario. 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 I need more practice)to’5 t know this well) 

+ G0 to MySelf-assessmentin MyEnglishLab to reflect on what you have learnt. 
Self-assessment 



WRITING _{mimmmO ) 

///// An email giving reasons 

Learners can write an email to colleagues giving reasons for missing a deadline. 
and outlining action required. Lesson outcome 

Lead-in 1 Read the email and find the extra word in each line. Then compare in pairs. 

Subject: Vidoo for procuet lounch EErmEEED 

Hi Jake, 
o I'm really sorry to tell to you but, due to unforeseen circumstances, we've hit a | 
1 big problem completing the video which for your product launch. 
2 At breakfast time this morning there was a major electrical failure in where we 
3 are filming and sorme of equipment was damaged during the huge power surge. 
«+ Apparently, the electricity could be off for several more days so it's not highly 
5 likely that we'll be at least for three days behind schedule even (f we get back | 
o 
7 
s 
9 

to work on tomorrow, which is really worrying for everyone concerned, | therefore. | 
propose that we travel to another location to complete the filming. If we will do 
this, there'll only be a 3-day delay. The background scenery it won't be exactly | 
as planned, but this means that the video will be very ready for the launch. 

10 | apologise for any inconvenience have caused, but assure you that the video will 
11 be ready by next Friday at latest, providing you can accept the location change. 

Functional 2 Complete the table using the words in the box. 
language anguag arisen because caused efforts failure it latest main re-assess 

solve sorry therefore unforeseen unfortunately 

Introducing a problem Explaining a reason Outlining required action 
Imrealy’______totell | Therewasamajor electrical | [*______proposethat 
you that we've” 3| inthe town, wetravel ... 

big problem. 

3 iwon'tbeable | Thereisadelay Il have the job completed by 
tomeet the deadlinedueto | ofastrikein the factory. Friday 2 
. circumstances. 
Despite our best*. . | he problem was We may need to . 

Teacher’s resources: we are sorry to inform you 9 bylatedeliveries | the schedule. 

extra activities that... from suppliers 

The email contains Unexpected problems have | The . reasonfor | Extrastaff areneeded to 
examples of prepositions ‘. withyour order. | the delay is - the problem. 
of time. Go to 
MyEnglishLab for optional 
grammar work. =P page 124 See Grammar reference: Prepositions of time 

3A Workin pairs. Look at the problems, reasons and actions on page 130. Match each 
problem with a reason and action and think about what phrases you could use to 
explain these. 

B Look at the notes on page 129 and write an email of about 200 words to your boss 

about the situation. 

€ Exchange emails with your partner. Did your partner present the problems clearly, 
then give explanations and finally propose suitable action? 

+ How successfully have you achieved the lesson outcome?: Give yourself a score 

1 from 0(i need more practice) to 5 (| know this well). 

LRI | G oy Self-assessmentin MyEnglishlab o reflect on What you have learnt. 



> ‘The secret of 
change is to focus all 
your energy, not on 
fighting the old, but 
on building the new.” 
Sacrates, Greek philosopher 

nit overview 

(Ji. Change at Brompton Bikes 
Lesson autcome: Students can use a range of vocabulary 
related ta change management. 

Managing change 
Lesson outcome: Learners can nderstand and use reporting 
verbs and reported speech 

Communication skills: Coaching and mentoring 
Lessan outcome: Learners are aware of diferent approaches 
o supporting colleagues and can use a range of phrases for 
coaching and mentoring. 

Business skills: Brainstorming 
Lesson autcome: Learners an use s range ofstategies and. 
phrasesfor eading brainstorming sessions. 

Writing: Press elease 
Lesson outcome: Learners can organise information and use 
3ppropriate Structures to write.a press release 

Review Business workshop 8 p102 : p111 Pronunciations 8.2 /s, /2l /f./f/and /ds/ 

Video: Brompton Blkes 
Vocabulary: Change management 
Project: Adaptability quiz 

Listening: Diffcultdecisions and changes 
‘Grammar: Reportin speech and reporting verbs 
Speaking and writing: elling and reporting astory 

Video: Discussing future options 
Functional anguage: Coaching and mentoring 
Taske The GROW model 

Listening: A brainstorming meeting 
Functional language: Leading a brinstorming sesson 
Task: Brainstorming i small groups 

Modeltext: A press release 
Functionallanguage: Useful phrases for apress release. 
Grammar: Passive voice with reporting verbs 
Task: Write apress release: 

Grammar reference: p124 
84 Voicerange p117 
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sl ) Change at Brompton Bikes 

Lesson outcome Students can use a range of vocabulary related to change management. 

Lead-in 1 Discuss these questions. 

1 What are /would be the risks and the benefits of cycling to your place of work or study? 
2 ifyour company/ organisation changed location, where would you like t to be? Think 

of arealistic location and give reasons for your answer. 
3 How would this change in location affect members of staff and customers / visitors? 

VIDEO 2A Ea11 Lookatthe photo. Why do you think Brompton bikes might be unusuat? 

Watch the video from 0:00 to 0:39 to check your answer. 

Watch the rest of the video on managing change at Brompton and answer 
the questions. 
Why did the company need to move location? 

How successful was the move from the company’s poin of view? 
How happy are the staff with the change? 

Watch the video again from 0:00 to 0:26 and complete what the presenter says. 

Changeisa’ for everyone, whether it's 
starting school or college, . or beginninga 
: 
Companies also the need to change. It may be to 
A ,increase profits, or to ®_ new 

regulations. Whatever the reason, change can bring andrisk, soitneeds 
very®. 

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

1 Japan, East Asia and Europe are the main importers of Brompton bikes. 

2 There are now almost 240 members of staff. 
3 According to Greg Smith, the biggest risk was losing experienced staff. 
4 Before the move, it took Tommy half an hour to get to work by underground or 45 minutes 

tocycle 
Management didn't consult staff before they moved. 
The move happened in two stages: befare Christmas 2015 and then in January 2016. 

[ 

6 
7 Tommy thinks the new site has more light and better views. 

5 Teacher's resources: 
extra activities 

Workin pairs, How easily would you adapt to a change in location of your usual 
place of work or study? 

Vocabulary Change management 

BA Match the sentence halves from the video. 

1 Inorder to keep growing, the companywould  a  informed us about the move. 

2 One of the main tasks was to weigh up b itwas avery quickand efficient process. 

3 | was quite apprehensive atfirst,when the ¢ enormously asa result. 
company first d with all our staff. 

4 Wemade sure we consulted & have tomove toa much larger ite 
5 When the company actually moved ¥ the risks and benefits of ifferent 

& 1am coping well now locations 
7 People really have adapted well g tothis new location. 

8 The morale of the staff has improved h with the journey time. 

B Workin pairs. Discuss the meaning of the words in bold in Exercise 6. How do 
they relate to change management? 
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8.1 © change at Brompton Bikes 

7 Look at the diagram about change management. Complete the words by adding 
the missing vowels. 

1pi_n 5 impl_m_nt 
2 c_mm_n_c_t_ CHANGE 6 impr_v_ 
3t _mw_rk MANAGEMENT 7 | 

4 eng_g_ 8 s_cc_ss 

8 Complete the tips for dealing with change using the correct form of the words 
in capitals. 

Why change? 
1 Being flexible and knowing how to 1o change s essential in order for 

‘organisations and people to keep growing and stay ahead of the competition. (ADAPTABLE) 
2 Organisationsoften _______ change to improve 

(IMPLEMENTATION / EFFICIENT) 
3 Whatever the reason, change can bring about. and Increase. 

profits. (SUCCESS / IMPROVE) 

4 However, if there is a lack of and communication on the part of management, 
this may cause concern, _________ and uncertainty among staff. (PLAN / APPREHENSIVE) 

5 itsimportant to upall the and benefits of any potential 
changes. (WEIGHT / RISKY) 

9 Tell your partner about a time when you, or someone you know, resisted 
extra activities change. What happened? What should you/they have done differently? 

P ¥ PROJECT: Adaptability quiz 

10 Do the quiz, "How adaptable are you? on page 135. Ask 
and answer the questions in pairs and discuss what you 
think your answers say about you. 

11A Lookatthe A’ answers i the quiz. What type of person 
would choose those? Why? Read the text ‘Mostly A’ on 
page 131. Do you agree with the description? 

B Now workina group of four which has two sub pais. 
One pair writes a description for ‘Mostly Bs' and the 
other writes a description for ‘Mostly Cs'. Refer to the 
description for ‘Mostly A" and write about 100 words. 
Your answers suggest that you can sometimes be 100 
You often feel you 
To change things in your life, start with 12A workin pairs again. Write 2-3 more questions for 
It might be helpful to the quiz, making sure that the answers correspond 

€ Inyour group of four, compare your descriptions for 10 e oot ety AR S desaiption. 
personality types B and C. Do you think the other pair’s B Testthe questions from Exercise 10 and your 
description s accurate? questions from Exercise 12A on another partner. 

Do they agree with the personality type? 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (I need more practice)to’5 1 know this well) 

RLRE Sl . o o1 Selfassessmentin yEnglshiab o refecton what you have learnt. n 
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Lesson outcome 

Lead-in 

Learmers can understand and use reporting verbs and reported speech. 

1 Workin pairs. How do you tend to respond to change? What sorts of changes 
would be the most and Least disruptive for you? Use ideas from the box. 

buyinga flavhouse changing departments  dropping out of university 
graduating last minute changes leaving home ~ setting up a business 

Listening 2A 4501 Listen to Igor talking about making a tough decision about his choice 

Teacher's resources: 
extra activities 

Grammar 

of degree. What were his options? 
4802 Listen to Igor’s decision. What did he do and was it a change for 
the better? 

#0803 Listen to four more people talking about changes in their working lives. 
Make notes and answer the questions for each speaker. 
What was the change? 
How did he/she feel about or cope with the change? 
Wasita change for the better, or did it make things worse? 

Listen again and choose the correct option. 
Ethan's boss wasn't replaced, although his company had said thatit would be 
a asmooth transition. 

b adificult timefor ashort period. 
¢ aperiod of uncertainty. 

2 Pranalisays she's quite good at adapting and is aln) 
a anious person 
b flexible person 
¢ courageous person. 

3 Boon Tek says the new location is 
a faraway on theotherside of the city 
b inamodern building but with few windows 
© very remote, although there s more space. 

4 Leticia's husband suggested going back to work because 
a she missed her colleagues. 
b herfriends were stillworking. 
¢ itwasdifficult living with her 

5 Workin pairs. How would you feel about the changes if you were in the same 
position as the speakers? 

Reported speech and reporting verbs 

6 Complete the sentences with the correct form of the words in brackets. There may 
be more than one possible answer. 

1 Ethansaidthathe _______(notlike) changes becausethey _______ (makelhim 
ankious 

2 Pranalitold us thatshe. (lose) herjob and that it (be)a major 
change forherasit (come) at a bad time 

3 Boon Tek said that once they were settled in the new Laboratories, he (be 
able to) appreciate they (be) actually better off than before 

4 Leticiatold usshe (look forward to early retirement but that she 
(miss) working, so she retrained. She told her colleaguesshe____(give taichi 
classes at her former company.



8.2 D| Managing change 

7 Identify the reparting verbs in these sentences about change. 
1 My parents advised me to follow my passion. 
2 Management insisted that the change of software was necessary. 
3 The client hasjust confirmed they won'tbe able to attend the meeting, 
4 The supplier informed us that they would put up their prices. 
5 Students complained that the new tables and chairs weren't comfortable. 
6 My colleague suggests that | change departmens. 
7 My teacher suggested studying business administration 
8 She promised to send me the relocation plan by next Monday. 
9 They'd promised us that the changes wouldrt take place until next year. 

10 He promised that he would't make the same mistake again. 
B Match the reporting verbs in Exercise 7A with the structures (a-e). Some verbs 

have more than one possible structure. 
a verb (that) + clause d verb + someone (that) + clause 
b verb+-ing & verb + someone + to-+ infnitive 
© verb+ to~infinitive 

=P page 124 See Grammar reference: Reported speech and reporting verbs 
=P page 117 See Pronunciation bank:/s/, 2/, f/, A/ and /d3/ 

BA Workin pairs. Look at the sentences. Who do you think said these things? 

abrotherorsister aclassmate alawyer anew workcolleague aparent 
atechnician an administrator anemployee management 

“Ididn't touch your tablet: You always blame me for everything! 
*How about helping me move these desks so that we can workin a group?” 
“Don‘tworry, 'l send you Last montr'sfigures next Monday, first thing.” 
“fmsorry, but you need to send me a copy of your passport with your application. | car't 
process it without” 

5 ‘We're phoning to et you know that we'l be installing the new equipment tomorrow at 
8.30am. Could you make sure that you will be in at that time?” 

6 ‘¥m really sorry | used your coffee cup. It won't happen again®” 

a
w
N
 e
 

B Rewrite the sentences in Exercise 8A using a suitable reporting verb from 
Exercise 7. Remember you don't have to report every single word and you will Teacher's resources: need to change some of the pronouns and time expressions. 

SOaciikies My brother complained that | always blamed hirm for everything. 

Speaking 9A You are going to describe a time when you experienced a major change at. 
and writing work, in your studies or in your personal life. Prepare what you are going to say 

before you start. 
1 Wereyou given any advice? What suggestions did your family and friends make? 
2 What helped you most/least with the change? 
3 How didyou feel before and after? i 
4 Thinking about it again, was the change a good thing? Why / Why not? 
B Workin pairs and tell each other about the change. Take notes while you listen. 

10A work with a new partner. In your own words, retell the story your partner told 
you. Use reporting verbs and reported speech. 

B Write up the story your partner told you in Exercise 98, using at least six 
reporting verbs. Write 150-180 wards. 

-+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 0 (1 need more practice) to 5 (1 know this well. 

Rl - o toMy Selassessmentin MyEnglshLabtorelect on whatyou have learnt. 



COMMUNICATION SKILLS 

83) Coaching and mentoring 

Learners are aware of different approaches to supporting colleagues and can use 

LCRLCRICLE e of phrases for coaching and mentoring. 

Lead-in 1A in pairs, read the definitions of coaching and mentoring and discuss the questions. 

rtnidling. artnering with clients n 2 process that makes them | Mentaring: providing 
I think creatively and inspires them to maximise their personal wiisdom and quidance 
I and professional potential. Coaching does not include advising | | - basedon personal. 
| | or counselling, and focuses instead on individuals or groups expertise and experience. 

‘ setting and reaching their own objectives. 

1 Inyour own words, whatisthe difference between coaching and mentoring? 
2 Have you ever been coached or had a mentor? How was the experience? 
3 Have you ever coached or mentored others? How was the experience? 

B Do these situations refer to coaching or mentoring? 
1 Advising afriend on how they can solve a problem they have 
2 Asking questions about why someonefeels they can't do something 
3 Telling someone how they can address an issue at work based on your experience. 
4 Brainstorming options for someones next professional development teps. 

VIDEO 2 E831 WatchasSanjit prepares to discuss future projects with Katie. 

1 What does Sanjit want Katie to do next? 

2 Whatare is concerns? 
3 What does Katie think Sanjit wants to talk about? 
4 How does she feel about this? 

34 In small groups, discuss which is the best approach (Option A or B for Sanjitto use 
iin his conversation with Katie. Give reasons for your answers. As a class, decide 
which video to watch first. 

E::;ms:sfl m':: ;‘” ‘Option A - Be directive (a more mentoring style): Be directand advise Katie onwhat to do. 

Option B - Be non-directive (a more coaching style): Be less direct with the advice and 
ask questions, 

optionA 822 B Watch the videos in the sequence the class has decided, and answer the 

options [ 523 questions for Options A and B. In some cases both options are correct. 

Inwhich option does: A8 
Sanjt talk about the benefits of the new role? 
‘Sanjit express confidence Katie will do wellin the new role? 
Katie voice concerns? 
Sanjitoffer advice? 
Sanjt Usten and take time for Katies objections? 
Katie come up with solutions? 1 al

n]
al
w]
n]
- 

4 Think about the approaches Sanjit used in the videas and answer the questions. 
1 How does Katlefeel at the end of each meeting about 

a thenewrole? b communication with Sanit? 
| 2 Whatdoyou think might happen as a result of each meeting, both positive and negative? 

| 5 Ee34 Watch the Conclusions section of the video and compare what is said 

i with your answers in Exercise 4. Do you agree? Why / Why not? 

Reflection 6 Think about the following questions. Then discuss your answer with a partner. 

1 When supporting colleagues, do you ask questions or give opinions more? 

2 How flexible are you with your style and are you aware of the impact that different 
approaches can have? 
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8.3 D communication skills: Coaching and mentoring 

Functional Coaching and mentoring 

language 7, complete the phrasesfrom thevideo using the words n the box. 

approach feel make should (@) tell were 

Coaching | What areyour (options / goals/ concerns)? 
How would you ' about the idea ofa fresh challenge / going abroad 
for awhile / shadowing a colleague for a week]? 
How do you think you could best - achievel this? 
Do you thinkyou. Iget some further training / look at other optionsl? 
Have you considered doing some research / applying for this olel? 
leants Youwhat to do, but I can help you decide. 

Mentoring | You® get[some further training / more details] 
You need to® adecision /your mind up] about ths soon 

I thinkit would be best for you o [wait awhile / think about i1 
i you, 4 [tzke this opportunity / ask for al resources). 

B Complete the dialogue using the words and phrases in the box. 
considered goodides mindup opportunity options sume 

A: Thanks for your . Simone. What should | do next? 
B:What?_______ doyouhave asanextstep? 
A: Well m ot sure. What would you do if you were me? 
B: Iflwereyou, Id takethis® 
A: OK.S0if | do that, what should | do first? 

B: Haveyou', enrolling on a course? 
A:Thatcouldbea® _____Ithink 
B: I think you need to make your ¢ aboutthis soan. 

ik X 8 Workin pairs. One of you s the coach and one is the coachee. The coachee wants 
i il to change departments at work but isn't sure how to do it, or if it's a good idea. 

= ‘The coach should ask questions and give advice using phrases from Exercise 7. 

9A Individually, think of a problem or challenge you are currently facing and would 
be happy to discuss in a group. 

B Now workin groups of three and discuss your challenges using the GROW model 
below. Rotate the roles three times so each person gets to play each role. 
Goal Reality | Options/Obstacles Way forward 

; Afterlistingthe | Whatis | Which obstacles are Thinking about the 
problem/challenge, | the current | standing in your wayand | previous points, which next 

@ | state yourdesired | situation? | which options do you have | steps are you willing to 
outcome or goal for avercoming them? commit to, however small? 

Role A - Coachee: Let 8 guide you o a solution or next teps. 
Role B - Coach/Mentar: Give support to A by giving advice and asking questions 
Guide them through the GROW model 
Role C - Observer: Observe and take notes. Does B take more of a coach or mentor role? 
How successful does it seem? 

C Atthe end of each roleplay, discuss the observer's feedback and what you can improve 
in the next roleplay. 

+ How successfully have you achieved the fesson outcome? Give yourselfa score 
from 0 Ineed more practice) o5 ( know this well. 

Rl . o (0 iy Selfassessmentin MyEnglishLab to refect on what you have learnt. u 



o] 4) BUSINESS SKILLS 
Brainstorming 

D I Learerscan use arangeofstategie and phrsesforleadin 
—'“fi',f{f&um{ Shaheee e 

Lead-in 1A #0804 Listen toa podcast about brainstorming and complete the flow chart. 

| 1 pefinethe. 

2 Startwitha 

1 3 Collectideswithout 
L 7 Endwith clear /4 gl 

6 Discuss, evaluateand gk £ 4 Decidehow to 
the ideas. theideas 

5 Askformore 

B Now workin pairs and discuss the questions. 
1 How do you prefer to approach solving problems or making decisions? 
2 Have you tried brainstorming before? How did you find it and did you follow a structure: 

ke the one i the recording? 
= page 117 see Pronundiation bank: Voice range 

Listening 2A 4805 Listen to Sophia as she sets up a brainstorming meeting with some 
colleagues. Why are they all there? What are they hoping to achieve? 

B €605 Now listen to part of the meeting. What does Sophia do to lead the 
session? Tick () the things she does. 
She waits until everyone s finished coming up with ideas. 
She cuts the ideas that she knows won't work 
She asks the team to group their ideas. 
She thanks everyone for contributing 
She asks for larification of some deas 
She decides on which ideas need further thinking and discussion 
€507 Listen to the last part of the meeting. List the things that Sophia does 
tobring itto a close. 

Overall, how well do you think Sophia led the brainstorming session? Why? 
In your experience, would this creative process be successful in your national 
or corporate environment? Why / Why not? 



8.4 )| Business skills: Brainstorming 

Functional Leading a brainstorming session 

language 3, complete the phrases from the recordings in Exercise 2 using the words in the box. 

[ address agreed expand go ides opening session statements | 

| We're here today to - the challenges presented by [the fast growth of our 
organisation / the threat from our competitors / the rapid changes n the market] 
Atthe end ofthe . (it would be great if we could have a clear idea of some 
steps we can take / twould be ceal if we have resolved this one particular fssuel. 

These? highlight [the issues we're facing / some of the concerns we have 
todealwithl 
These* questions will help us to [think about the main challenges ahead / 
identify where we need ta focus firs] 

Feelfree to lintroduce any idea or make any suggestions you likel 
There s noright or wrong, lall contributions are valid]. 

How wold you ke to [group / categorise] them? 

| coutdyou® on this point for us]? 
Can you elaborate on that? 

Addingtothats_______, [we could also update these tasks on the team status board) 

‘What does everyone think about [that as an option/ the idea that has been put forward > 
Areveall that [we're going to try the Daily stand-up’ideal? 

Levs®, with that de2 / what has been suggested / our agreed solution /that 35 
a plan of action. 

Match these categories with the correct section (a-h) of the table in Exercise 3A. 

Start with questions and statements aboutthe ssue 5 Makea decision 
Build on the ideas of others 6 Collect as many ideas as possible 

e Ask forideas about procedure 7 Discussand evaluate 

extraactivities Define the goal 8 Askpeople togive more details 

AA Work in small groups and choose one of the scenarios below. 

Scenario1 
‘A reduced number of trains willstop in your town at peak times. Local officials are 
concerned itwill discourage businesses from locating there. Local businesses are 
worried about recruitment and residents/commuters are concerned abaut 
overcrowding on trains. Brainstorm ways (o manage these risks. 

Scenario 2 
Brainstorm a possible change to the way classes are organised at 

| yourinstitution (e g the timetable, length of lessans, number of 
students in each groupl. 

Prepare your ideas using the stages in Exercise 1 and the 
phrases in Exercise 3. Decide who will lead the session. 

Then begin. 

When you have finished: 
refiect on what wentwell, what didn't go well and how 
you canimprove next time 
discuss how easy/useful the techniques were 

+ How successfully have you achieved the lesson outcome? Give yourself ascore 
from 01 need more practice) to 5| know this well 

LRI | ) o vy self-assessment in MyEnglishLab to reflect on what you have learnt. 
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7 ,/r/, WRITING 
//%/’/ Press release 

PO T Learmers can organise information and use appropriate structures to wrte 
2 press release 

Lead-in Functional language 

1 Read the press release. Proofread it and find nine 2 Complete the table using the correct form of the 
more mistakes. Think about spelling, grammar, wrong words i the box. 
words and extra wards. Then compare in pairs. - = 

announce announcement assure be 

complain everything key regret reply 

Beeza Airlines fully independent investigation sorry transport viral 

Beeza Airlines have made major changes to their baggage handling Newsand key facts (Para 1) 

syt L dos 1o b waking s flenedTh company beia hae), AR TN, 

has just announced an independently review into the customer Thousands of bags were?________tothewrong 
destinations. 

Further details (Para 2) 

Customers were . that they couldn't contact 
Senior staff were informed that thousands of customers vire S i 

service issues which occured last week when thousands of 

passengar bags were transported to the wrong destinations 

complaining that, when they trid to contact customer services they Customers were met with automated email 
The situation quickly went 

Quotation (and apology if required) (Para 3) 

The CEO said he was very . and deeply 
___thesiwuation.. 

expressod there anger on socidl e The CEO promised he would do'. hecouldto 
ensure that customers were compensated. 
He alsoreminded everyone that customers were the 

can avoid a repetiton i the future, Dag Haugen, the CED, sad he p t0success 

‘were meeting immediately with automated emal replies about 8 

systam ertor and tht the company was doing everything he could 

1o help them. The sitation quicky went via as customers 

Boeza s dedicated to discovering who went so badly wrong so it 

was very sory abot nd deeply regretted the situation, which may. Future promises (Para 4) 

ave been partly caused by the new baggage handing system. He Itis expected that the review completed... | 

promised he would do everything possible ta ensure that 2l affected Beeza¥___the public that regular 
onthe progress of the investigation would be made 

customers were compensated He also reminded everyone thet 

happy customers were the key to 2 compary's successful 

1thas expected that the review will be completed n two weeks. =) page 125 see Grammr reference: Passive voice with 

Mr Haugen aso assured the publicthat Beeza would providing reporting verbs 

rogular announcerents on the pragress of the investigation. D reschers resources: extra actviies 

[ Ticpres relese conaine examples of the passive uoice 
with reporting verbs. Go to MyEnglishLab for optional 
grammar work 

For further informetion contact: BenErikson@BeezsPR com 

3A Workin pairs. Read the press release on page 133. Discuss how it could be improved. 
Think about the title, the details and the formality of language. 

B Lookat the notes on page 130 about Hasfell Supplies and use them to write a press 
release in around 200 words. 

€ Exchange press releases with your partner. Did your partner organise the press release 
clearly? Did your partner use an appropriate level of formality? 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 

from 01 need more practice) to5 (| know this well. 
- Goto MySelf-assessmentin MyEnglishLab to reflecton what you have learnt. Self-assessment 
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Lesson outcome: Learners can understand detalls in 
conversations ab bntion issues and can 
particpate in a brainstorming meeting to find solutions 
‘to the problems. 

Chillhot Sauces, Malaysia p.102 
Lesson outcome: Learners can discuss the effect of change. 

‘onacompany based on a text and take part in a meeting 
-about takeover rumours and staff concerns. i 

Business Workshops 

Listening: Employee suggestions for improvements 
Reading: Analysing a survey 
Task: Brainstorm ways to improve staff retention 
Writing: A proposal confirming your ideas 

Listening: Regional HR Directors discussing training 
issues 
Reading: Analysis of Regional Directors’ reports 
Task; Create and present an online course 

Listening: Managers' meeting and a guide to VC 
investment 

Speaking: Describing and analysing graphs 
Task: Presenting a company that sworth investing in 
Writing: A report explaining yourinvestment decision 

Reading: Robots in the workplace 
Listening: Incidents with robots at an exhibition 
Task: Analyse feedback statistics and discuss future 
improvements 
Writing: A report analysing feedback and giving 
recommendations 

Listening: A meeting to find new ways of rewarding 
performance 
Task: Negotiating for change in rewards/benefits 
Speaking: How the negotiations went 

Reading: Articles on the ethics of AFhomes 
Listening: A radio investigative programme 
Task: An action plan to maintain ethical reputation 

Listening: Details ofan upcoming trade fair 
Task: Create a plan to exhibitat a trade far 
Writing: A summary of successful participation 
inatradefair 

Reading: A change at Michelin 
Reading and listening: Rumours about company 
Task: Putting a stop to rumours 
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BUSINESS 1 ) Keeping the 
WORKSHOP workforce happy 

Learners can understand details in conversations about employee retention issues 
and can participate in a brainstorming meeting to find solutions to the problems. Lesson outcome 

Background 1 Read the background and answer the questions with a partner. 
1 What kind of company is Schokoschatz? 
2 What problems did they have when they started out? 
3 What makes them different from other companies in the field? 
4 Why are some Schokoschatz employees unhappy? 

In 1995 a trained chocolate-maker decided to found a business in Stuttgart, Germany to 
produce quality chocolates. AL first, Shokoschatz had problems competing with the large 
‘companies producing similar products. However, they came up with a new concept and began 
10 produce organic and fai-trade chocolate using beans from farmers in Peru. They started 
creating more innovalive ideas for products and began to hire specialised staff around the 
world, which helped them to expand into foreign markets. However, Shokoschatz remains a 
family-owned business with many family members in senior positions. This has caused some 
communication problems and ed to difficulties with recruitment and retention of international 
staff. Several employees have recently eftas they felt they had lttle chance of making a career. 
and Shokoschatz are also having problems attracting the talented young graduates they need. 

Discussing 2 Youare going to hear two managers from Shokoschatz talking about problems 
the problem  they are having. Based on the background, what difficulties might they have 

with finding new staff and keeping the staff they have? 

#BW101 Listen to the conversation and answer the questions. 
Which specific problems does Johannes have regarding staff? 
What does Martina say about candidates she interviews? 
What suggestions does Martina have? 
What suggestions does Johannes have? 
What do they decide to do next? 

B 
n
a
w
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Workin pairs and brainstorm reasons staff might give for being unhappy at 
Shokoschatz. Think about hours, pay, benefits, training and team spirit. 

5 #Bw 102 Listen to two conversations. First, Johannes talks to Tomasz, a sales 
representative, and Carolina, an assistant sales manager. Then Martina talks to 
Sirina, a finance assistant, and Andy, an accountant. Do they mention any of the 
problems you predicted in Exercise 47 

6 Listen again and match the speakers (Tomasz, Carolina, Sirina and Andy) to the 
problems they identify. 

1 Nodiscounts for free-time activities: 
2 Noflexible working hours for some workers: 
3 Little chance fora career: 
4 Lowsalary: 
5 Insufficient or no performance-based pay: 
6 Problems with training programme: 
7 Strict dress code: 
8 Notenough positive cooperation between departments: 
9 Lack of teamwork in departments: 

10 Quality of meals at the company: 
TeschErE resate: 11 Lackof autonomy in the job. 
extra activities 12 Not enough financial help for travel: 
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The survey 7A After talking with staff and presenting their ideas to the Board, Johannes and 
Martina were asked to create a staff survey. Look at the first statement from the 
survey. Based on the recordings, what else do you think Schokoschatz asked 
staff about? 

Employee satisfaction survey 
Please circl your responses. 

1 | getafair salary. 

©@O0e6 | 
B Compare your ideas from Exercise 7A with the original survey on page 134. 

8 Workin pairs. The table shows the results of the survey. What do the majority 
of staff at Schokoschatz like or dislike about what they currently get from 
the company? 

Q1 
Q2 9% 19% 0% 32% 
Q3 28% 7% 20% 15% 
Q 14% 9% 8% 9% 
(5 2% 36% 13% %% 
e 18% 2% 34% 2% 
[ 1% 35% 16% 8% 
s 2% 18% 39% 2% 

Teacher's resources: L) 128 o 2tk 29% 
extra activites [0 2% 3% 16% 1% 

9 Work in small groups. Brainstorm five ideas which you feel the TASK 
management of Shokoschatz should implement to help with 
employee retention and/or recruitment of new staff. You N Improve 
can use your own ideas or the ideas mentioned in Y employee 
the lesson. Discuss these points. retention 

+ Why thisidea would appeal to millennials % = 
+ exactly how the idea could be implemented 
+ specificexamples of how itwill help staff 

10 Workwith anather group and compare 
your ideas. Agree on one set of ideas 
based on what will be practical and 
appeal to the largest number of 
people. 

11 Writea proposal of 120-140 words 
for Shokoschatz management using 
the ideas you agreed in Exercise 10, 
Use these headings: itle, Introduction, 
Findings, Conclusion, Proposal. 

« How successfully have you achieved the lesson outcome? Give yourself a score. 
from 01 need mare practice) to 5 (1 know this well) 

- Go'to My Self-assessment in MyEnglishLab to refiect on what you have learnt _émfl Self-assessment 



BUSINESS 3 e 
skl 2) Quality service for all 

Lesson outcome Learners can exchange information about reports they have read, interpret. 
askills map and help to devise a training programme. 

Background 1 Read the background and answer the questions with a partner. 
1 What type of company is Consulto and who do you think their clients might be? 
2 What problems are they having at the moment? How does globablisation make these 

problems more difficult? 
3 What role do you think training and development of employees plays n this? 
4 What do you think their next step might be? 

Consulto i an international financial services consulting firm 
with over 150,000 employees in more than 100 countries 
around the globe. They have recently had some problems with 
their clent base becatise the standard of the service offered by 
various offices s not consistent Custormers in one location 
often feel that they do ot get the same quality of advice as 
customers in another location. In today’s globalised world, it s 
increasingly easy for customers to find outwh ingon 
clsewhere This is causing problems for the worldwide 
reputation of the company. The Human Resources departments 
within the organisation are well aware that there s a problem 
with the type of training and development offered to 
employees and realise that something has to be done to 
address the problem. 

Training and 2 €201 Listen to part of a conference call between Karen, the Global 
development issues  Training Manager at Consulto, and some of the Regional HR Directors about the 

P problems they are having and their ideas for the future. Match each HR Director 
to the problem he/she mentions. What future steps does Karen propose? 

1 attendance at courses a Akito 

2 useofthecoursestoemployess b Frederik 
3 price of courses. c© Victoria 

3A Workin groups of three. Each of you read one of the reports by the Regional HR 
Directors on pages 131, 133 and 134. Answer the questions for your region. 
What type of training do the consultants need and why? 
What skills do the consultants have? 
Whatlis special to this market? 
How can you best summarise the report? 

Tell your group in your own words about the report you read. Discuss which 
region you think s the most problematic and why. 

@ 
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P Ietersreoues: 
P extraactivities 

skills map on page 91 and discuss these questions with a partner. 
1 How would you explain ‘internal’and ‘external'? How is this different from client- 

| centred’and ‘business-centred'? 
| 2 Which skills are used in more than one area? Are there other skils you would add? 

P oo 3 How specifically can this help HRto designa training and development programme? 
extra activities 4 Whatatherjobs do you think this skills map would work for? 

‘ Askills map 4 Afterthe call, Karen created a skills map to send ta the HR Directors. Look at the 
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product 

client-centred internal + training on products 
creating 

elationships 
+ financial training training others 
« presentation s 

- confliet 
management 

(GIEVTETI - teacership 
Consultant sills 

organisational 
shills + buldin trust 

+ emotionalintelligence 
‘maintaining  active istening 
relationships 

overseeing 
others - communication skills  negotiating 

« rapport siills 
business-centred 

TASK 
Createa 

blended-learning 5 Workin your groups from Exercise3 6 Create a blended-learning course for Consulto 
and look at these elements of a employees around the world, to meet the needs cauirse 
blended-learning course. Which identified in the reports in Exercise 34 Decide: 
elements do you think would work + what skill/ competency each section of the course will cover: 
ok Tor e Ca16ng viead Inie + which format/ delivery method from Exercise 5 il be used for each scti Sills map? Why? whichformat/ ey mehod rom Berce will b used o achsction 

+ how participants should get feedback and be assessed 
+ what the timeframe for the coursewillbe. + 60-minute webinars by experts 

focused on particular skills 
« question and answer (Q&A) 

periods following the webinars 
« forums on the intranet platform 

focusing on a particular area 
« questions set by presenters for 

participants to answer in written 
form on awiki 

« individual feedback from the 

presenters to the participants on 
their written homework through 
the wiki or email 

- assessment on each of the areas 
presented 

+ face-to-face workshops on 
particular areas 

7 Present your course to the class, explaining your decisions in Exercise 6. 
Ask each other questions and give reasons for your choices. 

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

R LU . Goto My Self-assessment in MyEnglishLab to eflect on what youhavelearnt. m



BUSINESS 
WORKSHOP 

Learners can understand details of a meeting about venture capitatand can L i 4 2 =l s 
£esonioitcame make choices about the pros and cons of different investment opportunities. 

Background 1 Read the background and answer the questions with a partner. 
1 Whatkind of company is Augoose Investments? 
2 Whose money do Alex, Hannah and Jo invest? 

3 What kind of companies do they investin? 
4 How much do they expect to make from their investments? 

W i the compuin b brand, e ikling 
ok mosly e bying the geden gz 

Morning meeting 2 #BW30L Listen to the first part of a meeting between the three general 
‘managers and answer the questions. 

1 Whatdo Alex, Hannah and Jo need to produce for the university? 
2 Whatarethey offering the university next year? 
3 What don't they want the students to believe? 
4 What cana VC company provide apart from money? 
5 Which famous company do they mention? 
6 What don't they know? 

3 «Bw302 Listen to the second part of the meeting and complete the notes. 

Guide to 1 Management | 3 Market 
VCINVESTMENT - canitexecutealn)' 7 « is the target market right? 

+ isitexperienced witha good ‘isitt_tocreate large revenues? 
mflmfi"“ <herk) a=—dL L - aln)”. market analysis must be 

it willing to outside included in business plan 
expertise (if not, business could fail)? - - 

s s 4 Risk assessment. 

2 Product or service |« doathorough risk assessment (e.g. check for 
- hasitgota)'____ 7 possible’_______problems) 
« isita(n) . solutionto  + makesure’. can be foreseen 

real-life problems? « isthe ™. sufficient to take business. 
Teacher’s resources: « will it generate sales quickly? forward? 

" extra activities 

External factors 4A There are many external events which can affect a company’s performance. In small 
to consider groups discuss the following factors. Think of examples of each and how they might 

affect business. 

economic social legal political technological environmental 

‘economic - changes in global economy, rise and fall of living standards, 

B Workin new groups and share your ideas from Exercise 4A. How similar were your ideas? 
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Gathering 5A Workin groups of three. Each of you look at one of the graphs on pages 131, 
information from 132 and 134 Describe your graph to the other students so that they can 

complete the graphs on this page. graphs 
Company 1 Company2 Company3 

Sales revenue and net profit Sales revenue and net profit Sales and et profit 

5 0 ; 2 o £ e o s I 
5 Ex T brs & Fofcidyon 1 | 
i» s 
g5 0 = Current year 
& 20 2 5 

s T ver3 i 10 I 
s 5 ez 
£ TTp R S vert | & &S & & 

S o s W o % 
@ Emitions 

= s rvenve = Netprot =i e et proft - - ot 

B Discuss what you can learn from the graphs about the three companies. 
‘Then make a list of the other financial information you would need to 

Teacher's resources: consider before investing in the companies. 
Saimes balance sheet, expenses, .. 

Investment BGA Workin three groups. Read the information about a company and decide 
opportunities which graph from Exercise 5A it matches. Then discuss whether you would 

consider investing in that company and why. 
Group A: Read the company information on page 131. 
Group B: Read the company information on page 132 
Group C: Read the company information on page 135. 

B Makea list of the positive and negative elements of your company. 
C Prepare a plan for presenting this company to your colleagues at the 

investment meeting. 
TASK 

7A Workin different groups with at Least one person from each of the Investment 
groups in Exercise 6. Hold a meeting to present the company you Fheeling 
read about to your colleagues at Augoose. Follow these steps. 

+ Take itin turns to present the company you researched. 
- Listen carefully to your colleagues’ presentations 
+ Ansiwer any questions from the other group members. 

B When each company has been presented: 
-~ discuss the pros and cons of each one. 
+ choose the company you think Augoose should invest i (it does 

not have to be the one you presented), 
- discuss the reasons for your choice. 
+ make  note of your choice and list your reasons, 
€ Discuss your decision with the whole class. Did you all 

come to the same decision? If not, try to reach an agreement 
together. 

D Write a report of about 200 words summarising your discussions 
from Exercises 7A and 7B. Explain the decision made and the 
reasons why the company was chosen. 

+ How successfully have you achieved the esson outcome? Give yourselfa score 
from 0 need more practice) to 5 (1 know this well) 

+ GotoMySelf-assessment in MyEnglishLab to reflect on what you have leamt. Self-assessment 



BUSINESS ; 
WORKSHGE 4) Rise of the robots 

Learners can evaluate advantages and disadvantages of different technologies, 

interpret feedback statistics and write a short report with recommendations. Lesson outcome 

Background 1 Read the background and answer the questions with a partner. 

1 Whatkind of company is StakTek? 4 Whatkind of advice will experts be giving? 
2 Wht sortof companiesisthe eventaimedat? 5 Whyisitimportant for companies to 
3 Whatwillvisitors at the event be able to share? make the digital transformation? 

Stak Tek; a technology management specialist which helps companies deal with digital 
change in the workplace, s organising ‘Brave New World, an international event that 
focuses on how Atificial Intelligence (Al)is changing business today. The event will 
provide help in one central place for companies struggling to adapt to digital 
transformation and disruption. Itwill lso allow business managers and owners access 
to the latest innovations and an opportunity to exchange ideas with companies that 
have successfully made the transformation. Top experts will be on hand to offer advice 
on how the latest digital technologies can work to improve a company’ effciency and 
effectiveness. Current evidence suggests that businesses that are brave enough to 
embrace digital advancements and the resulting changes to their crganisations are the 
ones that willsurvive and race ahead of the competition. 

| 

‘ Working with 2A Read the article about robots in the workplace. Do you think there are disadvantages 
robots  for companies using robots? What might they be? 

RISE-OF +THE:ROBOTS 

Digital disruption s taking place all around us as more and more sophisticated apps direct 
‘consumers'lives and robots are taking over jobs in every industry from financial investments 
tomeking coffee. The manufacturing industry has successfully been sing robots for many 

- years to improve the efficiency of production processes — cars are painted by robotic arms 
4 using paintsprays, products are packaged while self-drive vehicles speed around 

* factories with supplics. Company owners believe that using robots s the only way 
tobring down operating costs and to survive in a competitive market. However, 

| e ‘many CEOs are worried that it causes distrust among employees, investors and 
‘consumers while others are convinced that today's global economy demands 

-, extreme compefitiveness and, without technological transformation, 

P AL 

companies will close and jobs will belost anyway. Believers in this brave new 
world say that it is not a question of robots or people, but rather robots with 
people and that itis just 2 matter of retraining staff. 

B Look at the photos in this lesson. How would you feel about meeting or working 
with one of these robots at the ‘Brave New World" event? What problems do 
you think peaple might have working with robots like these? 

€ Workin groups. Make a st of some of the jobs at the event which could be 
done by robots. 

3 You have decided that you want to have humanoid robots at your event to 
demonstrate how good they can be and try to overcome people's concerns. 
In small groups, read the descriptions of six robots on page 95 and discuss: 

+ theadvantages of using each one, 

PU— « potential problems with using these specific robots. 
extra activties + howyou could use them at the event 
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Business workshop 43 

End long queues at the drinks bar while m 
“Take the worry out of catering for 

3ob prepares your favourhte coffee o ink. Bab s our friendly any event with our team of humanoid fobot caterer® led by 

e o rabot barista and barman rlled into one. He has the ‘Agnes, the head chef. Each team can be programmed to 

capabiity of doing both the ob for you much More quickly and produce the food you want o serve 2t your facilty. Agnes team 

cheaply than either a full trained barist2 oF bartender. He can B wait on the tables and take the orders, which Agres and 

be programmed to produce all types of coffee and speciality the sous chef then prepare. The waiting tear then serves the 

oo hel even exchange small alk with you while hels e e todhe customers with pleasant,speedy service. And after 

rorking n six different languages: English, Mandarin, Spanish, e mealthe robats produce the bill take payment and clear 

Japanese, Russian and German. Hell ave you time and money the tables. 

‘and is a great attraction for your guests. Whabetter to present the atest 

Our humanoid robot, s about obotics,but Arturo,our lfe-fike humancid robot 

Mayuri, greetsyour viitors with a gracious smile and answers bresenter programmed with the most up-t0-¢ate information 

both the phone and their questions in Various [angU3ges, et Al and rabrics. He s constantly processing the latest 

including Mandarin, Russian, Spanish, Japanese, Arabic and data, which he includes in his presentations when 
relevant. 

English to name buta few. Mayumi responds to the language e sounds human, he looks human and his facial expressions. 

the bears or she can be programmed in advance for one e inredibly human so that when he engages in QU sessions, 

partcular anguage. After checking gUest into Yodt company or e reactions and responsesare s lfe-like that audiences 

P vent,she prints the name badges required for Vistors andcan Hetan to his every word and react o him as if e were & persor 

direct them around ‘the building. What is more, she can also Give your audience the very best that robots have to offer. 

O e the phone ina human-ike way so that callers do not feel 

they have been put through tojust anther obotic MESsage: 
his humanoid robot s 

fitted with laser sensors, cameras and navigation equipment 

oskarisahumanold robot who drvesa [if toavoid people *ind other obstacles as he patrols your venue. 

et that can transport your Vistors o customers around your o 2daltion, he can scan bags and people or unwelcore ems 

facilities. All they have to dois tell him where they want to go hidden in their bags and on their person, 50 is very useful at 

“and e will get thern there by the most efficient route Altnough the entfance to your even. He constanty monitors bis 

O aive veicle are commor these days, esearch s showh O g for any unexpeced or suspicous acti such 25 

e many people pefer to ave someone a the conrcls, 1er brcating glass or shouting. If he notices anything out ofthe 

e root. And Oskar s thatrobot! Not ony that, e can Tk g orcinary he setsoff an alarm which vl sound in the control 

for hs passengers and engage in some O here aresl human is monitoring the cameras. Mke 

your event safe with Brutus. 

“caterer:. £a person or o pany that provides and serves food and drnks a parties, mestings,etc. 

. Day 1 4A €8w40l Listen tosixvoicemail complaints from participants about the 
Incident report robots at the exhibition. Note down the details of each incidy ident. 

Matteo - pushed over, grabbed and shouted at by Brutus 

Matteo Hideaki Mark Weiling Sarah Aleksander 

B Compare your notes with immedi Comprs o pabs i apartner. Whatimmediate action can you take 

5A workin Vorkin groups. Analyse the feedback statisti et o ot ooV STl Pt i T 
+ thevisitor response to each robot. ) 7 
+ ifitwasagood decision to use the robots overall. 

8 Inyour group, plan and write , ashort report for 
analysing the feedback and giving e o o s 

+ How successfully have i you achieved th i 
from 0 I need more practice) o (| anothes el o ¢ : oMy Self-assessment in MyEnglishLab to reflect on what you have Learnt Self-assessment 
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BUSINESS 5 
\WORKSHOP 

Lesson outcome Learners can understand different opinions about how performance should 
‘be rewarded and can negotiate rewards and benefits at work. 

Background 1 Read the background and answer the questions with a partner. 
1 What business s Energia Renovavel involved in and what do they do? 

2 Which type of employees do they need in the company? 
3 Whatareas of the job do younger workers seem to have specific expectations about? 

4 What differences are mentioned between millennials and older employees? 

lons and pay rses. While 
years, milenrials fi 

Meetings 2 Youare going to listen to a meeting at Energia Renovavel. The participants below 
want to find new ways to reward performance and meet expectations but are 
concerned about the reputation of the company if they make major changes to 
the current system. Who do you think will/won't be in favour of changing the way 
they do things? Why? 

- Clara, HRrepresentative from North American office 
« Felipe and Juliana, regional managers 
+ Diego, union representative 

3 €850l Listen tothe meeting and match the speakers with their points of view. 
1 Clara a discuss new ideas carefully before making major changes 
2 Felipe b notfair o older employees to make changes in measuring performance 
3 Juliana  c someideas might be possible but some would not work n practice 
4 Diego d feels tis necessary to work together on this problem 

4 Listen again and answer the questions. 
1 What does Clara say about university graduates? 
2 Which two problems does the high turnover of graduates cause? 
3 What reasons does Diego give for young people expecting different treatment today 

than in the past? 
4 What does Felipe say abaut peaple’s piorities years ago? 
5 What does Clara feel could affect the reputation of the company? 
6 What does Clara suggest they do? 

5 Workin pairs and briefiy brainstorm the following points. 
+ reward systems that might appeal to younger people 
+ how performance at workshould be measured 

6 %BW502 Listen to the next meeting. Were any of the ideas the same or similar 
tothose you mentioned in Exercise 57 

29 ¢



7 A Workin pairs. Look at the sentences. Can you remember who said them? Was it 
Clara, Felipe, Juliana or Diego? 

1 twasthinking of something like 360 feedback so that they get feedback fram different people 
2 . itisimportant for employees to see a connection between their personal wark goals 

and the overall goals of the company. 
3 We need to see if the projects meet the goals that were set 
4 ..they could talk about any problems they might have and any suggestions they have 

toimprove the process 
5 .. weneed people who work wellwith others. 

if the project teams are submitting follow-up reports that are clear and well written 
7 .. make sure that all staff meet regularty with their ine managers to discuss what they 

are working on. 
. find ways to show staff how theirjobs and tasks support our overall strategies. 

Listen again and check your answers. 

Match the sentences in Exercise 7A with these topics. 
quality of work two sentences) 
transparency and needs of employees 

Teacher's resources: (four sentences) 
extea setiities c interpersonal skills (two sentences) 

c
e
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pair A Young staff mer™ 

gssential 

Expectations 9A Workin pairs. Are the expectations in the 
box financial benefits, non-financial benefits 
or benefits to save employees money? 

Destrable: 

oncede) ngto ot have 
flexble hours  bonus syster for ideas Wil 
free fitness facility on site 
increase in overtime pay 
seminars on career skills 
subsidised public transport pair B HR staff member 

cannot offer 
B #BW503 Listen to the conversation 

between Clara and Diego. Note down 
two more financial benefits, five more 

Teacher' resources non-financial benefits and two more 
extra activties benefits to save employees money. 

Might be able 10 ofE" 

No provlem 10 0ffer 

10 workin a group of four which has two sub pairs: A and B. Complete each 
category of your role card with two rewards/benefits from Exercise 9. TASK 
Pair A: you are a young employee who wants to negotiate extra benefits. Anegotiation over ~—— 
Pair B: you are an HR representative for the company. rewards and 

s, benefits 
11 Workin the same groups of four but in two separate A/B pairs. 

Roleplay the negotiation using the role cards you have prepared. 

A lfeelthat...isessential | B/ [Figivayou.., willyougiveup .2 
inorder for me ta 

T 
A Iwould really like to have ... 8 ;;’:;fi:md fimflfi?{%\t 

12 Workagain in your group of four and compare how the 
two negotiations went. Find out what happened and 
discuss the results. Give specific examples of what you 
were able to achieve and how well you feel that you did. 

+ How successfully have you achieved the lesson outcome? Give yourselfa score 
from 01 need more practice) to 5 | know this well) 

R U . o to Wy Sel-assessmientin MyEnglishLab toreflecton what you have tearnt. n 



BUSINESS 
WORKSHOP 6) AFhomes, Tanzania 

Learners can exchange information from texts about a company’s ethical 
B LB e 2nd prepare an action plan to address the problems. 

Background 1 Read the background and answer the questions with a partner. 
1 Whatis the nature of AFhomes' business and who are its main customers? 
2 What was Mr Ndege's aim when he started the business? 
3 Which elements o his business indicate thatitis an ethical business? 
4 What problem s the company facing now? 

AFhomes i a successful construction company in Tanzania. It provides low-cost homes for 
people iing both in cities and in more rura) areas,Josef Ndege started the company 15 years 
agowith a vision to provide fellowcitizens with modern, well-buit homes with cheap 
electricity from solar panels on the roof. He was also determined to create an ethical business 

for both buyers and investors having seen how most people had been pushed out of the 
housing market by greedy business peaple. He pays his employees above minimurn wage. 
and provides them and their families with free health care and education. Recently he 
partnered up with a consenvation agency to build offices and homes in Dodoma, the capital 
of Tanzania. This unusual partnership - an environmental agency going into the construction 
business - has called his ethical judgement into question 

Trouble ahead 2A workin two groups. Find out more about the problems that AFhomes is having. 
Student As: Read the article on this page and discuss the questions, 
Student Bs: Read the artcle an page 136 and discuss the questions 

Student As 
What ethical issues are mentioned in the article? 
Why do you think these are a problem for Mr Ndege? 
Whatis the aim of the joint partnership? 

@ 
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Work with a partner from the other group. Tell your partner in your own words 

»>98 < 

about the article you read. Does anything surprise you about your partner’s 
article? If so, what? 

Teacher's resources: c 
extra activities 

AFhomes questionable move into Dodoma 

Mr Ndege, the high profile builder who 
prides himself on his ethical business 
practices, has just found himselfin very 
deep water indeed. His announcement 
that he has teamed up with the Land 
Conservation Agency to build offices and 
homes in Dodoma looks like it might be 
about to backfire on the entrepreneur. 
Ever since his first venture, Mgunga Park 
— named for the number of acacia trees 
(mgunga in Kiswahill) planted around the 
site - he has been hailed as the leader of 
ethical business in the country. But now 
wildlife agencies and local people are 
protesting against the site chosen for the 
new homes as it crosses the route which 
elephants have taken for thousands of 

years when moving across the country. 
In addition, it will destroy the only 
waterhole for fivestock belonging to local 
people and all the wildlife in the area. 
Local and public criticism of the Land 

Conservation Agency grows daily as 
peaple try 1o understand the fact that 
an organisation which should protect 
the environment i involved. 
‘When Mr Ndege tendered for the work, 
he promised a new water supply 
infrastructure because Dodoma is located 

inthe centre of the country and suffers 
from a lack of rain. Mr Ndege negotiated 
‘with government agencies and big water 
companies to develop and improve the 
currently very poor and iregular water 

In small groups discuss the current situation for AFhomes and how you think 
Mr Ndege should deal with the current situation. 

supply o homes i the cty Many people 
still have to buy water by the bucket from 
neighbours who have water piped to their 
‘homes. Mr Ndege truly knows the 
importance of being able to tum a tap on 
and get running water and the benefits it 
brings to health. He grew up in a rural 
vilage where he had to walk five miles 
every day to fetch water for his mother. 
Ina oint partnership with a Norwegian 
company, and the government, AFhomes 
aim to build the water and waste removal 
infrastructure at a cost of several millions. 

of dollars. Unfortunately, the project seems. 
10 be coming to a hat before even getting 
off the ground. We wonder if this is the. 

beginning of the end for the ethicalstar?



e Business workshop 6> 

Where has 3 €8ws01 Listen to part of a radio investigative programme about AFhomes 
AFhomes gone and complete the notes below. 

wrong?  Money destinedfor® has gone to local business people instead. 
Mr Ndege always criticised of this type. 

Eunice Mazula says from Mr Ndege has allowed schools to be built and 
children to be educated. 
Julius hasn't been paid since he was to Dodoma 
Nkomo is employed asa* o the Dodoma project and is worried about 
safety due to a number of © He says company failed to give staff what 
was’_ 

| The Land Canservation Agency 
| and wildlife will be protected fo 

Breaking news! Dadoma project closed for investigation into unethical business 

ists their . willensure the environment 

4 Work in small groups. Read the company code of ethics and discuss: 
+ where AFhomes has failed. + ifthe code needs o be revised. 

AFhomes Code of Ethics and Company Mission 
| o improve the lives of Tanzanian citizens by: 

- providing low-cost comfortable homes. 
| + ensuring employees are treated and paid fairly. 

- providing health and education for employees and their families. 
- contributing to educationsl charies. 

| To protect the environment by: 
« working with local communities to reach mutually satisfactory outcomes 
- using sustainable energy for buidings. 
To achieve the abave, we expect al employees to 
-+ have integriy in everything they do. 
+ communicate openly and honestly. 
- follow il health and safety ruls. 

Tt i + refuse to accept or offer gifts from or to clents. extra activities 

TASK 
Agreean 

action plan 5A Hold a meeting to decide what AFhomes should do now in 
order to maintain its ethical reputation. Discuss these 
possible options and suggest ideas of your own. 

+ pulloutof the Dodoma project completely 
« have Mr Ndege give a press interview denying all 

theallegations and stressing his innocence 
« preparea press release denying all the 

allegations 
+ make sure that all staff have been paid 

properly and pay themif not 
- investigate the allegations about charity funds 

going missing 
+ workwith the Land Conservation Agency to plan 

apress campaign 
B Share your ideas as a class and decide on an action 

plan for AFhomes. 

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

+ GotoMy Self-assessment in MyEnglishLab to reflect on what you have learnt. I Yy yEng ¥ S Self-assessment 
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BUSINESS " v 
ORKEHOP 7) Planning for a trade fair 

Learners can understand detailed arrangements ina conference call and can 
L LBl 2 priotitie tacks fora trade fair 

Background 1 Read the background and answer the questions with a partner. 
1 What type of company is Khilauna, Inc. and what exactly does it produce? 
2 Whatis the company planning for at the moment and why? 
3 Whatthings do you think the company may need to plan in order to take partin the 

trade fair? 

Khilauna, Inc. s atoy manufacturer in India located in an industrial area near New 
Dehi. It manufactures fun and innovative toys for children. s product range includes 
educational and musical toys as well s toys to use outdoors. As the toy market s very 
competitive and Khilauna, Inc. vans to guarantee its place with retail shops and 
chains, it has decided to take part in one of the most important oy trade fais in Asia, 
‘which is going to be held in Hong Kong. While Khilauna, In. s very keen to expand 
into other markets in the region, it is aleo extremely aware that t will need to become. 
more efficient i the future it s to be successful and to make the most of its 
participation in the fair. 

Conference calls 2 €Bw701 Listen toa conference call at Khilauna, Inc., in which Rahul, the 
General Manager, Divya, the Sales Manager, Varinder, the Marketing Manager 
and Aarav, the Head of Product Development, talk about the upcoming trade 
fair. Complete the notes. 

ot 
o Wawe of frade fair________ o Day 1o sctup stand:. 
R — *+ Day to take down Stand: 

« Wamber of staff going from: o lumber of hotel rooms: 
~ warketing: _3_people — from Sunday to Seturday.*___ rooms 

Varinder ~ product development:*___ people ~ from Monday to Saturday:*___ rooms 
Mirketing Manager 

~ sales:__ people o lext conference call: . 

3A Divya, Varinder and Aarav all work at Khilauna, Inc. but come from different 
e o departments. Look at their job titles again and decide which person is likely 

to have each goal (1-6) while at the trade fair. 
setting up a network 
finding out what customers want 
getting customers to sign sales contracts 
not making products which won'tsell 
not having to contact retailersin future 
being able to tella large number of peaple about the company at one time 

Divya 
Sales Manager 

@ 
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4:8W702 Listen to the follow-up conference call the next morning and check 
your answers. 

€ Listen again. Which specific preparation tasks do Divya and Varinda mention? 
Divya: Teacher's resources: 

" extra activities Varinda: 



Prioritising tasks 4 #Bw70: Rahul checks his phone and finds seven answerphone messages 
with problems. Listen and note down who is speaking, the problem they are 
having and any action/help they need. 

5 Lok at the steps below which can help you prioritise tasks. Work with a partner 
and prioritise the tasks from Exercise 4 using this system. 

« Usea matrix and decide which box to use for each of the tasks 

[ Urgent Not urgent. 
[important |1 2 
| Notimportant | 3 4 

+ Lookat the tasks in box 1 and categorise them. 
- prioritise them according to how urgent they are. 

estimate which wil take the longest to complete or i the most complicated 
decide which to do first ~ the long, complicated task or ane of the shorter ones, 
decide if any of the tasks can be done by sameane else or cut completely 
set realisic deadlines for the remaining tasks Teacher's resources: 

extra activities + Repeat the process for the tasks in box 2. 

TASK 
Createa plan jDfiUDIO 

6A Work in small groups. Read the advert for a trade fair which is taking toexhibitata 48 
place two months from now and answer the questions. wadstur DO 

1 Whyisthereno costto exhibit? 3 What do you have to do to take part? 
2 Howmany standswill there be? 4 When willyou find out fyou 

have a place? 

Trade fair on Innovation and New Ideas  ~, | , 
Where: The new conference centre 
When: Monday, 7 April - Wednesday, 9 April ) 

First-time exhibitors = 
Innovative products in the development stage 
Free 
Send in your application by 10 January 

4 

Thisrade alr s sponsore by the Allance of ndusrial Patnrs to encorage 
newideas and innovation. A tofal o 150 places il be given to those with the 
most innovative deas, Read the guidelnes carefull and describe your 
productor dea as clearly as you can Get your application to us on time for 
a place. Al notfcations wilbe sent by 8 February: 

B Your group has won a place at the trade fair and will be presenting 
2n app you are developing to help people manage their time. You 
have put together a List of tasks. Work together to prioritise them and 
come up with a realistic timetable for the next two months. 

+ Goals: target audience - customers, investors?  +  Staffing: 4-6 people for stand - who? 
+ Message: how to get your idea across quickly?  PR: bloggers, posters, social media 
+ Location: get plan of fair and available stands  + Supplies: pens, paper, bottled water, cups, 

- choose location laptops, adapters, etc. 
+ Design of stand: how to attract people? * Business cards: design and print 

Writing 7 imagine you've been to the trade fair and that it was a great success. Colleagues 
would like to take part in the future and have asked for your help. Write a 
summary of your experience in 120-160 words. 

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

+ Goto My Self-assessment in MyEnglishLab to reflect on what you have leamnt. Self-assessment 
2101¢



‘ BUSINESS 
WORKSHOP 

8) Chillhot Sauces, Malays 

Learners can discuss the effect of change on a company based on a text and take 
LUl LUl (o0 meeting about takeover rumours and saffconcerns 

Background 1 Read the background and answer the questions with a partner. 
What kind of company s Chillhot Sauices? 
What was the founders'vision for the company? 
How big s Chillhot Sauces? 
What kind of culture does the company have? 
Why may the company need to find an investment partner? 
What things might employees worry about f they think the company they work for 
isgoing to be bought by or merged with another company? 

a
m
s
w
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Chillhot Sauces is based in Malaysia and produces a wide range of tasty spicy organic, 
gluten-free and halal sauces. The company was established twenty years ago by Anis khan 
(CEO) and Dewi Shahar (Finance Director]: food technology and business graduates, who. 
wanted to develop a range of their favourite home-style satices, like the ones their mothers 
‘made. Chillhot currently employs S0 stff and prodices over thirty sauces in 2 medium- 

ized factory. The company owners and their staff have mutual respectand most of the 
‘employees have worked there for over 15 years. it exports to North America and the rest of 
South East Asia and has recently received a very large order from Europe. However, in 
order o fulfil this order, it needs to expand its manufacturing capability and it does not 

»102¢ 

How alarge 2A 
manufacturing 

company changed 

have the funds for the expansion. 

Power to the workers: 

Read the newspaper article about another well-known company that made 
changes. How would you feel if changes like this were made in an organisation 
you worked for? Discuss your answers with a partner. 

Michelin’s great experiment 
Managers at Michelin’s plant in Le Puy-en-Velay noticed 
a particularly French change in behaviour three years 
ago. Workers at the tyre factory exchanged the formal 
vous’ form of address for the friendlier ‘12’ a symptom 
of more profound change. Michelin, the patemalistic* 
company that's been strong in France for more than & 
century, was handing more responsibility (o workers at 
the 600-person plant and urging managers (o step back 
into a less forma coaching role. 

In the past, says 2 manager at Le Puy, ‘you couldn't 
e a good boss if you hadn't passed through all the stages 
of [tyre] preparation. Now the team’s attitude is “Don’t 
warry —we'll organise production and you can check it”. 
‘The manager just has to respond: *No problerm, I trust 

5 

upgrade in the skills and self-confidence of the workers 
themselves. 

In 2012, Jean-Dominique Senard became the first 
CEO not directly tied to the family and he set up more 
than 70 working groups 10 refine the plan. 

“The real isk i that managemen doesn't communicate 
with sufficient force ~ through explanation and training — 
that the group should move forward as fast as possible 
he says. 

Olivier Duplain, leading @ working group in Le Puy. 
trying out new ways of encouraging co-operation, left 
his team to prepare a presentation to senior executives in 
arly 2014, He was uneasy when they ditched PowerPoint 
and drew a picture of an old-fashioned driver-controlled 

55 you train that transformed into & team-controlled high-speed 
Michelin's experiment at Le Puy and five other plants  train ona sheetof paper covered with Posteit notes. At the 

around the world is part of a plan to reorganise the whole  top the legend read: ‘Before: a chore; apathy; everyone. 
group ~ more than 105,000 employees, at plants in 17 4 for himself, lack of accountability; disorganisation; 
countrics — along the same lines to become more agile  selfishness.” And at the bottom *After: team agreement; 

2 and more responsive (o customers. Shared knowledge; improving results; pride; team 
Changing the way Michelin is run will require 

sacrifices from management and unions, and an 

“paternalsic making decisons forathes and tling tem Whit 10 do 

Teader's trust. The team still shows the drawing to 
visitors, (0 help explain what changed.



B Read the article again and answer the questions. 
1 Whatis the traditional French management style? 
2 Whatis Michelin encouraging its managers ta do? 
3 Whyls the company making these changes? 
4 What does the CEO believe could hinder these changes? 
5 How did Olivier Duplain feel about letting his team make the presentation? Why do you 
think he felt this way? 

6 Which Michelin staff do you think might have had the most difficulty with the changes? Why? 

3 Workin pairs. Lok at the comments from various Michelin employees on page 136. 
What do they say about the past? What do they say about the present? 
And what do they say about how things have changed? 
The CEQ says that now he feels he is more of a mentor than before. 

Unexpected news 4A Read the text below. Using the information you learnt from Michelin's experience, 
and rumours  workin small groups and discuss why you think the staff at Chillhot Sauces are 

unhappy about this news. 

Chillnot Sauces staf are generally very happy and management and workers have mutual 
respect. However, the traditional business culture in Malaysia means that the workers 
expect the managers to tell them what to do. Employee respect for their managers means 
that they expect their bosses to know more than they do. Until now, everyone has been 
happy with the system but the following news extract changes everything. 

Chillhot Sauces hot for takeover? 
Tt seems that Chillhot Sauces, the local success story, has become the ltest takeover 
target of Osbruk-Basri Industries, the large food and beverage multinational. Sources 

inform us that Chillhot's CEO has bee i talks with the company, Osbruk-Basri s 
‘well-known for its focus on profit and its asset-stripping activities, 

B € 8WE01 Rumours are spreading around the company fast. Listen to a 
conversation around the drinks machine and note down the things which are 
worrying staff. How many of these things do you think are true? 

TASK 
5A Workin groups of three. Decide which of you is 

going to be the CEO, The CEO reads role card A How to stop 
on page 133. The rest of the group chooses from (RUELTLINTS 
roles Band C on pages 130 and 135. Hold a meeting 
with the CEO to clarify the situation and to find out 
which rumours are true. Take nates of what the other 
peoplesay. 

AGENDA 1 Reason for meeting 
2 Company plans 
3 Employee concerns 
4 Future possibiities 

B Workin pairs with someone from another group. Tell each 
other what was said at your meeting. 

€ Work with another pair and decide what Chillhot Sauces 
should do to improve the situation with their staff. 

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

- GotoMy SelF-assessmentin MyEnglishLab toreflecton what you have learnt n Self-assessment 
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1.1 Elements of corporate culture 

1 Complete the missing words. The first letters 
are given. 
When applying for a job with a new company, it can be 
very diffcult to know what kind of culture exists within it, 
especially with regard to organisational b 
Before you start, you might be aware of the company 
s _andh_____ knowingwho 
reports to whom, but not how people act and react 
towards each other. Some companies have a dress 
“ , while other companies allow staff some 
i i what they wear However, always 
remember that employees reflect the i 
of a company, especially to the outside world. For 
most people, havingagood’a_______inthe 
workspace s vital, especially if you are working in an 
o, ~plan office. Employees need to work 
tagether to follow the company's s for 
the future and achieve goals. Furthermore, understanding 
acompany’s v, isalso key to a successful 
company. 

1.2 Future Continuous and Future 
Perfect Simple 

2 Complete the sentences with the Future Continuous 
or Future Perfect Simple form of the verbin 
brackets. 

1we (work) on this for ten years by the end 
of November. | can hardly believeit. 

2 [wonderf| still/ work)here in ten year's 
time. 

3 Itlooks like the company (makeits 
biggest profit ever by the time the year ends 

4 we (open) the new factory 
before the end of the year? 

5 we (implement)a new policy regarding 
thesalary structure next month 

6 8ythemiddle of next month we 
allthe new equipment n the factory. 

7 ______they_______(rainallemployeesto 
usethe new machines over the next few weeks? 

8 Whatdoyou thinkwe (achieve) by the end 
of the course? 

(install) 

Functional language 

1.3 Building trust 

3 Complete the dialogue using the phrases in the box. 

based on your experience canlsuggest | 
tobehonest we bothwantto 
whatyoure saying about - would it be useful 

A , the stafffeel worried about the new 
system the company’s introduced 

B: Lok, sortthis out You know we had no 
choice but to implement the new system. 

A: lunderstand the need for change, butstaff 
Weren' told about the changes or given training 

B: o . how doyou think we can solve this? 
A thatyou have a meeting with everyone to 

(isten to their concerns? 
B forme toask the training company to be 

there, too? 

A: Ves, | think it would. 

1.4 self-presentation 

4 Match the sentence halves. 
My currentjob a yousaid about our strategy. 
IFyouneedmyhelp b in Cincinnati. 
lusedto ¢ tobe partof such a great team. 
Im now responsible d involved with this new project 
Imreallydelighted e for finding new locations 
¥m proud to be £ workon product design 
Ireallylikedwhat g ishead of US operations. 
Imbased h inany way, just let me know. @
N
a
 

e
 

w 
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1.5 A company news blog 

5 Put the sentences in the correct order. 
a Ifyou areinterested in taking partin this scheme, please 

contact the HR manager as soon as possible. 
b Youare sureto be delighted to learn that we are offering 

allstaff the chance to work with our colleagues in another 
country for three months 

¢ For example, a factory supervisor in the UK could change: 
places with a factory supervisor in Australia 

d Clickon the link to find out more about the scheme and 
how it could work for you 

& Thisis part of an employee exchange scheme which gives 
employees in all our companies the opportunity to swap 
jobswith a colleague in another country. 

£ Great news! The company has come up with an exciting 
newintiative. 

g The HR manager willthen find out which colleagues 
abroad you could change places with.



2.1 Training and development 

1 Complete the sentences using the words in the box. 
Some are not used. 

analyse analysis benchmarking | 
competency development  emational | 
job-related mentee online rapport sl b Wb ey | 

1 I want to make sure | oin a company where there are 
lots of opportunities for career 

2 Amentor can help when someone needs more specific 
training. 

3 When you are working in a team, it is important that 
there s between team members 

4 Before offering training to employees, a needs 
___isdonetoensure that the best programme 
is chosen for them. 

5 Weuse to ensure our performance is 
always of the highest standard 

6 Anewmanagerneedsto develop at 
the job as s00n as possible 

7 Managersalso need to have inelligence 
o ensure that they can empathise with others. 

8 Remember you can request two courses 
ayear as part of your training. 

2.2 Modals in the passive voice 

2 complete the email using modals i the passive. 

From:  Traning director (-] 
Training manager 

Subject: New training scheme 

Itis clear that in today's competitive climate, up-to-date 
training courses ! (must / provide) in order 
o retain staft. I've realised our training programme 
z (could / improve) and fee that  meeting 
S (must/ hold) so we can discuss our 
specific requirements. | also think tht staff ideas 

(ought / take) into account before making 
2 final decision Therefore employees * 
(should / invite) to compiete a questionnaire about 
the kind of training they would like to receive. I be 
grateful ifthis (could / arrange) as soon 
as possible 
I'm aware that not everything 7 (can / do) 
Immediately, but | think there are areas where 
significant chariges °. (could / make). 
The new training policy . (ot need / 
finalise) until the end of next month and head office 
© (ot have to / inform) about the new 
policy until then 

1 look forward to discussing these ideas with you. 

Functional language 
2.3 Exchanging ideas 

3 complete the dialogue. Use one word in each gap. 
A: What's the best *. 1o handle this situation? 

B2 don't we ask a consultant to help us? 

A: | don't thinkit?. sense to do that and it'll be 
far oo expensive 

B: Another option could be to ask for employee 
suggestions 

A: There are prosand to that Sometimes 
employees have greatideas but they can also become 
to0 involved and waste ot of time. 

B: Butisn't it good to involve staff? 
A: Ifwestart from a positive viewpoint, yes. 
B Just® up on what you said before about 

how expensive consultants are. It could save the company, 
soisn‘titworth atry? 

A: Perhaps you'e ight, So. wetry that? 

2.4 Fracilitating a discussion 

4 choose the correct option in italics. 
1 What we're looking / seeing to dotoday is o finalise 

plans for the launch party. 
2 Tomake/ ensure everyone can say something, can we 

goover/ around thetable first? 
Gupta, can you ickus off/ on? 

4 Patsy, you have some experience / information of 
organising events, would you mind helping me? 

5. Itseems that there’sa contribution / consensus about 
keeping costs as Low s possible. 

6 | agree the budget s really important, but | want to 
come  discuss to that alittle later 

7 Imafraid we're running out of time, Sojust to recap / 
repeat everything... 

2.5 Atraining request 

5 Complete the text using the phrases in the box. 
Some are not used. 

aslam because registration _could you reply 
donothaveenough itbe possible promotedto 
solcan would therefore ke writing to request 

lam ' some professional training. | have 
Justbeen? manager so| am now in charge 
of ateam but feel that 12 experience in 
this area. 1 to attend the Managing Teams 
course next month 
Please* quickly® closeson 
Wednesday next week? 
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REVIEW 

3.1 Finance and economic crises 

1 Choose the carrect option in italics. 

The company has suffered severe financial ‘crunch / losses 
/ recovery recently and, as 2 result, we have had to let 
alotof staff go. There is adanger of the company “going 
/ making / dropping bankrupt, which i very worrying. 
Although we used all of our *debts / mortgages / savings 
andtook outalr) ‘mortgage / investment / credit against 
the office premises, this wasn't enough to ¥recover / bail 
/lend us out of the serious situation we find ourselves 
in. We realise now that it was a bad move to invest n the 
new factory even though sales were drapping / bailing | 
booming and everything was going well Unfortunately, 
now weare inan economic depression  bankruptcy 
insolvency and the stock / rate / oan market does not 
show any sign of Sbooming / dropping / recovering in the 
nearfuture Furthermore, the credit / debt/ laan crunch 
has affected us very badly Unfortunately, the bank will 
not Sborrow/ lend/ bail us any more money because we 
are unable to repay our current credit / investments / 
loans with them. 

3.2 Expressing certainty and 
probability 

2 Look at the first sentence in each pair. Complete the 
second sentence with the correct form of the word in 
capitals so that the meaning does not change. 

1 Thereis a possibility that the company willsoon be taken 
over 
‘Thecompany oversoon. LIKELY 

2 Thenew store s going to open next month. 
The new store nextmonth.  DUE 

3 Ithink we willto have to cut some jobs 
(3 tocut some jobs LKLY 

4 Youwill definitely be promoted thistime 
You this time. CERTAIN 

5 Idon‘tthinkwe will be able to go 
It abletago UNLIKELY 

3.2 Position of adverbs and 
adverbial phrases 

3 put the word in bold in the correct position in 
the sentence. 

We hope to move our offices o India next year also 
We will recruit 100 new staff next year probably 
They are likely to expand into Australiain the future. also 
Costs won't rise over the next few months. probably 
Pricesare going to rse further in the near future. probably w
a
w
 
N
 

Functional language 
3.3 Responding to bad news 

4 Choose the correct option in italics to complete 
the dialogue. 

A: I very disappointed Yor / with / of last month's results 
The market response was not that / such / what we 
were hoping for /in  o. 

B: To betrue / fair/ correct,the results are only alttle less 
than we expected. fm sure that we can *push / make / 
turn this around next month. 

A: SJust / Overall./ Simply | don't think things have gone 
well since we launched the new product range. 

B: Yes, but | think we simply need to keep doing what we're 
doing 

A: 1 don'tagree | think we have tofind a new 'method / 
approach / way to marketing, | really thinkit's time / 
confident / progress talook at alternative solutions 

3.4 Asking for clarification and paraphrasing 

5 Match the sentence halves. 
1 Therearea couple of a here referto? 

things b mind repeating that? 
2 0K, s0 that means ¢ yousaid about 
3 Ganltalkyou the product line? 
4 Tellme, whatexactlydoes  d through the points 

the figure fm unsure of? 
5 Couldyouremindmewhat e itwillbereadyby 
6 Thesound went fora the end of the month. 

moment Would you £ 1dlike toclarify. 

3.5 Annual report summary 

6 Complete the summary using the words in the box. 
Some words are not used. 

g W Bl = 4 
caused due forecast gives  increased 
mixed of on optimistic posted | 
promising recovery result tough 

The pastyear has been very challenging and a year of 
: results, mainly . by poor 
sales in some markets. These poor sales were largely as 
aln)’ of a downturn n the Asian markets, 
although this wes offset by a steady and 
impressive growth in our South American markets. 
We*_ overall sales of $32 million dollars, up 

1% lastyear's figures, This” 
us cause to be cautiously®. and, with the 
growth in our South American markets, the. 
for the coming year looks 



technology 

1 Complete the missing words. The first letters are 
given. 

1 You can save space by storingfiles n the ¢ 
instead of on your computer 

2 Digital technologies used to market products are known 
a5 Digital Marketing P_ 

3 Copying information from one computer to anotheris 
knownasa datad 

4 Indigital marketing, the number of sales you get in 
relation to the number of visits to your website is 
referredtoasc. 

5 Using computers to analyse (arge amounts of 
information is known as data m 

4.1 Word building - verbs, nouns 
and adjectives 

2 Complete the sentences with the correct form of 
the words in brackets. 

1 Digital tools can be used to help businesses be more 
{analyse) and also to make 

{personalise) products for individual customers 
2 Technology gives everyone the chance to become an 

(innovate) as well s allowing people to 
isual) what their product will be like. 

3 Wisrupt) technologies help companies 
reach target customers more accurately, but some 
consumers find this intensely (irritate). 

4.2 Zero, first and second 
conditionals; Linkers 

3 Look at the first sentence in each pair. Complete 
the second sentence using the linker in brackets. 

1 ifthe product s user-friendly, people will buy it 
(aslong 2s) 

wser-friendly, people it 
2 There must be an internet cannection for the phone 

towork (f) 
The phone nointernet connection 

3 The situation st improving and we'e losing 
customers. (unless) 

allour customers, 
4 Wedon'tsell many products because the technology 

isn't reliable. (provided) 
We. more products more 
reliable. 

5 We must geta 12% discount or we won't place an order. 
{on condition) 
We an order 212% discount 

6 My advice 10 you isto design a new product (i) 
you | anewproduct 

Functional language 

4.3 Keeping a meeting on track 

4 choose the correct option in italics. 
1 We can stick  come / go backto the launch date later 
2 ¥mafraid that's really outside the plan / space / scope of 

the meeting 
3 Jack,give/allowlet Sylvia finish the point she’s making. 
4 Canwe slow/go/ reduce down alittle? 
5 Canlfinish/ slow ! stop you for a second? 
6 Butwhat do you actually suggest / say / think we do?. 

4.4 Reaching agreement in a negotiation 

5 Complete the dialogue using the phrases in the box. 
Some phrases are not used. 

| acceptthefactthet agreetothat sounds reasonable 
from another perspective ~suggestion might work 
how thissituation affectsyou ~ imagine this working 
the bestthingwouldbe ~ way to approach 

A: Frstly, tell me about . 
: Wl staffare working longer hours with no overtime 

A: Look, weneed to? thisis only short-term 
until the company is out of trouble. 

B: oy, we're not prepared to work longer hours 
unless we get paid more 

A: Well ... how could you'. 
another*. this situation? 

B: | think* t0 organise the system better so 
that we can be more productive. 

A: We could have a meeting with all the staff involved and 
sk them for ideas. 'm sure we can find a better way. 

B Yes, [ can® That?, 

then?lIsthere 

4.5 Short business proposal 

6 Match the sentences with the categories (a-e). 

a Introduction or purpose  d Plan, costs and schedule 
summary of problem e Conclusion 
Solution ta problem 
To sum up, we recommend a further study. 
This proposal evaluates the possible use of rabots. 
Recently, we have seen adramatic falin profits, 
I therefore recommend that we accept the offer 
In order tosolve this problem, we need morestaff___ 
| propose that we move production to Korea. 
The new equipment could be installed next month. __ 
The most efficient option would be to send someane 
to negotiate with them. 
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5.1 Rewarding performance 

1 Choose the correct option. 
1 Companies cannot offera of lifelong 
employment these days. 
a guanntee b recognition ¢ reward 

2 TheCE through the ranks having started 
as a supervisor many years ago. 
a achieved b promoted ¢ rose 

3 Young people sometimes find it difficult o 
in the company. 
a reward b advance ¢ promote 

4 The company’s toadapttonew 
technology lost them market share. 
a success b achievement ¢ failure 

5 1had my staff this morning. | thinkit went 
well 
a appraisal b advancement ¢ recognition 

6 Didyou getapay lastmonth? 
a reward b guurantee ¢ rise 

5.2 Linking words and concessive 
clauses 

2 Complete the sentences using the words in the box. 

| although despite though inspite nevertheless 
| onehand other hand 

1 We decided tosell the company, wewere 
very reluctant to do so. 

2 Weknewthe product would bepopular 
ttookawhile before sales increased. 

3 the fact that there is a recession, the new 
company matie a good profit i its first year 

4 Onthe . we lost staff, but on the 

______ productivityincreased, soitdid not 
affect efficiency. 

5 Even sales were up, profits were down. 
6 of being given almost impassible targets, 

Tmanaged to achieve them 

Functional language 
5.3 Responding to challenging feedback 

3 Complete the dialogue with the phrases in the box. 

andwhy notseeing the big picture 
predicted this might happen room for improvement 
takeonboard ‘ve talked about this before 

A: Oscar, I'm worried that you didn't meet all your targets. 
B: OK... but ' afraid you're . here. | exceeded 

my targets for the new lines 
A: That'strue but we expected improvement acrossallsales. 
B what you're saying and | agree there's 

A: Don'tforget thatwe . 
B: OK, but really think that | can do better next quarter 
A: Yes, but you have to remember that we . as 

Vo often falto meet your targets 
B: lunderstand what you're saying, ¢ . but think 

many of the problems have been beyond my control. 

5.4 Leading and participating in review 
meetings 

4 Complete the dialogue. Use one word in each gap. 
A: Asyou cansee from the . ,whatwanttodo 

today s reflect on how we are doing things. So, what do 
you think zbout where things have gone well and where 
the? were? 

B: Well .. overall, it's great that we have?. all 
of our most important targets 

A: And what hasn't gone so well? 
B: Some deadlines were missed. That mistake was. 

’ toan oversight on my*. 
A: Sowhat was the main®. of that mistake? 
B: I misread the schedule. fd planned more carefully at the 
7 lcouldhave avoided this problem 

A: Yes, it's important never to underestimate the®. 
for good planning 

5.5 Performance review summary 

5 Match the sentence halves. 
1 Youdisplaygreataptitude  a meet deadlines. 
2 Youdemonstrate the b for negotiating 
3 You consistently ¢ you have had some 
4 Although you have done problems. 

avery goodjob, d despiteyour having 
5 | amimpressed with what missed the deadline. 

you have done sofar, e ability o useyournitiative: 
6 Unfortunately, I feelthat £ isrequired tohelpyou 

more training meetyour future targets 



6.1 Business ethics 

1 choose a word from each box to complete the 
sentences. 

clothing ethically fair-trade fashion low tough 

brands cotton conditions industry pay sourced 

Thet is one where companies often have 
an ethical abel to help sales. However, many of the 
workers who produce the clothes work in very 
: andare often getting very . 
Well-known . need to make sure that their 
clothes are being made n an ethical way. If they claim 
thata product is made from thenthey 
must ensure that they have the evidence to prove that 
the materialsare’. 

2 Complete the sentences with suitable prepositions. 
1 The company has been accused notbeing 

nal language 
6.3 Voicing and responding to concerns 

4 Choose the correct option i italics. 
A: When do we implement the changes? 

B: | can'tsay or/ with / by certain because not all the 
information has been decided / concerned / confirmed 
yet. 
see. And what do you think about the new ideas? 

: (m*honest / certain / concerned that the customers 
‘might not be happy about them. Its just a Yight / 
thought / difficulty. | could be wrong. 

A: Wel, to besimportant / honest / certain, | agree with 
you | don'tthink theyl lie the changes 

6.4 Selling a product or service 

5 Complete the sentences with words from the box. 

answer come enable major specialise useful 
ethical 

2 Acompany needs totake responsibilty_______its 
staff. 

3 People have been campaigning 
sweatshops for years. 

4 Consumers should be aware 

productsare produced. 
5 The bad publicity about the company has had a big 

impact, sales 

how their 

6.2 Third conditional 

3 Complete the dialogue with third conditional forms 
using the verbs in the box. Some are used more 
than once. 

be find have ty use 

A The problem s we dict use ethical natural materials 
and asa esultsales were poor. 

B: [fwe® natural materials, sales 
better, for sure. 

A It'sa pity we had these problems  Its been bad for our 
brandimage. 

B:Wel_____theseproblemsifwe® to 
cut costs, butwe'll never know now. 

A: Really? Soyou think that if we*. insuch 
ahurry, we anethicalsupplier? 

B: Yes. And that might have been the difference between 
success and failure. 

1 we in digital advertising for small and 
medium-sized companies 

2 Couldthisservicebe_______foryou? 
3 Oursolutions our lients to benefit from 

contact with 3 global audience. 
4 Isbudgetaln) consideration foryou? 
5 Sohow aboutif! overand show you some 

deas? 
& Arethere any other questions | can foryou 

right now? 

6.5 Company newsletter 

6 Putthe sentencesin the correct order. 



; 7.1 Managing time 
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1 Choose the correct option in italics. 
1 They didn't allocate / set enough resources to complete 

the job properly. 
2 You need to identify key priorities / resources if you want 

tobe good at time management. 
3 Managers must be able toset realistic jobs / goals. 
4 Team leaders have to meastre / schedule the tasks to be 

doneby the team 
5 Itisimportant to maximise / allocate efficiency atall 

times, 
6 Managers should make sure that everyone is able to take 

atime / break at regular intervals. 

2 Complete the dialogue. Use one word in each gap. 
Daniel finds it difficult to make time . his 
family. Although he tries to manage hs time, he never 
finishes ajob of time and is always 
running? of time to dothings. When a 
consultantanalysed his working patterns, she found that 
het alotof time starting several jobs at 
the same tme without any planning. Consequently, 
nothing ever gets finished . time. He then 
hasto®. time solving problems which could 
have been avoided if only he had planned his time 
better IFhe learned to do onejob . atime, 
he'd be much more efficient. 

7.2 Adverbials and time expressions 

3 complete the dialogue using the words and 
phrases in the box. 

adaly basis allday anyday latest never 
occasionally rarely time totime usually 

Felizia had been at her desk - since early 
morning trying to complete the proposal for her boss, 
whowanteditby8 pm. at the. Sheworked 
longhours on'* andalmost* 
had a holiday, She explained that it was because she 
loved her job so much. Her colleagues did not 
understand why she did it because they * 
stayed late and only ¢ agreedtodoso 
when Felizia could persuade them to help her This was 
2 with an offer of more money plus extra 
time o if they did stay.Felizia's boss knew that Felizia 
could be found working hard in her office any time, 
s However, she also knew that she would 
have to talk to Felizia about this, s it was not healthy to 
worksuchlong hours. From staffwere 
expected to work ate, but not every day. 

Functional language 
7.3 Discussing priorities 

4 Complete the words. The first and last letters are 
given. 
Hi Jaques, 
Sorry to botheryou, but  need your help. fm 
o d at the moment with so much work! 
Could you deal with the brainstorming of new initiatives 
withyour team? Please?p_______ethis.Its urgent 
The boss wants our ideas yesterday! The report you're 
writing, that's a lower *p. y-the 
d eis not until next week so you'l still 
have plenty of time to do it The boss needsa 
o eby close of business tomorrow on the 
new initiatives. So, once you get a chance to give me 
your team’s K tlLsend the boss an 
'u____ eonwhat’s happening. 

Thanks, 
Joshua 

7.4 Dealing with difficulties in negotiations 

5 Match the sentence halves. 
1 Sowhatyou'resaying @ togothe extra mile to meet 
2 Ithinkwe can both the deadline. 

agree b change the work schedule? 
3 | understand your ¢ thatsaving time s essential. 
4 Howaboutifwe d position a bit better now. 
5 Weregoingtohave e isyou don'tlike the idea? 

7.5 An email giving reasons 

6 Complete the text. Use one word in each gap. 
mreally totellyou that,2 
1o unforeseen dircumstances, we've . a 
major problem. This means that, unfortunately, we will 
not be able to meet the original deadline ¢ 
our best tofinish the building work on 
time, the problem has been by poor 
weather conditions, which have forced the whole 
project to come to 2 complete standstl. Furthermore, 
we have not been able to get the extra materials we 
needed and this”. has not helped the 
situation. 14 propose that we look for the 
extra materials while everything has stopped. 
Furthermore, we should also find some additional 
temporary staffto help us this problem 
once the weather improves. However, we willstill need 
0® the schedule and find 2 new deadline 
whichwill sutall parties. 



8.1 Change management 

1 Cchoose the correct option in italics. 
1 Good planning led to the actual move being 

very adaptable / efficient / isky. 
2 Management have to weigh / move / keep up the risks and 

benefits o every situation 
3 Ifstaff don't know what is happening, they can be very 

adaptable | measured ! apprehensive about change. 
4 Management should cope/ consult / weigh with all taf 

about changes which will affect them. 

2 Complete the sentences with the correct form of the 
word in brackets. 

1 Weneed to ensure that the 
the new strategy is smooth 

2 for success) change to take place, everyone 
needs to be aware of the reasons for it 

(implement) of 

3 We need to react with a carefully (measure) 
response to avoid conflict. 

4 Staff need o see thatthis change is (benefit) 
forthem. 

8.2 Reported speech and reporting 
verbs 

3 Rewrite the direct speech as reported speech using 
the word in capitals. There may be more than one 
possible answer. 

1 'l won't be late again.’ PROMISE 
She 

2 “fFlwere you, Id ook for another job. ADVISE 
e 8 o 

3 “Ithink we should sell part of the company.' SUGGEST 
John 

4 ‘Twon't leave until the jobis finished. INSIST 
She 

5 ‘We've|ust signed a new contract INFORM 
The company 

Functional language 
8.3 Coaching and mentoring 

4 Complete the sentences using the wordsin the box. 

[ considered feel make should support tell were 

1 How wouldyou about leading the project? 
2 laant you whatto do, but | can advise you. 
3 Haveyouever working overseas? 
4 No, I haven't but thanks for your 
5 11l you, Idtake the opportunity. 
6 You think it over for a couple of days before 

you adecision 

8.4 Leading a brainstorming session 

5 Match the functions (1-8) with the examples (a-h). 
Define the goal 

2 Startwith questions and statements about the issue 
3 Collectas many ideas as possible 
4 Askforideas about procedure 
5 Askpeople to give more details 
6 
7 
8 

Build on the ideas of others 
Discuss and evaluate 
Make a decision 

a Feel free to make suggestions 
b Canyou elaborate on that? 
© Adding to that idea, we could ask the consultant for 

input. 
d Let'sgowith that dea then. 
€ We're here today to address the design st 
F These opening questions will enable us to identify the 

main problems 
g Areweallagreed that ths i the best way forward? 
h How would you like to group them? 

8.5 Press release 

6 Complete the text using the words in the box. Some 
‘words are not used. 

announcements announced assured 
complained complaints do-expected 
Vey regretted replies told went 

B5Q Supplies has ust . plansto purchase 
its main competitor, FOG Components. Unfortunately, 
rumours about redundancies 2 viral last 

weekand stff have about not being 
informed of the situation. 

The CEO, Walter Grum, said he * the lack of 

communication, which led to staff believing they would 
be made redundant. He>. everyone that 
this was definitely not the case and added that he would 
3 everything he could to retain all taff 
from both companies as the employees were the 
2 1085Q's success. 
Itise, that there will be further. 
over the coming weeks 



Introduction 

Syllables, stress 
and intonation 

The sounds of 
English 

Pronunciation is important because even if you use the right words and the right 
grammar, youwan't be able to communicate effecively if steners can't understand 
your pronunciation easily. Awareness of the key elements of pronunciation willalso 
help you to understand spoken English better 

Different words have different numbers of syllables: 
Isyllable  grow, growth asyllables in-ter-view-er, co-or-di-nate 
2sylables  prodeuct, resport Ssyllables  chareacsterisetic 
3sylables in-ter-view. pro-duction G syllables  re-sponsi-bilsity 
Inwords with more than one syllable, one of the syllables s tressed, e clearer, louder 
and longer than the other syllables, and it carres the main intonation, e. the movement 
of the voice up or down: 
PRODuct INterview INterviewer 

1ePORT proDUCtion  coORdinate 
In longer words and compound nouns there is often a secondary stress, .. a less strong 
stress earlier in the word: 
characteRiStic  responsiBllity  mbile PHONE 
Stress isimportant in making words recognisable, and stress and intonation are sed 
10 highlight important information: 

A:Are you still using that same old comPUter?  B: No, I've got.a NEW one. 
A:Did you get it as a PREsent? B:No, | BOUGHTt. 

‘These are the sounds of standard British English and American English pronunciation. 

See also the section Varieties of English’ on the following page. 
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Sounds and 
spelling 

Using a dictionary 

Simplifications 

Varieties of English 

nEnglish,the relationship between spoken and written language s particularly complicated. 
The same sound can be spelt in different ways, e.g. 

« fau/ slow go (oan toe although know 
s/ sell science cent 
The same letter can be pronounced in different ways, e.g. 
-+ the letter u can be pronounced /w/ asin cut, o/ s in full, // as i sure in Bitish English 

orju/asin busy; 
+ theletters can be pronounced /s/ as in sl /2/ as n easy, |/ as in tension o /] as in decision. 

Onceyou are familiar with the phonetic symbols n the table in ‘The sounds of English' section, 
youwill be able touse a dictionary tofind the pronunciation of any word you are unsure about. 
As well as the sounds in a word, dictionaries also show word stress. Look at this dictionary 

entry for controversial 

con-tro-versial /kontravsial/ adj causinga lot of disagreement, because many 
people have strong opinions about the subject being discussed 

+ The'sign shows you that the syllable immediately after it s stressed. 
+ The,sign shows you that the syllable immediately after it has secondary stress 
« The:sign shows you that the vowel s lang 

In normal everyday speech, however, words often do not have the same pronunciation as 
shown in dictionaries. This s important for istening, Vowels instressed syllables e usually 
pronounced clearly, but otherwise speakers make various simplifications: 
+ Some sounds are missed out, eg facts can sound like facs’, compete can sound like 

‘cmpete’, characteristic can sound like ‘charrtristc’ 
+ Some sounds are merged together, e.q. on Monday can sound like ‘om Monday’, ten 

‘groups can sound like ‘teng groups’,this show can sound like ‘thishow’. 

English is of course spoken by some peaple asa first anguage, but it is spoken by much 
larger numbers of peaple who learn it as an additional language and use it as alingua 
franca for international communication. 
Thereis a large amount of variation in how English s pronounced: 
+ Variation among traditional native' accents such as Britsh, American and Australian. 

There are even considerable differences between the accents of different regions of 
the United Kingdom. 

« Variation amang accents of English as  lingua franca, with many of the differences 
caused by the influence of speakers first languages, e.g. Japanese speakers often do not 
distinguish between /I/ and /1/, and Spanish speakers often add an /e at the front of 
words beginning with /sp/, /sk/ and /st/. 

Consonant sounds are generally similar in different varieties, but there s much more 
variation in vowel sounds - both the number of vowel sounds used and the exact quality 
of the sounds 
in the audio and videa recordings which accompany this course - and in your everyday life 
and work - you will hear speakers from various English-speaking and non-English-speaking 
backgrounds communicating successfully with each other despite such differences in 
pronunciation. For example, many speakers do not use the /6/ sound of ‘think’and 
the /of sound of ‘then’, but this does not generally affect their abilty to make themselves 
understood. Particularly important things to concentrate o include: 
« wordstress, 

+ stressand intonation in phrases and sentences, for highlighting important information, 
+ consonant sounds, 

« groupsof consonants at the beginning of words - 
« the difference between long andshort vowels. 

g.strong, 

Good pronunciation does not necessarily mean speaking ike a native speaker; it means 
being understood by others when communicating in English. Awareness of pronunciation 
principles and regular pronunciation practice will help you improve your speaking, but also 
your listening comprehension. 



Lesson1.1> 
Stress in compound nouns 

Lesson2.1> 
Stressing key words in sentences 

‘ >114¢ 

In compound nouns, the main stress may fall on 
either word. For example: 
CREDIT card company STRUCTURE 

Some compound nouns consist of more than two 
words. The main stress may fall on any of the words. 
For example: 
CREDIT card payment company DAY care 

1 Workin pairs. Match 1-5 with a-e to make 
compound nouns. Then underline the word with 
the main stress in each compound noun. 

1 role a transaction 

2 company b office 
3 pay  model 
4 open-plan d hiearchy 
5 creditcard e rate 

2 P10l Listen and check. Then listen again 
and repeat. 

3 Workin pairs. Take turns to say a word from one of 
the compound nouns in Exercise 1. Without looking 
at Exercise 1, your partner says the compound noun 
in a sentence. 

Lesson1.2> 
Auxiliary verbs in the Future 
Continuous and Future Perfect 
Simple 

When we use auxiliary verbs in speech, we normally 
use the contracted forms I/ (= will) (especially after 
pronouns)and s/ (= have). 

1 Mark where you think the contracted forms /I/ and 
fav! are used. 

1 What do you think you will be doing ten years from 
now? 

2 Manyyoung people will have decided what is important 
for them in a job by the time they go to their irst 
interview. 

3 What position will you have reached by the time 
you'reforty? 

is afternoon at our weekly meeting, we will be 
discussing how to reduce menial tasks for junior staff. 

2 4 ri02 Compare with a partner, then listen 
and check. 

3 Workin pairs and practise saying the sentences 
in Exercise 1. 

The emphasis of a sentence can ofcen change 
depending on which word youstress when speaking. 
For example: 
The Paris branch has doubled sales in the last six 
months. The emphasis is on how much sales have 
grown by, 
The Paris branch has doubled sales inthe last six 
months, The emphasis is on where sales have doubled. 

1 4201 Listen to the sentences and repeat. 
Copy the intonation. 

1 The share prices fll after the takeover 
The share prices fellafter the takeover 

2 Induction training is sometimes called onboarding, 
Induction training is sometimes called onboarding. 

3 Training courses can help to drive career development. 
Training courses can help to drive career development. 

2 Workin pairs and practise saying the sentences 
in Exercise 1. 

Lesson2.4> 
Linking between words 

In spoken English, we can link words in various ways. 

1 #>p202 Listen to the pairs of words. Match them 
to the types of linking. 

1 so_everybody & fv/links the words. 
2 objective_of b /w) links the words, 
3 more_efficient ¢ /o/links the words, even though 

its not pronounced when we 
say theword on its own. 

2 Workwith a partner. Mark where there will be 
examples of each type of linking. 
We communicated through our lawyers. 
Thanks to all of you. 
Then we'll have a meeting of eight directors 
How do others feel about this? 
Please give yourideas and tell us what you want. 
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47203 Listen and check. Then listen again 
and repeat. 

4 workin pairs. Take turns to say the sentences in 
Exercise 2.



Lesson3.3> 
The letter 't 

‘The letter ‘t” in words can be pronounced in different 
ways. 

1 €r:01 Listen to two versions of the phrases 
below. In which option (a or b) do you heara 't"? 

a b 
1 Gatwickairport oo 
2 getback ogd 
3 the moneywas sent yesterday oo 

2A 302 Listento the sentences and complete 
the missing words. 

1 The new CEO has had the approach so far 
2 AOS5 percentincrease is than nothing. 
3 Wehopeto our targets this quarter. 
4 Revenue willincrease by 50 percent year. 
5 Inthe last quarter, profit fell by 15 percent, 
6 The project will cost million euros. 

B Listen again. Focus on the words you added in 
Exercise 2A and decide if the /t/ is pronounced 
in each case. 

Lesson3.4> 
Strong and weak forms of that 

When that s a pronoun or a determiner, we normally 
usethestrong form /8zet/, but when it is a conjunction 
ora relative pronoun we normally use the weak form 
/0. For example: 
Isthat fet/ the one that /8at/ you wanted?. 

1 Work in pairs. Do you think that will be strong 
orweak? 

1 That'sit. 

2 There's only one version that everyone can see. 
3 Thatwayyou can be sure you'e looking at the more 

recent version. 

4 Wehave to change that 
5 I wrote down that the figures in row 48 are averages. 

2 47203 Listen and check. 

Lesson4.1> 
Stress in word building 

When we add suffixes to words, the stress sometimes 
stays on the samesyllable and sometimes moves. We 
can record the sress pattern of aword by using large 
and small circles. For example: 
trans-port 0o 
transsporetastion 0000 

1 Workin pairs. Look at the words. In which pairs 
does the sress stay on the same syllable? (n which 
does it move? 

analyse — analysis 
disrupt — disruption 

| innovate — innovation 
irritate — irritating 

predict = predictable 

2 P01 Listenand check. 

3 Workin pairs. Draw large and small circles on 
a sheet of paper to show the stress patterns of 
the words in Exercise 1. 

4 Workin pairs and practise saying the words. 

Lesson4.4> 
Stress in phrases 

‘Some of the phrases and sentences in this lesson 
‘often have a characteristic stress pattern. For 
‘example: 
You WANTED to SEE me? 

1 a0z Listen and underline the stressed words. 
There are two in each item. 

1 Thatsounds reasonable. 
2 Whatare your priorities? 
3 You have to understand... 
4 |can agree to that. 
5 Forsome of us it's necessary. 

6 Letme make sure. 

7 Let'slook at the facts. 

8 Ithinklcan make that happen. 

2 Listen again and repeat. 

3 Workin pairs and practise saying the sentences 
inExercise 1. 
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Lesson 5.2 > 
Intonation and linking words 

When linking wordsare used at the beginning of 
asentence, they often have a fall-rise intonation. 

For example: 
N 

Ontheonehand... 
If a linking word forms the beginning of a longer 
phrase or clause, the fall-rise often occurs later in 
the phrase or clause. For example: 

~ 
Despite experiencing a number of problems, . 

1 Workin pairs. Where will the fall-rise be in these 
sentences? 

1 On the other hand, they receive overtime pay. 
2 Although he has achieved 2 great dealin the company, 

there have been 2 number of problems to deal with 
3 Nevertheless, it was effective to simply make pilots 

aware of saving fuel 
4 Eventhough some work can be done from home, many 

companies prefer ta have the workers n the factory. 
5 Inspite of his career being so successful,he decided 

totry a new area of business and left the company. 

2 #p501 Listen and check. Then listen again 
and repeat. 

Lesson5.3 > 
Intonation when handling 
challenging feedback 

When giving and responding to challenging 
feedback, sound confidentand assertive without 
beingimpolite by using falling intonation. 

14 Listen to the following sentences and 
underline where you hear a change in intonation. 

1 1 agree with you 100 percent. 
2 I cansee your point. 
3 We'vetalked zbout this before, 
4 Itake on board what you're saying 
5 There's room forimprovement. 

2 Work in pairs. Take turs to practise the sentences. 
Listen to your partner and draw a line in the air 
with your hand to show how your partner's voice 
goes up and down. 

Lesson 6.2 > 
Contractions and weak forms 
in third conditionals 

In third conditional sentences, we normally use 
the weak form /ov/ (= have), and we often use the 
contractions’d (= had or would), hadn't (= had not) 
and wouldn't (= would not). 

1 #re0r Listen and complete the sentences. 
1 we paid such a high tax bil last year if we 

given some of our profits to a charity for 
the homeless 

2 Ifthey taken on employees with 
disabilities, they. had diversity in the 
workplace 

3 We_reducedbothourtransport costs and 
carbon emissions if we sourced all of our 
raw materiais locally. 

2 Workin pairs and practise saying the sentences 
in Exercise 1. 

Lesson 6.5 > 
Chunking, pausing and stress when 
reading aloud 

When we read a text aloud, we divide t into chunks 
to make it more manageable for us and our listeners. 

1 Work in pairs. Discuss how you could divide this 
text into chunks to read it aloud. Which wrds 
would you stress for emphasis? 
Salvador Fidalgo is our Hero of the month for hiswork 
on ourlocal commnity programme. He has formed 
and coached a football team of (ocal teenagers and the 
youngsters have done so well that they have just won a 
regional football competition. Salvador says he has had 
such a rewarding time working with these youngsters, 
that heis going to start a second team. 

2 @pe02 Listen to two versions. Which was closest 
to your ideas in Exercise 1? Which version do you 
prefer, and why? Discuss with your partner.



Lesson7.2 > 
Stress in adverbials and time 
expressions 

Many adverbials and time expressions, even ones 
consisting of more than ane word, have a typical 
stress pattern. For example: 
Atfist (00) they dic't ke the idea 
Idon't narmally (Oo) work on Fridays. 

L Workin pairs. Draw large and small circles in 
the brackets to show the stress patterns of the 
underlined words. 

1 Usually( )theyfinish their work by Friday afternoon. 

2 Fromtimetotime( ) he goes tovisit customers 
3 Occasionally( ) we take clients out for dinner. 

4 Inafewdays( )weshould have more information. 

5 Recently( )they have started to look into making 
meetings shorter. 

2 49701 Listenand check. 

3 Workin pairs. Practise saying the sentences with 
the correct stress. 

Lesson7.4> 
Intonation when negotiating 

Using intonation with a wide voice range can help 
ussound cooperative and willing to negotiate. 
Forexample: 

How about if we postpone your departure for a few days? 

L €#702 Listen to two versions of sentences from 
a negotiation. Which version sounds cooperative 
and willing to negotiate, the first or the second? 

1 Thisisa good thing that you are offering. | am very 
grateful 

2 Inother words, you want to continue with the project 
3 Sowhatyoure saying i that you are no longer 

interested in the deal. 

2 47705 Listen to the cooperative versions again 
and repeat. 

3 Workin pairs. Write three sentences starting 
like sentences in Exercise 1. Practise saying the 
sentences to each other, sounding cooperative 
and willing to negotiate. 

Lesson 8.2 > 
/st, 24, if1, 1/ and /d3/ 

‘The consonant sounds /s/, /21, f/, // and 3/ can be 
spelled in various ways. For example: 
/sl promised, price 
Jeladvised, size 

1 Workin pairs and put the words in the correct 
category, according to the pronunciation of the 
letters in bold. 

actually anwious appreciate business changes 
changes decision insisted lose management 
offices passion prices questions suggests 

I 
f2l 

W 
I 
eyl | 

2 401 Listen and check. 

3 Workin pairs. Take turns to point to words in 
Exercise 1, and say sentences containing the words. 

Lesson 8.4 > 
Voice range 

Afalling intonation from a high level can help to give 
animpression of authority, completeness or finality. 

1 502 Listen and mark the main stress with 
falling intonation in each sentence. 

1 There s no right or wrong. 
2 How would you like to categorise them? 
3 Could you expand on this point for us? 
4 These statements highlight the issues we're facing. 
5 What does everyone think about that as an option? 

2 Listen again and repeat. 
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1.2 Future Continuous and Future 
Perfect Simple 

+ We use the Future Continuous for events that will be 

taking place ata particular time in the future. 

The best way to get staff members to care whether their 
employer will be doing business i the future is to convince 
them that they will be working there when it happens. 
This time next year  think companies will be looking for 
‘employees who are interested in making careers with them. 

HR will be analysing the data on staff retention once all 
the departments and subsidiaries have sent them the 
information they need. 

+ Weform the Future Continuous using will+ be + present 
participle of the main verb. 

+ We use the Future Perfect Simple for events in the future 
which will be finished by a certain time. 

By the time they have been there a few months, Margan 
Stanley will have told top frst-year analysts that they have 
abright future at the bank. 
Hopefully, within a few years these initiatives will have 
made a real difference. 
By the middle of the next decade, most companies will have 
implemented a policy of paid sabbaticals for employees. 
We are certain that we will have solved the problem of 
employee retention before the next five years are over: 

+ Weform the Future Perfect Simple using will + have + past 
participle of the main verb 

« Weinvert the subject and will when making questions with 
the Future Continuous and Future Perfect Simple. 
Will companies be implementing changes more frequently 
inthe next decade? 
Wil students have completed more than one degree by the 
time they finish university and enter the workplace? 

1.5 Phrases with be 
+ beabout tois used for something that s going to happen 

almostimmediately. 
The presentation is about to start. 

+ be duetos used to say something is expected to happen at 
3 particular time. 
The meeting is due to finish at 1700 hrs 

+ be supposed to s used for something which should happen 
but may not 
Everyone is supposed to come back to work afterwards, 

+ besure /certain tois used when something is definite 
Everyone is sure / certain to benefitfrom a sabbatical. 

+ be (unllikely tois used to say that something is probable or 
improbable. 
You are likely to have concerns about time away from work. 
The budget is unlikely to be increased next year. 

2118< 

+ betois used for giving formal instructions. 
Fullsalary is to be paid during the sabbatical providing you 
dovaluntary work. 
Employees are not ta take time off during the summer 
‘months. 

2.2) Modals in the passive voice 
We use the passive voice when we don't know who o 
what the agent) s respansible for an action, or the agent 
isn't important, or when we simply want to emphasise 
theimportance of an action rather than the person/thing 
responsible for doing it 
Modal verbs indicate ability, obligation, lack of obligation, 
necessity, permission, possibility, prohibition or 
recommendation. 
+ We use need to / have to / must + be + past participle to 

talkabout passive actions that are necessary. 
This expense needs to be explained as t wasn't approved. 

She has to be helped with the report. 
These bills must be paid as they were due last week. 

We use have to more frequently for external rules, 
and must more frequently for obligations we make for 
ourselves. 
According to govemment regulations, these policies have to 
be followed when we lend money to clients. 
The training needs must be evaluated by this afternoon as 
1am leaving tomorrow on holiday. 
We can also use both have to and must for strong 
rrecommendations. 

His comments on the development programme have to be 
read, they are wonderful, 

The course | took must be offered to everyone, it is 
incredibly usefull 

+ W use should / ought to / shouldn't + be + past participle 
to make recommendations and to give advice and opinions 
The telephane should be answered immediately. 
‘Business clothes ought to be worn in the office by staff who 
deal with customers. 

Development courses shouldn't be offered to everyone in 
the company as they may not need them, 

« We use mustn’t + be + past participle to say that something 
s not allowed or permitted or is prohibited by law. 
Your clients’ personal data mustn‘t be shared with any of 
your colleagues. 

+ We use don’t have to/ don't need to + be + past participle 
tosay thatitis not necessary or compulsory to do 
something, but that it can be done if you want. This s a lack 
of obligation. 
The reports don’t have to be finished til next week. but you 
cando them earlier if you like. 
All working hours don't need to be spent n the office, 
employees can work at home some of the time.
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Note: mustn't + be + past participle and don't have to + be 
+ past participle have very different meanings. 
Mobile telephones mustn't be used in this part of the plant. 
(This is not permitted.) 
Business suits don't have to be worn in this office. (Thisis 
not necessary) 

+ Weuse can/ could /may / might / would + be + past 
participle to say that itis possible to do something. 

This research can be finished tomorrow. 
An employee could be moved from one department to 
anather. 

This training programme may/might be implemented to 
trelp new employees. 
Amore intensive development training would be 
considered if enough people needed it 

+ We use can + be + past participle to say that the ability 
exists to do something 
The language in this manual can easily be simplified. 

+ We also use can + be + past participle to say that permission 
s given to do something. 

This door can be used in the afternoon but not n the 
morning when the assembly line s running. 

2.5) Linking words for reason and 
purpose 

We use the following linking words to introduce 3 reason or 
purpose. 

Tointroduce a reason: because, because of, as, since 
Please could you let me know by tonight because 
registration for the course closes tomorrow 
The supplies were lte because of  transport strike. 
As/Since | have just been made a project leadier, it is 
important for me to attend a project leadership training 
course. 

Tointroduce a purpose: to + nfinitive, in order (not) to 
+infinitive, so0 as (not) to + infinitive, in order that, so (that) 

Could you stay late this evening to help us prepare 
tomorrow’s presentation? 
1am interested in developing skills in order to deal with 
conflict. 
We worked overtime 5o as not to miss the deadline. 
itis vital to develop my skills in order that | can effectively 
motivate my team 
We worked overtime so that the project was finistied 
ontime. 

3.2) Expressing certainty and 
probability 

(unlikely to, certain to and due to 
« We usethe expressions (unllkely to, certain to and due toto 

talk about certainty and probabiliy 
be + (unilikely/certain/due to +infinitive 
The new sales strategy s likely to increase prafiability this 
year (= Thisis prabable) 
Heis unlikely to meet his sales targets by the end of this 
manth. (= Thisisimprobable) 
They are certain to gain market share. (= Thisis certain) 
The meeting is due to start at three o'clock. (= Thisis 
planned for a fixed time) 

« These structures are often used with time expressions, e.g. 
atthe end of the (month, by (2030), by/before the end of 
the (year), over/in the next (three years), etc. We usually put 
the time expression at the end of the sentence. 
The group is certain to expand faster over the next five years. 
We are due to review our market position by the end of the 
second quarter. 

Itis (un)likely/certain + clause 
+ We can also use (unlikely or certain with a clause. 
s+ (unlikely/certain + (that) + subject + will + infinitive 
s likely (that) we wil have to review our online sales. 
tis certain (chat) the footwear brand willsign an NEA star. 

Position of adverbs and adverbial 
phrases 
Position of also 

« We put the adverb also after the verb be but before the main 
verb with other verbs. 
Adidas's online sales arealso due to rise. 
Adidas s also likely to sell off unwanted businesses. 
The new CE has also said they are aiming to boost sales, 

Position of probably with will/won't 
+ We can use the future form will to talk about future 

probability. We use the adverb probably when we are less 
certain something will happen. 

Be careful with the word order: 
+ We put probably after will, but before won't in negative 

sentences. 
The group will prabably continue to invest more. (= Thisis 
probable) 
Qur online sales probably won't ise significantly. (= 
improbable) 

« We put probably after be, but befare isn't/aren'tin negative 
sentences. 

hisis. 

The group is prabably going to continie to invest more. 
Our online sales probably aren't going ta rise significantly. 
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3.5 Articles: a/an, the, no article 
Talking about people or things in general 
+ There s no article with plural nouns or uncountable 

nouns. (Uncountable nouns don't have a plural form, g, 
information, knowledge, money.) 
Lower operating costs mean that we fnished more strongly 
than expected. 

Information about the project is now available online. 
+ We usea/an with singular countable nouns. (Countable 

nouns have singular and plural forms, e.g. factory - factories). 
It was a year of mixed results 
An assessment of the market for the coming year indicates 
that sales willincrease, 

+ W use the when we know which thing we are talking about 
either because it s unique or has been referred to before. 
This was caused by a slow-down in the global economy. 
(= The global economy is unique.) 
Here is the information you asked for (= Ths refers back to 
information which was requested previously) 

Last year we decided to build a new factory. The new 
factory is now up and running, (= This refers back to the 
factory mentioned in the first sentence) 

4.2 Zero, first and second 
itionals; Linkers 

We use zero conditional sentences to talk about consequences 
of actions that are always or usually true. The usual structure 
of 2 zero conditional sentence is: 

IF+ Present Simple, Present Simple 
IFyou elick here, the different functions appear: 

First conditional 
We use first conditional sentences to talk about patential 
consequences of actions and real possibilities. The usual 
structure of 2 first conditional sentence s 
I+ Present Simple, will + main verb 
IFyou use this app, you'll be able to undersstand instantly. 
We can sometimes use the Present Perfect instead of the. 

Present Simple. 
If you've seen the advert. you'll know what /m talking about 
We can also use 2 modalverb or imperative instead of will 
I you click here, you can see allthe language options. (modal 
verb instead of will 
Record the dialogue on your smartphone i you have one. 
(imperative form instead of wil) 
We can use unless in zero and first conditional sentences to 
mean ifnot. 
Unless you can afford an interpreter, this s the device for you. 
(=IFyou can'tafford..) 

Second conditional 

We use second conditional sentences when we feel less 
certain of potential consequences or to talk about imaginary 
or‘unreal’situations. In these stuations, we consider the 
action more difficult o achieve and so lesslikely to happen. 
The usual structure of asecond conditional sentence s 
IF+ Past Simple, would/coulc/might + main verb 
If1 had 3 digital personal assistant now, it could make my lfe 
much easier. 

We can sometimes use the Past Continuous instead of the Past 
Simple. 

If we weren't using vice recogaition now, you might have 
problems understanding me. 
Inthe second canditional we usually use either were which is 
more formal or was in informal speech, after . hie, she and it 
IF1 wasn’t/ weren't so busy, 1t stop to chat more often. 
But we always use were i the phrase If were you. 
We can sometimes use either the first or the second 
conditional, depending on how likely we think the situation s 
IFyou buy 50 headsets, we'll offer you a discount (1 see this as 
areal possibility) 
1Fyou bought 50 headsets, we'd offer you a discount.(l think 
it's unlikely you will buy these) 

Linkers 
We can use a variety oflinkers or conjunctions instead of If 
when talking 2bout conditions. 
- We can use provided/providing (that) o say that 

something will only be possibleif something else happens 
oris done 
Wed buy this product provided/providing (¢hat) you gave 
usa two-year guarantee. 

+ WWe can useas long as tosay that one thing can happen or 
be true only if another thing happens or i true, 
We could start the project next month as long as you signed. 
the contract. 

We can also use as long as to say that one thing will 
continue to happen or be true if another thing happensoris 
true atthe same time. 
We will become one of the world's most revolutionary 
companies as long as we don't stop infiovating. 

+ Wecan use on condition (that) in formalsituations to say 
that something will only happenifa particular pointis 
agreed upon 
4s discussed in aur meeting, we will be happy to order SO 
headsets on condition (that) you offer us a 10% discount 

Note: Like if and unless, we can use provided/providing (that), 
aslong asand on condition (that) both in the middle and at 
the beginning of a conditional sentence as the two clauses can 
appear in either order.
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4.5 Noun phrases to replace verb 
phrases 

We often use noun phrases to replace verb phrases n formal. 
wiiting. 
+ Averb phrase s more personal than a noun phrase and s 

aboutwhat we do 
We measure the medication very carefully when we 
dispense prescriptions. 

- Anoun phrase s less personal than averb phrase and 
focuses more on the topic. 

The measurement of medication s very impartant when 
dispensing prescriptians. 

+ Wecan makenouns from verbs by adding suffives. For ecample 
measure ~ measurement  produce - production 

= Some verbs have the same form as nouns. For example: 

change— change release — release 

Prepositions used with noun phrases 
Ifthere are two nouns in the phrase then we use of or . 
The automated measurement of medication has improved safety 
There have been complaints about an increase in waiting times. 

5.2) Linking words and concessive 
clauses 

We can use a range of linking words or adverbials to ntroduce 
contrast or concessive clauses, but the language structures 
following them and punctuation associated with them vary. 
« Though addsa fact or opinion that makes what you have 

just said seem less definite or less important. It can be used 
1o link two clauses or at the beginning of the sentence. We 
can also use though at the end of 2 second sentence which 
shows contrast to the sentence before. When itis used at 
the beginning of the first clause, there i usually 2 comma 
before the second clause but not when it appears in the 
middle or at the end of the sentence. 

Employees did ot expect to receive pay rises though 
anumber of them hoped they would get them. 

« Although contrasts one clause with another in the same 
sentence It can be used to link two clauses or come at 
the beginning of the first clause. The clauses are usually 
separated bya comma, both when it appears at the 
beginning and in the middle of the sentence. 
Itwas found that setting targets helped improve 
performance, although some people preferred to be 
rewarded financiall for their efforts. 

+ Even thoughis used to introduce a statement that makes 
the main statement coming after it seem surprising. It is 
used to show a stronger contrast to the twa clauses than 
though/although. It can be used to Uink two clauses or 
come at the beginning of the first clause. The clauses are 
usually separated by a comma, both when it appearsat the 
beginning and in the middle of the sentence. 
‘Executives often receive performance-related pay, even 
though their performance on the job is hard to evaluate. 

+ However and nevertheless are often used to begin or end 
asentence to provide contrast toa sentence which came 
before. They are also occasionally used in the middle of a 
sentence. They are usually followed by commas when they 
come at the beginning of a sentence and are usually set off 
by commas (nave a comma before and after), when used in 
the middle of a sentence. There is usually no comma when 
they come at the end of a sentence 
Performance incentives are usually only given to managers. 
However, this year we all got a borus, 
He earns asix-figure salary, but he feels he should be paid 
more nevertheless. 

- Despite and in spite of are used to say that something 
happens or s true even though something else might have 
prevented it. They can be used to link two clauses or come at 
the beginning ofthe irst clause. They are similar o although 
but ae followed by a noun, noun phrase or verb form ending 
in-ing. When they are used at the beginning of thefirst 
clause, there s usually a comma before the second clause but 
notwhen they appear in the middleof the sentence. 
Job satisfaction is quite high despite the number of hours 
people are warking at the moment. 
In spite of receiving a promation last year, she decided to 
leave the company. 

+ Despite and in spite of can also be followed by the fact that 
anda clause. They can be used to link two clauses or come at 
the beginning of thefirst clause. The two clausesare usually 
separated from each other by a comma, both when they 
appear at the beginning and in the middle of the sentence. 
Many people at my company who didn't get raises are: 
looking for new jobs, in spite of the fact that the economy is 
slow at the moment. 

« On the one hand, .. on the ather hand, are used to present 
3 main idea which is then contrasted in asecond sentence or 
clause. These expressions are usually followed by commas 
o set off by commas. On the other hand is often preceded 
by but when it comes in the second clause. There s no 
comma between butand on the other hand. 
On the one hand, he is a hard worker, but on the other hand, 
is performance does not seem to improve from year to year 

5.5 Phrasal verbs 
Phrasal verbs are a group of words that are used like a verb 
and consist of  verb with an adverb fe.g. away, forward) or 
preposition (e, off, on) after it. The meaning of the verb + 
adverb/preposition changes the meaning of the verb. 
Hereis a list of some comman phrasal verbs and their meaning. 
The «+sign indicates that the adverb or preposition can goiin 
two placesina sentence: 
He worked out the cost. He worked the cost out. 
carry on continue doing something 
Sorry, interrupted you. Please carry on. 
cateh up spend time finding out what has been happening 
while you have been away ar during the time you have not 
seen someone 
Canwe meet to catch up about the project? 
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copy somebody in (on) send someane a copy of an email 
message you are sending to someone else 
Canyou copy me in on the memo you're sending ta Chris? 
fall behind make less progress than others in 2 competitive 
situation 
Small firms that fall behind technologically can be rapidly 
wiped au. 
keep something - up continue doing something 
Idon't think | can keep this up any longer 
look forward to be excited and pleased about something that 
is going to happen 
He looked forward to the end of his shift 
run something by/past somebody tell someane about an idea 
or plan so that they can give you their opinion 
Youd better run it by your manager first, 
take off if an aifcraft takes off, it rises into the air from the ground 

I felt quite excited as the plane took offfrom Heathrow. 
sign something + off / sign off on something show that you 
approve ofa plan or that something i inished by signing an 
official document 
A qualified engineer needs o sign off major repainting work. 
work something - out 1 think carefully about how you are 
going to do something and plan a good way of doing it 
UN negotiators have worked out aset of compromise proposals. 
2 calculate an answer, amount, price etc 
He worked out the cost of the new project 

6.2 Third conditional 
Describing hypothetical past actions or situations 
We use third conditional sentences to tallcabout hypothetical 
past actions o situations. In these sentences, we are 
speculating about past possible actions or situations that 
didr't happen for one reason or another 
She wouldn’t have chasen that supplier ifthey hadn't used fair 
trade products, 
(Butshe chose them because they used fair trade products) 
1f had known they weren't an ethical company, | wouldn’t 
‘have bought their products 
(But | didn't know and | bought their products) 
The usual structure of a third conditional sentence s 
If+ Past Perfect, would/could/might have + past participle 
Like zero, first and second condiitional sentences, the two 
clauses can appear in either order 
Ifthey had considered the TBL of people, planet and profit, 
they would have been an ethical company. 
We would have reduced our carbon footprint and saved 
money if we had gone on fewer business trips last year 
Note: If you begin a conditional sentence with i, then you need 
t0 puta comma after the conditianal clause. You do not need 
acommaif you start with the main clause. 

Question forms. 

When asking questions, we invert would and the subjectin the 
main clause. Remember always to use the Past Perfect tense in 
thedifclause whichever position this clause appears in 
I we had had more video conferences instead of intemational 
meetings, would we have saved money on travel? 
Would customers have bought their clothes if they had known 
they had exploited warkers in sweatshops? 

would/could/might 
We can substitute would for the modal verbs could or might. 
When we use would, we are more certain of our hypothesis. 
fyou had recycled more responsibly, you would have reduced 
your carbon emissions. (I see this as very likely as a past 
possibility) 
However,if we use could instead of would, the possible 
outcome of a past event or situation was less Likely in our 
opinion, and refers toa past opportunity which was not 
fulflled. 
Ifwe had developed a sustainability statement, we could have 
been an the list of most ethical companies but we weren'. 
(1see this asless likely than ‘would’; it was a missed 
opportunity) 
Ifwe use might instead of would, we think the outcome was 
even less likely to happen 
Our brand might have been more successful if we had 

considered its carbon footprint and the impact on the 
environment. ( se this as an unlikely past possibility; the 
brand's success depended on different factors ) 

Passive forms 
When we use the passive form in the third conditional, 
remember always to use the past participle of the ausiliary 
verb be, e been, in the main clause. 
If Kao hadn't developed the Kao way, they might not have been 
listed as one of the world's most ethical companies. 
Ifour annual repart hadn't been published, we wouldn't have 
‘been seen s a responsible company. 

Contractions: would‘ve and wouldn't've 

Native speakers usually use cantracted forms of would have 
(would've) and wouldn't have (wouldn't've) and of the past 
perfect tense (d) when speaking 
If they/d taken on more female managers, they would've 
(rwodau/) had diversity in the workplace. 
If you'd listened to me, we wouldn't've (/wodanta/) had 
problems with the audit! 

6.5 Linking words for causes and 
results 

We can use words and phrases like therefore, as a result, so, 
such, so/such ... that and so much/many ... that to link causes 
and results, 
- Weuse therefore and as a resuit to introduce a sentence 

that describes a result.
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herefare, if you are interested, please contact the HR. 
the subject in'?90" 
st Perfect tenss a result of the community project scheme, staff are more 
spearsin.  wtivated. 
4 of internaticle use 50 o join a cause and a result in one sentence. 
2tz Ve are going to run a competition next month, so staff can 
ifthey had knuggest ideas. 

he word so can also mean very before an adjective ar 
dverb. 

couldor miglh 05t of the new system was so expensive. 

our hypothestie energy bills were so high 
uld have reduch is similar to 50 but we use it before a noun phrase. 
Ya53past s such an expensive system 

ey were such high energy bills 
fe use so/such ... that to introduce a clause that describes 
result. 
‘e tearm has done so well that they have just won 

at. we could FE910nal football competition. 
ut we weren'twas such an expensive product that we couldn't afford 
nissed \buyit. 

» much/many can be used in the same way. 
1€ 0ULCOME Ware yyere s many people in the room that we had to 

e possible 
tikely in our 
Jich was not 

ove toa bigger one. 
ftWE :';d Jere was so much waste that we did not have enough bins, icton the 
ssibilty; the 
= '> Adverbials and time expressions 

bials of frequency 
inditional. e of adverbials can be used to express how often an 
oftheauxliar; occurs or something s done. 

ways, seldom, rarely, hardly ever, almost never and 
tight not haVeyer are used in mid-position in a sentence: 
1panies. 
we woul 

before the main verbin a sentence, and ater the auiliary 
"t or modal verb. 

They always plan the events of the month in advance 
We have seldom spent the weekend n the office. 

sof would ha is line manager can rarely keep 2 meeting short. 

and of the P2 ween two auxilary vrbs (e.g.has and been). 
She has hardly ever been given a sensible answer when 
she asked how to manage her workload. 

g2ftertheverb be. 
Employees at our company are almast never trained in 
time management. 

ey would've 

sdantav/) hat 

rmatly and usually come i mid-position or at the 
auses arginning of a sentence, 

rmanager normally plans the assignments for the manth 
e, a5 a result,12lly we lookover the timetable when we get to work in 
. that o link ¢ 797G 

te: When normally is used at the beginning of a sentence, 

ducea senter’ Ollowed by acomma 

« Frequently, occasionally, often and sometimes come in 
mid-position or at the beginning or end of a sentence. 
They frequently reassign jobs. 
Occasionally upper management suggests time- 
management seminars to our boss. 
Ve don'toften work from home. 
Isee hirm in the breakroom sometimes. 
Note:When frequentlyis used at the beginning of asentence, 
itisfollowed by a comma. 

+ From time to time and now and then come at the beginning 
orend of a sentence. 
From time to time they attend extra courses 
Imanage to leave the office early now and then. 

Time expressions 
Time expressions can be used to indicate events taking place in 
the past/future and to specify the timeframe. 
« Atfirst s used to talk about the beginning of a situation 

inthe past, especially when the situation i differentin the 
present It can come at the beginning or end of a sentence or 
after the phrase it defines. When it comes at the beginning 
of asentence, Itis followed by a comma 
I fele overwhelmed with the job at first. Now really enjoy it 

+ Recentlyis used to indicate events which happened in the 
near pastor not long ago. t can be used with the Past or 
Present Perfect tense. It can come in mid-position or at the 
beginning or end of a sentence. 
Our boss recently gave s news about our new schedule 

+ Inafew...is used windicate a particular period of time in 
the future. It can be combined with any noun in s plural 
form indicating time, e.g. minutes, hours, days, months, 
years.etc It can come at the beginning or end of a sentence. 
Ina few months this project will be finished. 

+ At the latest s used to indicate that something must 
happen or be finished not Later than the time mentioned. 
It can comeat the beginning o end of a sentence or after 
the phrase it defines. When it comes at the beginning of 
asentence, itis followed by a comma. 
At the latest, this work needs to be completed by tamorrow 

Expressions with day 
Various expressions with day are used to indicate different 
periads of time. 
+ All dayis used for events, actions or situations which take 

place from the morning to the evening. It can come in mid- 
position or at the end of a sentence, 
Itisn't good tositall day at adesk. 

+ Any dayis used to indicate an event or action which can 
take place at an unspecified day and time in the future. It 
can come in mid-position or at the end of a sentence. 
You can call me any day st my office number 

+ Every dayis used to indicate events, actions of ituations 
which take place throughout the week. It can refer to the 
work week or all seven days of the week. It can come at the 
beginning or end of a sentence. 
Every day we start with a ‘to-do’ lst. 

|
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- On a daily basis s used to indicate events, actions or 
situations which take place every day of the week. ft can 
refer to the workweek or allseven days of the week. It 
usually comes at the end of a sentence. 
Weall put in too many hours on a daily basis. 
When 2 sentence has more than one clause, we may use 
‘more than one adverbial or time expression. In such cases, 
each adverbial or time expression is positioned accorcing to 
the rules above in the part of the sentence it relates to 
Some of my colleagues work overtime on a daily basis' but 
 almost never- have to tay in the office after 5 p.m. (refers 
to how often the colleagues work overtime: “refers to how 
often the person stays i the office past 5 p.m) 
In'a few weeks’ the system will be going lve, but there are 
always' problems for the first few days Crefers towhen the 
system goes live; refers to how often there are problems) 

7.5 Prepositions of time 
Arange of prepositians can be used totalk about when things 
happen and how long they last. 
« Atis used for times and with time, weekend and night. 

At breakfast time this morning there was a major electrical 
failure. 
He's travelling to Costa Rica at the weekend. 
Sometimes they have to workat night 

+ Inisused for other parts of the day and months, seasons and 
years. 
The project will finish in December 
The factory was built in 2017. 

+ Incan also be used toindicate how long something took 
I finished the report in two hours. 

+ onisused for days. 
We're meeting on Monday morming to discuss the project. 
Note: In some cases no preposition is used. For example, we 
don'tuse on with lastor next. 
The relocation took place last year 
Workstarted on the project the next day. 

+ Forls used to answer the question ‘How long...?" 
We were negotiating the contract for three days, 

+ Duringis used to answer the question When...?’ 
The equipment was damaged during the power surge. 

+ From... until(or informally il are used to mark the 
beginning and end of a period. 
We worked from 6 in the morning until 10 i the evening. 

+ Within s used to express the idea of 'less than'. 
The task must be completed within two hours 

+ Byis used o express the idea of some time before’. 
1 ssure you that the final product will be ready by Friday. 

>124¢ 

8.2) Reported speech and 
reporting verbs 

Changes in reported speech 
When we tell someone what another person said, we usually 
change the verb tenses from direct speech: Present Simple 
becomes Past Simple, Past Simple becomes Past Perfect, etc. 
Modalverbs also change: will changes to would; can changes 
to could; may changes to might, must changes to had to, etc. 
We often use the verbs say and tell when reporting what 
someone said. Both verbs can be followed by a clause with or 
without that. 

Changes to pronouns and adverbs of time and place 
We often need to change the pronoun and the adverbs of time 
and place when we change from direct speech to reported 
speech: | becomes fe, yesterday becomes the day before. 
tomorrow becomes the next day, etc. 
Adverbs of place and demonstrative pronouns also change: 
here becomes there, this becomes that, etc 
Note: When we report what someone said on the same day, 
orif a person says something which i tiltrue, we can often 
retain the verb tense used in direct speech. 
“/m looking forward to my retirement." 
She told me (that)she is loaking forward to her retirement. 

Reporting verbs 
We often use other reporting verbs, such as advise, complain, 
confirm, suggest, exc.instead of say or tell These make 
reported speech shorter and less repetitive. 
Note: It isn'tnecessary to report every word. 
‘I don't think changing offices has come at a good time, my 
manager said. 
My manager complained (that) changing offices hadn't come 
atagood time. 
“Wed like to let you know that the website will be down as 
from 10 p.m. tomorrow, the technician said. 
They confirmed (that) the website would be down as from 
10p.m. the next day. 
Common reporting verbs include: 

+ advise someone to do something 
My parents advised me to follow my passion. 

+ complain (that)+ clause 
The students complained (that) the university had given 
them too many exams. 

« confirm (that) + clause 
Managerment confirmed (that) the offices were closing 

+ inform someone (that) + clause 
Our manager informed us (that) she was leaving the 
company. 

+ insist that)  clause 
They insisted (that) we planned everything in advance. 
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Note: With some reporting verbs itis possible to use various 
structures, 
+ promiseto do something 

He promised to let me know 
promise someone (that)+ clause 
They promised us that) there would't be any further 
changes. 

promise (thar) + clause 
She promised (that) she would phone as soon as she got 
there. 

+ suggest that)+ clause 
My friend suggested (that) started my own company. 
suggest (not) doing something 
My friend suggested starting my own company. 
My tutor suggested not leaving college until | had 
completed the year. 

8.5 Passive voice with reporting 
verbs 

Passive voice with reporting verbs s often used in formal 
communications. 

« reporting statements with the person as the subject 

This pattern can be used with the verbs tell and inform. 

1am told that the company will change its recruitment 
palicy. 

Staff were immediately informed that thousands of 
customers were complaining 

- reporting statements with the topic as the subject 
1 This pattern can be used with the verbs say, think, know, 
expect, believe, understand 2nd consider. Note that the 
reporting verb i followed by the nfinitive. 
The company issaid to be experiencing difficulties with its 
computer systems 
The changes are expected to take place next month, 
2\We use the perfect infinitive fthe infiitive refers to 
atime before the reporting verb 
The company is believed to have started negotiations for 
amerger with its main competitor 

+ reporting statements beginning with the word ‘it 
We use this pattern if we do not want to use the person 
ortopic asa subject. 

Itis expected that the review will be completed in two 
weeks. 
Itwas thought that customers should be contacted 
immediately. 
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Lesson 1.3) 9A 

Student A 
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Your preferred candidate is Mike Preston. 
About Mike: did well on 3 other similar projects, has 
been with company for over 10 years so knows allthe 
processes well s a team player, gets on well with 
people, works a 6-hour day and often takes days off at 
short notice because he is single parent. 

Lesson2.3) 9A 

Team-building event ideas | 

+ Asocial event outside office hours: bowing, karaoke. 
‘oraweekend picnic for staff and their families. 

- Asocial event within office hours: a catered lunch at 
the office every month or networking breakfasts. 

+ Aone-day team-buiding event run by a specialist 
company: staff work in competing teams on a range 
of activiies, e g. mud runs, blindfold trust rals, 
circus sills, memory games and analytical puzzles. 

+ Acharity event: small groups of staff participate in 
community volunteering together, e.g. at a food 
bank or a beach clean-up, or fundraising events 
such as sponsored runs or walks. 

Lesson2.4) 4B 

Student A 

Internationalisation ideas 

+ Organise interculturaltraining seminars in 
the company so people can learn about German 
and French business culture, 

+ Send the management of the company to 
an intemational business school to learn about 
international strategy and leadership. 

+ Subsidise holidays to France and Germany for staff 
members to encourage them to experience and 
learn about the countries. 

+ Create intranet resources about culture and trade 
ules / regulations for staff to read and use on 
adally basis. 

+ Selectthe best Texan staff from the U.S. to go to 
Germany and France to create local offices there: 
which promote AIRCON and manage sales 
and marketing. 

« Your own ideals), 

2126¢ 

Lesson1.4) 4B 

Personal profile 

Name 

Location of office: 

When you joined company 

First job(s) 

Travel in the job: 

Extra 
Family: ... 

Familiarity with other team members (who you 
know, 

Positive thoughts towards the team members and 
the project 

Lesson1.5) 3A 

Sabbatical news 

‘One month to travel 
around the country 

afterwards 

Nextyear's sabbatical 
schedule to be finalised 

by end of month 

Company sponsoring 
overseas volunteer projects 

Contact HR Please submit your 
ifinterested project ideas! 

Project idea 
Marine charity <
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Lesson 2.5) 3A Lesson 3.4) 5A 

Learn how to negotiate 
more effectively 

This course is for: 

+ those negotiating aiready but without formal training. 
+ those new to negotiating, 

‘The course teaches you to: 
« recognise the changing nature of negotiations. 
+ read the reactions of people involved. 
+ learn how to listen carefully and ask the right questions 
+ builda broader understanding of the negoltation process. 
+ realise the value of careful planning and preparation. 
+ develop strategies for each stage in a negotiation. 

StudentA 

Task 1 - Financial Forecast for Business Unit TT 

Look at the information below and prepare to call 
your partner to ask for clarification. 
0 
120 | 
100 

Vel vewz | ver3 

You're not sure why the margins will increase so 
dramatically from Vear 1 to Year 2. And why s 
everything going to fall offin Year 3 Surely with such 

Lesson3.5) 3B 

KEY NOTES 

+ Group sales best ever - £48 b (last year £40 bn) 
+ Economic downturn in some European markets 
+ Entered new, more buoyant markets (India, Japan) 
« Cash fiow from operations £4:5 bn (ast year £4 bn) 
+ Annual dividend £1.34 (previous 3 years 

£0.99/£1.02/£1.23) 
+ Total number stores worldwide - 2,000 

New stores: 5 in Russia (existing market); 10 stores in 
India and 4in Japan (new markets) 

* Successful launch of new high-end brand in Europe 
Future plans: major restructuring to reduce 
operating costs. Buy back £1 billion worth of shares 
over next three years, 

low margins in Year 3 ts better to simply stop sales and 
focus on other areas of the business, Think ofone or two 
other points to clarify. 

Your partner calls you to ask for clarification on 
m Task 2 - Growth Forecasts 

! some points in a growth forecast you sent them 
| earlier. Look at the information below and answer 

\‘ their questions. 

5 
i - Froduct1 
7 0 o Product2 
5 e Product3 
A 
3 
2 
i o 

Lesson 4.59 3A 
New management system proposal 

| would therefore recommend that we contact the company. 
o discuss suitable dates for the installation 

b The manufacturer also provides a 24/7 helpdesk 
¢ Although the nitial costs are high, the return on 
investment would be very great. 

d After some research we found a management system which 
we believe would be suitable for our organisation 

& This proposal aims to analyse and recommend a new 
management system for the company. 

£ Furthermore, the supplier can install the system within 
three weeks 

g Asthe company has grown so fast, the current system is 
unable to support the number of operators working in the 
building. 

b Itoffers a fast and effcient integrated system, connecting 
every part of the organisation. 

You're planning on launching three very different 
products which should each behave differently and 
bring returns at different times. 
+ Product 1is one which willtake time to generate 

sales.Itisa traditional product with very good Levels 
of quality. However, there are many similar products 
on the market 5o it will take time before customers 
realise that tis better and make the switch from 
thelr existing competing products. 

+ Product2 s an upgrade on an existing product. it 
should sell well and consistently over the first year 
after which revenue should level offat a good level 
around the end of the year. It might even rise slightly 
in Year 2. 

+ Product 3isversion 1 of an innovative product with 
new technology. It s ikely to get a ot of nterest in 
the beginning and be our best seller. However, s 
with many version 1, some problems are likely to 
appear after around nine months and sales will fall 
dramatically while we prepare a version 2 for launch 
the following year 
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Lesson1.3) 9A Lesson5.3) 9A 

Student8 Student B - Roleplay 1 
- - . 

Your prefered candidate s Alice Andrews The results areforthe astsix months. You are new in the 
About Alice: did well on one similar project, has. :::m‘ T«éfi"’fi’f’?&“fié@‘.fifif U7 
brought experience from another company, has a very elds bkl 
direct style of communication, which some colleagues Dotk ke 
have found off-putting, goal oriented, sometimes k, though it also an opporturity to! ere 
works too many hours and gets over-stressed. (A LR S 

Decide which approach you willtake: resst or accept 
the feedback. Whichever option you choose, aim to. 
have a successful outcome of the discussion and keep 
your relationship intact. 

Lesson3.5) 3A 

Things were a bit up and down last year, m afraid, 
because the dolflar was very strong; So we bought 
cheaper materials and closed some factories. We 
sold 7% less in the first quarter but then things got Lesson 5.52 3A 
better for 6 months and we finally sold 1% more in Peiitive Commmmants of artcistn? 
2018 than 2017, The market in India is getting. 
bigger so things are looking good for nextyear. effective organisational skills 

needs to support team more 
meets targets 
should try to exceed targets 
must lsten more actively 
decisions are well thought out 
always late for meetings 
can handle large projects 
staff not given enough authority 

10 sometimes chooses inappropriate communication 

Lesson4.3) 8C 

Student B 

C
o
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You have the strongest views on the logo, but are not 
very interested in discussing the dessert menu. 

You want o go through the agenda as quickly as 
possible because you want to discuss some other methods 
things in this mesting. 11 has established new procedures 
Lookfor an opportunity to interrupt and discuss the 
following: 
- more stafffor the kitchen 
+ longer opening hours 

Lesson 6.3) 10A J 
Student A 

) A 
Lesson4.5> 3B You are concerned about the following points. 
Willow City Proposal 1 You might not receive this months sales figures by 

the end ofthe veek. Aim: to solve traffic congestion and pollution 
+ long-term strateqy: ban gzs-powered vehicles from centre: 2! The s B e el prodice okl b delged: 

in3 years + encourage more people to use public transport You know the following information. 
- traffic congestion in centre bad = highlevels of pollution 3 T e it N Wil s A, Bk 
-+ solution =driverless, bttery-powered people-movers o demation't that the cistomer vianlad 

nstead oftrains and buses in city centre product features the company doesntand cannot 
+ cheaper travel for customers - more would use provide. 
+ nonew infrastructure needed 2 There won't be enough space for everyone at the 
+ much less pollution new offce so some people will get a permanent 
+ personal vehicles parked 95% of time - car parks use desk while others will have to hot desk. You dorft 

valuable land know who will have to use hot desks and the 

« initialinvestment would be high, but running costs cheaper management has asked you not to discuss this unti 
andless pollution all the information is confirmed. 
buy afew vehicles and run tial before end of year 

2128¢
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Lesson3.4) 5A Lesson 2.4) 4B 
Student B Student B 

Task 1 - Financial Forecast for Business Unit TT Internationalisation ideas 
Your partner calls you to ask for clarification on .y . 
some points in a financial forecast you sent them r in-company language courses to train staff to 
earlier. Look at the information below and answer SpAakGenmanand Franch. 
their questions. * Invite managers from other Texan companies whit 

work internationally to hold 'breakfast meetings' 
with staff to present and answer questions about 
working internationally. 

+ Pay staffto travel to Germany and France to take 
foreign language courses. 

* Recr new international sales director for 

AIRCON with experience of France and Germany, 
and who can drive international sales and marketing 

Vori Vw2 | vewd + Create a French and German language version of 
your website and sales literature for potential 

« InYear 1 the revenue is expected to be 90 with customers in these new markets. 
amargin of 30, which represents 3 33 percent margin * Your own ideafs). 

+ I Year 2there is the expectation that revenue 
willincrease by 33 percent to 120. Margins should 
increase considerably to 80 as the main product 
investment will be made in Year 1. This means that 
the costs will be a ot lower i Year 2 and this should 
dramatically increase the margin potential to Lesson7.3) 9A 
66 percent of overall evenue. e 

« Finally, in Year 3 there will be a downturn as the Wil - W - = K ERSEROEY 
‘market becomes mature. More marketing and sales h | 
costs will be needed to keep the revenue ata level of Scenario 1 You sentyour partner an emailast 
around B0. These additional costs in Year 3 will mean week and still haven't heard back. Their lack of 
asharp fallin margin to around 15. Still, its better response s now putting pressure on you, though it than nothing and worthiit before this business unit ‘may be because they are also very busy and under a lot 
becomes unprofitable in Year 4 and we stop sales. of stress at their end. Maybe if you can support them 

3 " with something, they willfind the time to respond to 
Task 2 - Growth Forecasts your email from last week. Call them to discuss the 

situation, but it's not. i don't Look at the revenue information below and prepare T s ey e pie e 
to call your partner to ask for clarification. 

B Scenario 2 You geta call from your partner 
8 - Product 1 following up on an email they sent this morning. 
Z - Product2 You've been busy and have hardly had time to check 
H e product3 Your emails, and definitely haven't had time to do any 
4 work on the topic they emailed you about. You can 
: understand it may be a priority for them, 5o do your 
¢ best to help them. 
o - 
PRI AT 

Y&.‘L‘- e & 

« You're notsure why there s sucha difference in 
performance between the three products over the Lesson7.5 > 3B 
2parpeiod Sodu semembeter oy « provlemuuth agupmensfor e fcry -openingcou 
other two products at Q4 of the first year. You don't ey 
understand its very fast growth in Q3. -+ supplier gone bankrupt - no equipment - can't afford to 

+ Product2 seems to perform well and grow steadily s pening, 
throughout the period. What makes it different and « deposit paid when ordered - probably lose that money 
more consistent than the other two products? - look for different supplier ~ need quick delivery at 

« Product 3 seems very erratic and unstable. Itis reasonable price 
characterised by very fast growth and an almost + will collectinformation by end of week 
equally fast decline. This doesn't seem to make sense.
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Lesson4.3) 8C 

Student C 

Lesson7.4) 5B 

Student A 

You have the strongest views on the the dessert menu, 
but are not very interested in discussing the logo. 
Youwant to go through the agenda as quickly as 
possible because you want to discuss some other things 
in this meeting. 
Look for an opportunity to interrupt and discuss the. 
following: 
« which advertising company to use. 
+ modernising the interior design 

L — 

Lesson 5.5 3B 

* good communication skills = cledr and concise 

* 900d listening skills — guick 1o understand 

* feam managoment — develops individuals” skills and 

Felps them Solve probleins 
« responsibility - takes responsibiity For tedm dctions 
o relationship with teaw ~ praiscs indWiduals or gives 

constructive fecdback 
* goal achievement - all, sometimes exceeded 

* 9000 work ~ Gould b improved, wore fraining | 
« lcadership skills = lacks confidence, not good under 

pressure. 
« time wanagement — can be poor 

BUSINESS WORKSHOP 8 » 5A 

Role card B 

Production manager 
Time with company: 10 years 

Your objective: to tell the CEO about your worries 
and get assurance that it would be a good move. 

You are worried that Osbruk-Basri: 

-+ recruit staff without the correct qualifications. 
+ have a poor safety record. 
+ do ot offer a good career path for staff. 

Lesson7.5) 3A 

Problems 
1 payment will be late 
2 workwontbe completed on time 
3 sales figures really bad 
4 can'tfulfil customer order 

¢ big customer nat paid 
d accident occurred 

2130¢ 

a notenough items in stock 
b bad pubicty faulty product 

A | 
Scenario T You have worked every weekend for the 
astfive weeks 5o that the new website will be ready by the 
deadline. However, you need to visit your mother, who has 
not been feeling well, and would like to take a couple of 
days off and need to ask Student B to do overtime to cover 
your absence. You usally get along well with them though 
don't usually talk about your private lives. 

Scenario 2 You think these meetings are a complete 
waste of time, though you need to be diplomatic not to 
say that openly. They e too long, not structured, never 
really have an outcome, and anyway, its a Monday 
‘morming: you'e tired from the weekend and feeling 
stressed as you always have a lot of other things to do 
on Mondays. 

Lesson5.3) 9A 

Student A - Roleplay 2 
T A, 

‘The results are for the last six months. You've been 

‘overloaded recently with too many projects and you 
also had o irain a new tearm member. They didnt pick 
things up as quickly as you expected, so you had to 
spend more time with them than you had planned. You 
feel it would be reasonable to push back on challenging 
feedback, though s also an opportunity to learn 
‘where you can improve. 
Decide which approach you will take: resist or accept 
the feedback. Whichever option you choose, aim to. 
have a successful outcome of the discussion and keep 
your relationship intact. 

Lesson 8.5 3B 

+ Hasfell Supplies now part of multinational group 
+ Hasfell Supplies - moving HQ to Mumbai - media say will 

cause job losses 
+ When: December - new building ready 
+ Facts:all offered other jobs in company - several people 

happy o take redundancy 
- Quotation/Apology: CEO, Rej Singh told staff before 

announced publicly - many new and exciting career 
opportunities available 

+ Future - next week discussions with staff re options - next 
month interviews in Mumbai 

Actions 
i askforshortextension 
i source from other suppliers 
il product recall/ new marketing campaign / repair brand image 
iv chase customer / promise to pay supplier within 2 weeks
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BUSINESS WORKSHOP 2 > 3A 

Akito's report on Asia 
In speaking to our consultants in the area, one thing 
has come up several times and that is how diverse 
the market is. We have places in Asia which are highly 
developed econormies and there our products sell 
well and our consultants are considered to be experts 
in the field. However, we also have emerging 

economies and we need to start looking at the 
technical skills and knowledge we give to our 
consultants for these areas. They have to be informed 
‘on micro-loans and be able to give advice to people 
starting small businesses, an area we have not been 

concentrating on. We also need to train our 
consultants on how to explain financing to dlients 
who may not be familiar with the basics of how 
markets work. This is an area we definitely need 
improvement in. 
An additional challenge we have in the market s the 
growing importance of Islamic financial products. A 
number of banks now have departments specialised 
in these but we also need to train our staff about 
them. They need to know which of our funds they 
can sell o certain customers as there are srict 
regulations about the types of companies which 
can be invested in. Our products also have to fit the 
‘no-interest'rule which is a basic principle of Islamic 
financing. With some basic training this could open 
many doors for us here in Asia. 
My recommendation is that we set up trining to 
improve the competency of our consultants and 
provide them with widespread knowledge that they 
can use to reach a broad base of clients. We might 
wantto use a company-wide wiki for this which 
would enable staff to share their knowledge with 
others, There is enormous potential here and many. 
of our consultants have excellent relationships with 

their customers and can close the deal, They just 
need more specific information about the different 
aspects of the products we sell in order to help them 
in their jobs. 

Lesson8.1» 11A 

Scores for quiz: How adaptable are you? 
Mostly As 
Your answers suggest that you can sometimes be t00. 
Flexible, or too dependent on others, You often feel you 
are notin control and that whatever you do you think you 
probably won't be successful. Remember, whatever you 
want to change willremain just a daydream unless you 
take action. To change things in your Iife, start with small 
achievable goals in your work or persanal life and then 
build up your experience of planning and implementing 
bigger changes in your fe. It might be helpful to read 
about how successful people changed their ives, or you 
ould consider working with a fe coach, 

BUSINESS WORKSHOP 3 » 5A 

Company 1 
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BUSINESS WORKSHOP 3 > 6A 

Group A 

Belezflor Cosmetic retailer 
Beleaflor designs and sells @ ange of chemical-free, 
organic cosmetics and runs a chain of 10 beauty 
salons in Brazil. Very popular with young and 
middle-aged professional women with a large 
disposable income. Plans to open 15 beauty salons 
in other South American countries over next three 

years but main objective s o break into the North 
‘American market. Although not cheap, customers 
are prepared to pay more for the excellent quality 
of the product and first class service in the salons. 

Looking for an investment of $20 million. 

Current annual revenues: $25 million 
Projected sales growth: 20% expected each year 
for next two years. 
Market: fast-growing market but may be 
dependent on fashion. 

Pricing: Good middle-to-high price range, but also 
reflects quality. 
Customers: love the products. They Tweet about 
the salons and the new products and post features 
on social media. The company produces videos 
demonstrating how to use each product and it 
seems that social media has been a crucial part of 
the impetus for the rapid rise of this business. 
Social responsibility: donates 2% of net profit to 
charities which protect the environment. 

— et proft 
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Lesson7.4) 5B 

Student B 

Lesson7.3) 9A 

Student B 

A | 
Scenario 1 You are very committed to this project 
and making it succeed. You don't have  very good 
relationship with Student A, but they do their job well and 
you'e happy to keep your relationship functional. You have 
been workingall the weekends since tis project started 
and you are very tired. However, you are holding out until 
the project ends in a couple of weeks and hope to take a 
week off, f tudent A can do some overtime for you. 

Scenario 3 You recently got a promotion to become 
the team leader of a small team of four people. Is been 
going well, but one of your team members has become 
quite dificult, They re older than you and have been 
with the company longer,but that shouldn't matter. Talk 
to them and try to find a better way of working together. 

Scenario 1 Your partner gets in touch to follow up 
on an email they sent a week ago about something not 
very impartant. They always put a'High Priority' note on 
all of their emails though. You've been busy and have 
hardly had time to check your emais, and definitely 
haven'thad time to do any work on the topic they 
emailed you about. 

Scenario 2 You sent an urgent emall this morning. 
and haven't heard back from the other person yet. It 
now the middle of the afternoon and you need their 
input before the end of the working day. They are often 
very slow to respond and you are losing patience with 
them now. Maybe you need to put aittle pressure on 
them - call them to discuss the situation. 

Lesson6.3) 10A 

Student B 

A | 
You are concerned about the following points. 
1 Why did the customer decide to halve their order? 
2 Your company is moving to a different location where 

there won't be enough desks for everyone so there 
will be a hot desking policy. 

You know the following information. 
1 You hope to send this monthis figures by Friday this 

week. However, you are sill waiting for data from 
one department, but you don't want to sress your 
colleague. 

2 The new product hasn't passed some safety tests, but 
this s being fixed so the launch might not necessarily 
be delayed. However, only your team knows this. 

BUSINESS WORKSHOP 3 > 5A 

- Salesrevenue 8 Net profit 

2132¢ 
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Group8 

Seklok Home security systems and apps 
Seklok produces, sells and installs smart home 
security systems and apps for controlling everything 
in your home. The company s based in The 
Netherlands and ts products sell very well across 
Europe, Sekiok has developed an app with total 
connectivity to every aspect of the home security 
system. The new app includes live streaming from 
house cameras to mabile devices; it controls the 
security panel, locks and unlocks doors, controls 
lights and thermostats, sends alerts when the 
doorbell s rung or when cameras detect movement 
around the house and provides flood, fire and 
carbon monaxide alerts. The company o offers 
software that detects attacks on mobile and 
computer systems. Looking for an investment of 
€35 million to compete in Asian markets. 

Current annual revenues: €30 million. 
Projected sales growth: 20% next year and 25% in 
the following two years. 
Market buoyant market of young tech-savvy 
professionals who love the comprehensive 
‘connectivity of the systems. 

Pricing: lower than major ivals for a more digitally 
advanced and comprehensive system. 
‘Customers: ay the company has excellent 
customer service and has dealt with any initial 
technical faults efficiently. They feel much safer with 
the system and recommend it to their riends. 
Social responsibility: supports homeless projects 
and provides technical equipment for schools.
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Frederiks report on Europe 
Our consultants are very well-trained and know their 
products well. At least 90% of the clients say that our 
consultants are experts in their field and that they get 
the advice they need. This is a sales-oriented market 
‘and our employees have always been good at selling. 
new products and finding new customers, There are 
other areas where we need to do more to help our 
employees, however.In speaking with our consultants 
Ihave come to the following conclusions. 
We have always offered excellent training although it 
is quite expensive. Therefore, we are starting to offer 
‘more online training. We have developed a series of 
webinars - specialised seminars which employees 
can access over our intranet. They can then continue 

towork on those skils in intranet forums. We fee 
constant training on our products is necessary as our 
customers expect the best and know we offer 
excellent advice. What this type of training does not 
cover, however, are the communication skills our 

consultants need when something goes wrong in 
a sales call. Although we have been offering these 

courses, some of our consultants still need work in 
this area as customer retention is a problem. They 

need to learn that the job is not just about selling 
but about gaining trust and setting up long-term 
relationships. Several consultants have said that 
«courses which address this issue would be helpful. 

Our main concer at the moment is how to support 
new talent. Our managers e all at the top of their 
field, something clients are also aware of. This means 
that they sometimes ask to speak to a manager 
rather than their personal consultant but this is not 
the way we can move forward. We need to make 
sure that the training includes further development 
for all our consultants and not just those at the top. 
We need to develop our young talent, make them 
feel they are important to us and help them to have 
the careers they want through efficient and cost- 
effective training, 
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Feedback statistics on use of robots 

Lesson8.5> 3A 

Working in Malawi 

Big changes in the company: Dingbell Construction E 
has won a big contract to build schools in Malawi 
“The contract i worth a lot of money. 
“The company has sent a project team to Malawi to 
recruit local workers. 
‘We will provide them with accommodation and 
regular work for three years. 
‘The Project manager saysthat if this goes well, there: 
will be similar contracts in other African countries. 
Thisis big for the company. 
Watch this space! 

BUSINESS WORKSHOP 8 > 5A 
Role card A 

Chillhot CEO 

Your objective: to keep your staff onside, give the. 
facts and deny any sily rumours about working 
conditions. 

The facts: 
* You had an informal meeting with Osbruk-Basri to 

find out what they could offer. 
* You don't know how the press knew about the 

meeting - supposed to be secret - just exploratory 
at this time. 

+ Funds are needed for expansion. 
+ Chillhot staffjobs and contracts are safe. 

Changes need: 

+ new operating systems 
+ more training. 
+ relocation of staffto new premises 

Questions Bob [ Mayumi | Oskar [ Agnes |Arturo | Brutus 
Did you use/interact with this robot? 95% [100% [45% [94% |88% |65% 
Wes ita bad experience? 8% [5% 10% [30% 3% |76% 
Wes ita good experience? S4% [68%  [80% |s4% | 70% |24% 
Was it an excellent experience? 3% [27%  [10% |16k [2/% |0% 
Would you cansider using this robot in your company? 8% [10%  [1% [4% |17% |22% 
Statements. 

1think the robot enhanced the conference experience. 79% [82%  [30% |54% [e1% | 2% 
1don't think the robot enhanced the conference experience. | 21% | 18% | 70% | 46% | 19% | 98% 
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Lesson7.4) 5B 

Student C 

Scenario 2 it was your idea to have the team meetings 
‘ona Monday morning as 2 way of updating everyone on 
each other's week ahead as well as identifying where 
‘anyone may need support o have capacity to support 
others. You think Student A s always very negative and 
difficultin these meetings, though you need to be 
diplomatic about how you communicate that. Student A 
looks bored and disinterested and never really gets 
involved other than to interruptor disagree with others. 

Scenario 3 You were passed over for promotion 
recently and the person who got the job s younger than 
you and joined the company more recently. You also 
think they e not at as committed to the company as you 
are and they are just using the company as a step on 
their career ladder. 

BUSINESS WORKSHOP 1) 7B 

Employee satisfaction survey 
1 Igeta fair salary. 

1 get a satisfactory bonus when | do a good job. 

Ifind the training programme meets my needs 
I have the chance to make a career in the company. 

1 have leible hours that adapt to my needs. 
1 gt usefl discounts for free-time actvities 
| get meal vouchers for places | like to go to. 

I get enough financial help with travel. 

e 
e 

N 
a
w
 

A
W
 

N 

I have enough autonomy in my job. 

10 There s positive cooperation between employees in 
the company. 

Lesson 6.5 3A 
Notes on environmental situation in office 

1 planto putin new light systems 
2 report shows energy costs too high in the pastyear, e.g. 

| lights efton 
3. investigating more eco friendly systems 
4 intend to have paperless office by ths time next year 

| 5 plastic coffee cups and 50% of paper not recycled in last 
|| 6months 

6 developing plan to reduce waste 
7 staff could suggest ideas for reducing waste - competition 

next month 
8 falled toachieve environmental targets 

I > 
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Victoria's report on South America 
South America s an interesting market because the 
growing economies mean there are many 
opportunities for business development. The 
feedback from staff and customers has been very 
helpful and | am certain we can find a way to improve 
our performance in this market 
When cansultants or managers join us from other 
parts of the company, they need to learn that it is 
essential to have face-to-face meetings in order to 
understand clients and have rapport with them. In 
some markets it may be possible to speak to clients 
overthe phone or in a conference call, but that does 
not work here. Consultants have to understand that 
they need time to set up long-term relationships with 
clients and work at them. Some of our consultants 
are very knowledgeable but they do not always have 
the ability to make a client feel comfortable and 
important. They need to leam to o this with every. 
client, the small private ones as well as the large: 
corporate ones. This is the area in which we can 
succeed and move forward in the future. 
Although our consultants have always managed to 
sell products to existing clients, we sometimes have. 
2 problem keeping clients and in finding new ones. 
We work through a network of people who 
recommend us and these recommendations need 
to include the personal element. 
We often have a problem with training and 
development as our younger employees are not 
always interested in taking part in development 
courses. Our managers are very generous with their 
fime and have offered to work as mentors for new 
and less experienced staff but new employees do not 
seem to want to put in the time needed to begin 
planning for their future careers, a situation which 
el may turm into a big problem soon. 
Therefore, my suggestion is to look for courses which 
emphasise the personal touch in consulting work, 
something | feel will attract our young employees. 
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Lesson 8.1) 10 BUSINESS WORKSHOP 8 > 5A 
1% 7 Role card C 

Quiz: How adaptable are you? 
1 How do you usually adapt to change? 

A You prefer to go along with what other people 

Factory worker 

‘Time with company: 7 years 
decide. Your objective: to express your worries about the 

B Vfl: persuade others that your way of doing things ‘working conditions in Osbruk-Basri companies. is best. . skl i 
€ You are pretty good at adapting to different You have heard rumours that: 

people and circumstances + the uniform is made of cheap material which 
‘makes you very hot 2 Your organisation/company is movingits main 

office. How do you feel about it? 
A Itsinconvenient but its a management decision. 
B It really inconvenient and youre very worried 

about the move - it unnecessary. 
€ You're worried about your journey time but you 

« there is no air-conditioning in their factories. 
+ you cannot ask for help f you have a problem. 

help your team plan the transition. 
3 Acolleague asks to change the date and time of BUSINESS WORKSHOP 3 » 6A 

a project meeting. What do you do? Group’C 

A Ask him/her to propose a new date and time that P 
suits him/her best. 

B Say you'e sorry but it st possible; the meeting EVFill Electric Vehicle charging stations 
needs to go ahead as planned. Thi foc ufacturing and 

€ Suggest some new dates and send an email to al e ot pany o ser o o) i ot selling eectric vehicle chargingstaions. As more 
. electric vehicles are appearing on our treets,they 

4 Your boss has asked you to take a position in are going to need stations to racharge their 
a different department. What do you do? batteries. The company has developed one of the. 
A You feel obliged to accept, although the new fastest and most effcient systems and has already 

positionis not in your field become the market leader in the UK with its main 
B Decline politely. You enjoy doing what you know target customers being large workplaces and 

best supermarket and hotel chains. The company is 
€ Accept the position. You need a change and like looking forward to rolling out the stations across 

learning new things. Europe wher some countrie have been soverto 
= invest in these charging stations. They want an 

B A e prociuc designied by youf déparment has sk o 12 N 1 e it been recalled. What do you do? 
A sk your team to brainstorm a new model. 
B Argue against the recall: the problem lies with ‘Current annual revenues: £11 million. 

manufacturing. i 
€ Wk heeam o improve any s and ;’flh‘f;‘l’bfi:fi"y::“ vk earend fnore; 

Market:stll young market and plenty of 
opportunities worldwide, 
Pricing: very competitive for the quality provided. 

Lesson 5.3 9B/C Customers:sa there have been a lot o teething 
Student A/B problems with the new stations, but on the whole: 

are generally very happy with them. However some 
i e e e A T s of their bigger customers, supermarket chains for 

‘example, say that sales of electricity have not made 
! mf UE Ssiorte e o T o yStpioves) bl ! ;.alga sums of money pn‘lym'ued, but EVFill  they are not meeting thei targels Remenber to'stay e oi 
f professional. You can use expressions [ike: e Ee 3o, 

‘What do you think are the causesfor .. Social responsibility: wcrkmg:‘mh local " s =2 overnmens o mprove i qualty i tounsan 
“Id ke to hear the reasons why .. 
“Can you offer me an explanation for . 7 
‘I like some more details concerning .. 

| ‘Why do you think that s so?” 
| fminterested in hearing about .. 
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Student B 

Ethics versus Economics — AFhomes in deep water 

It seems Mr Josef Nelge's partnership 
with a conservation agency to build 
homes in Dodoma s upsetting both 
conservationists and local people. 
However, Mr Ndlege has hit back by 
saying that that he will deliver 
everything he has promised and more. 
“We've hita few bumps in the road, but 
they're only teething problems,'he 
says. Although the land chosen for the 
development falls within the tradltional 
paths of elephants and other animals, 
we've consulted with experts to solve 
the problem. Apparently elephants 
hate bees and are as vulnerable to bee: 

Student Bs 

stings as humans, avoiding them at 
any cost, so we willlocate behives at 
regular intervals along the boundary. 
The beehives will also provide 
employment for locals who will look 
after the bees and collct the honey, 
which can be sold. 

“This solution may have satisfed 
the elephant lovers, but the waterhole 
used by both farmers and animals is 
causing an even more serious 
problem. Conservationists and local 
farmers are worried that the waterhole 
will be severely reduced by the new 
scheme. Mr Ndege responded by 

1 How does Mr Ndlege react to the accusations about his company? 

2 Whattwo benefits do the beehives have? 
3 What problem does Mr Ndege face regarding the water supply? 
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‘What the staff thought 

1. Chief Executive Office, 
Jean-Dominique Senard 
I see myself now much more a5 a 
‘mentor .. supporting the teams a5 well 
as guarantor of group strategy and 
investor relations.” 
2. The site director for the last 7 years 
“My role s changing, my decision-making 
changes: P'm not micro-managing, I'm 
‘more of a coach of people. 
3,A team member who has worked 
for the company for over 30 years 
“Workers used to take orders from the 
team leader and cope day t© day with 
absences and changes. Now the team. 
‘plans production a week in advance, 
deciding how it should organise itself to 
meet targets and absorb absences. Staff 
an solve safety problems and cut waste 
‘more quickly” 

4.A manager 
“The manager must learn to work with 
the team. They have to bring the 
challenge, but not the solution. 
Sometimes you have a fecling of losing 
powver but we [managers] get 10 times 
‘as much back from the team.” 
5. The team leader responsible for 
‘maintenance for the last 6 years 
*Before we had a top-down system: we 
applied the rules and that was that. Now. 
there’s an enormous energy. It can be 
frightening to work in this system 
because sometimes you have a feeling 
of losing power.” 
6. The technical secretary for the last 
30 years 
“There’s a clear difference between my 
first years working here and now. We. 
used 1o have less right to say what we. 
thought” 

explaining that the water would be 
returned to the farmers at a small 
charge. However, they are very 
unhappy about having to pay for 
water which is carrently free. 

‘When Mr Ndege was asked if what 
hewas doing was really ethical, he 
replied: I’ always a balance between 
economics and ethics. We need to 
create businesses so communities can 
thrive and, sometimes, our plans are 
going tohbring us into conflict with 
certain elements of soctety. I'm doing 
my best to ensure that we adhere to 
our vision as well as we can.’ 

7. A worker for over 30 years 
“The team leader gives us all the 
elements — mumber of tyres for a week, 
absences ~ and we can do what we 
want. We have everything we need to 
prepare production a week in advance. 
Before we found things out day to day. 
1 was always sceptical about the plan to 
give us more autonomy. If you're taking 
guys away for meetings in the moning, 
afternoon and night, they aren’t on the 
production line and producing tyres.’ 
General comments 
Team members at Le Puy describe the 
bosses who used to issue orders as 
‘coaches’, ‘referces’, even ‘judges’. The 
‘manager ‘gives direction’, says one, He 
o she is there ‘1o take the big 
decisions’, adds another. 

Team leaders point out that workers. 
stll need someone to sey ‘that went 
well". Fellow managers agree they are: 
‘sing more soft skills than hard ones.
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Different businesses have differentstyes We 
talk about the ulture’ o a company - and this 
might mean s ess code,or the way n whichts 
seaff communicate with thir managers 
Gravity Payments s credit card processing 
company based i Seattle.Itorganises the 
authonsations offund transfersfor credit card 
transactions s clentsar retallrs who accept 
card payments for purchases, and it aims to cut the 
costof processing cerd payments. 
K: Grauity Payments this s Korimne 
P: Gravity Payments has grown quickly from a 
smallstart-up to 3 profitable mid size operation 
Company culture changed for the hundred 
employees o Gravity Payments when their boss, 
Dan Price, announced the company s minimum 
salary would go up to 70,000 dolers 2 year. 
0: Effective inmediatel, we are gonna put 
scaled policy nto place, and we are qonna have 
minimum 70,000 doliar pay rate for everyone that 
viorkshere. 
P: And he cuthis own salary from one illion 
dollarsa year to 70,000, 
B: Curlous f anyone has any questions? 

Letmeseeif] can find that for you 
Korinne Ward, i customer support, used to 

fave 3lang commute. Now she can aford to ive 
close enough o walk to work 
K: I able o fford, you know, the cost ofiving in 
Seatle, which s incredible 
A Gravity Payments,ths s Alyssa. 
P: Alyssa O'Neal, used to make 21,000 dallars a 
year before coming to Gravity Payments, Nowshe 
akes almost 60,000, year 25 customer support 
representative. She's pad off her car oan, credit 
card debt and moved into a better home. 
A: s something | never .. never couldve 
imagined 
P: Following the announcement, Dan Price Was 
praised as America’s best boss' and the company 
received a fload ofjob applications and new client 
enguiries 
Bu there were negative efects as well. Graviy ost 
afew of ts mostseniorstaff They felttherskils 
and experience were nat recognised n the new, 
more equal pay structure. 
Over time, however, Gravity eported a 75 percent 
increase n revenue and 67 percent increase in new 
clents. Harvard Business Schoo researched the 
changes at Grauity Payments. 
M: Some ofthel success might be artrbuted 
toincreased productity on the part of the 
workers now,wh, you know, feel respected and 
understand that they are gonna have a hard time 
finding another ob that pays <o well,but it also 
has generated a ot of publicit, and that has been 
g0od interms o pulling i business 
P: Tom Osbarnis aclentof Gravity Payments. 
T: Tome,if they're running ther business n a 
way hattheir._that theirstafffeel better about 
being prt o the company, work harder with their 
customers, to me s 2 vendor,that'sa good thing 
P: And anather good thing seems to be happening 
at Graviy's headquarters The staffare up to 
something. 
A: We had ried o think ofa way that we could 
thak Dan for what he's done o us 
P Customersupport representative Alyssa O'Neal 
gotthe ball rolling. 
A5 We have one more git for you 
B Allright 
A: Um, TS lside, though 
P: Alyss convinced the other employees to 
contribute hundreds of doliars e2ch They bought 
an 2 Tsla car worth 90,000 dollars 
D: Are you kidding me? 

A: What happeneditwas 
meanttobe 
B2 Ohmy goshl 
A i really surprised by his reacton 
0: Thankyou! 

itwas ke it was 

P: inthe short term, Dan Price’sstrategy seems to 
have been a success, partcularly n creating a new 
culture 3t Gravity Payments, And only time willtll 
ifit's going to be along-term success or whether 
other companies will take the same approach, 

njic 
Careful You're overflowing 

S: Yeah. Thanks 
K: Something on your mind? 
5: Some things. iainly about this meeting with 
Claudiotoday s ust that| don't realy know 
Claudio or Emma very el o the whole Go Global 
set up for that matter,Things have goneso fast 
these (a5t ive weeks and ts such abig, big step to 
o1 with these guys and commit to the finance 
They come from avery different world, Diferent 
values, And well fm worried they e going o take 
over the project compietely. Their number one 
priorty willalways be maximising profits, and that 
st always the case with us 
K: Sayou don' trust them, 
¢ Isthatabad thing? | guess ts.Im usttrying to 
figure out how to hancle things poperiy.| want to 
dothings our way. EN-Tek stands fr something. 
K: Even fyou don't rust them, pretend you do. 
Otherwise, they may well ust walk away from the: 
deal 
s: And if we make the wrong choice? 
K: Atleast e tried to make the ight one That 
counts for something. Ah .. gotta deal with tis 
Letme know howit goes. See youat fie OK? 
: 0K, and thanks Appreciateall your advicel 
K: Here's abit more advice. Have some coffee 
instead. Perkupt 

13.2 
C=Claudio $ =Sanjt K =Katie 
€ 50, there’s been (otsof discussion with our 
‘management here at Go Global and,m pleased 
053y, they loved the proposaL. | think we both 
want t g forward with thisproject.Tnere's 
justa couple ofissues we need tonail down, 
Firstly there’s the production loation - Chia or 
Bangladesh? Secondly there's the feasiilty of 
using the local distributors you've suggested 
¢ Well Claudio,frstly,let me say that  really 
appreciate the effort youve made to rive this 
forward. A great product i nothing without a great 
partner | undersiand what you'e saying about the 
distributors, Katie, you've been n touch with them 
recenty, haven'tyou? 
K Yes We'e working hard to gt the nformation 
we need You'll appreciate, these are small 
companies with very few people: they willstruggle 
toputtogether all that documentation you've 
askedfor.How soan do you need the data, and how 
much detail do you need? 
E: Wellideally, we need full annual reports forthe 
companies - for regulatary reasons.But, maybe 
one way to solve this s t send our financial isk 
analyst 
K: K, that sounds more realistic 
€ Great. Em . then there'sthe production 
ocation ssue. What's the deal there? 
s: Tobehones, | feel a it worried about some 
2spects of your proposalto gowith China. Locating 
things n Bangladesh would both support local 
jobs and keep the end price down 
E: i ook, there are major sses here with 
quality and reliabiy, Our auditors have looked at 
local production 25 an option and they saythere. 
are numerous rsks, We'll et  fullreport next 
vieek 
S: respect that But _forme.. theissueisa 
wider one. s connected to the values of EN-Tek, 
andwho we are. Based on your experience. how 
doyou think we can acdress these Issues with the 
localproducer? 
C: OK.Here's my suggestion. tink we waitfor 
the detailed qualiy report and then we discuss 
that and decide next week. 

: K Ifthis makes most sense, let’s wait. 
K like your suggestion o get more data, That's 
fine. 
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1.33 
C=Claudio § =Sanjt K =Katle £ =Emma 
€ 50-asyou can imagine there’s been lots of 
discussion with our management here at Go Global 
around the inancing of the project /m pleased to 
say they loved the proposal. | think we both want 
£0go forward with this project.. 
5: That's great news Claudio. | may? Well, 
0 comestraightto the point | think there are 
only really two key topic o focus on today - 
production location and the choice of distributors. 
Right now, we need to know ifour positon togo 
withlocal people is being considered. 
€ Erm . yes, wellboth topicsdid come up In 
discussions 
S: 50, what'sthe feedback? Sorry. Butyou must 
understand, these are very important issues o us 
E: Sanji I seems like we have two main problems. 
here The product s excellent, yes - but f you 

Producers in China can guarantee better standards. 
As for the distribution partners you want to work 
with, we just don't think they're good enough. 
They're sma.Liited finances. Franily  iskto 
sales 
S: Buthaveyou fully analysed these riscs? 
Wihere's your data? We know these markets and 
partners very wel,and we're corfident 
C: That'stre, yes. We do have Less experience 
this market - which s precisely why we're being 
50 Cautious. We're happy 1o take 3 look atany 
numbers you might have. 
K: | can'tgive you any fiancial information from 
the partners at the moment The data you need 
isvery diffcul for them to put together They re 
notusedto these kinds of management processes. 
They need more time. 
E:Andin the meantime? What do we do? We 
need the data to make decisions 
0K, look, these ae not easy discussions,but 
they are useful EN-Tek clearly has a focus o local 
partrers.. and we'te open tothat, n principle 
§: Good. 
€ Butwe doneed that data, What shall we do? 
Tactuelly emailed a coupte of times ast week. No 
response 
K: (OK, could e help you with that? Let me call. 
them. 1l see what we can realisically et for next 
week 

K. that would be useful By next week wel 
alsohave the auditors report o1 quality at the 
{ocal productionsite. Then we'llbe better placed to 
discussthisagain. Rght, moving on .| had same 
questions about sales forecasts 
134 
1nOption A, Sanjt has more of a trustfirst 
approach and he decides to be very collaborative 
and respectful and he openly shows s 
apprecation. This helps to reate a good 
atmasphere and to establish a positve working 
relationship quickly. The disadvantage, however is 
that the mportant topics are not really dealt with 
and the decisions regarding the dstributors and 
production ocation get postponed. 
in Option B, Sanjt s essfocused on developing 
trustwith s partners and is more interested in 
pushing forward his own objectives. And we see 
the isksofthis approach:the conversation getsa 
litle heated, theres an uncomfortable atmosphere 
and the elationship is put at k. However, this 
tension allows people to be honest, o tlk about 
real concerns openly with each other and then to 
cooperate on finding solutions, which s another 
viay o develop trust 

211 
Presenter LG Laura Guttfield 

D=Dale Thoroughgaod 
P:_Intheworid of work, tining i mportant for 
‘companies and for employees. For companes, 
‘good trining ensuresthat thefr taff have 
p-to-date skils and knowledge:For employees 
training can drive career development and open 
p new opportunities Lets have a ook at the most 
common types of raining and development. 
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hisinternational company has ecently ired five 
ew team members. They will be warking ina 
variety of roles across the orgznisztion Gefore they 
start n thei individualjobs, they are undertaking 
induction training together 
Induction training, which s sometimes caled 
onboarding, helps new staff members get to know 
the company and itssystemsas welL as teir new 
colleagues. 
L6: Akey part of ur induction programme, and 
the importance of it s o help new members ofthe 
team understand and feel a part of our company’s 
culture. We structure the programmeina way to 
give them the skills and the knowledge o do s, 
And our aimis that they can becoe effectve team 
members 3 quickly as possile 
P: Induction training usvally ncludes leaming 
about company policies and procedures trmay. 
also provide information about how the business 
operates and ts key markets. 
L The induction was ust amazing.We were able. 
tomeetall thekey peaple in the company. And 
able to ask them questions and for them to 2k 
s about ourselve. S0 there was a real sense of 
belonging, 
P: Mentoring can be a very successful way of 
helping individuals develop theircareers. A mentor 
san experlenced professionaL either raminside o 
utidethecmpany whodevelopsareltnship 
with a more unior member ofsta 
The mentor s there to ctas a guide and offer 
support, usually 0n @ one-to-one basis 
D: e think mentoring i realy veluable. With 
50 much great experience i the company, tis 
important we find ways to pass tat on s avery 
personal and acused form of staf Gevelopment 
anditsgreat at bulding confidence. It showsthem 
thatwe arewilling to invest time and expertise in 
themand theircareet 
P: Mentoring can be used for spedific job-related 
taining or more general career development 
K: What's great about a mentor s that they were. 
onceinmy position and o they can adviseme as to 
what the best skl would be to earn and the best. 
departments would be toworkin, i order o me 
toprogressinmy career, 
L: The biggest benefit ofmentaring for me s 
being able to measure your progressand to come 
upwith solutions for your problems. 
K: Oneof the eally useful things about being a 
menteeis that my mentor ntraduces me to very 
important peaple wihin the Britsh broadcast 
industy, and as | am justsarting out i my career, 
that'sreally important for my personal network 
and tosortofkeep my eyes apen for further 
‘opportunites 
P: More and more traifing s being conducted 
online using e-learning technology. It allows 
peaple to learn at their own pace.and ina more. 
flexble timetzbe. 
D: Online training has become popular because it 
issoflexible - staff members can access tanytime 
anywhere. They can access it from home or whilst 
travelling and use the ime that othervise would 
have been wasted. It s also very cost-efficent. 
A: Ihad to do an online course which covered 
healch and safety. Um .. it mainly covered the 
heaith and safety regulations that the company 
had, as wellas . um . telling you about what 
differenthealth and safty signsin the buiding 
actually meant ..um .. 5o that way, in the example 
of a fire, we'd know exactly where we needed to 
o.For me, the best thing about online aining 
that ts completely flexble. You can ot on 
any device - on a computer at home, on a mobile 
phone maybewhen you're onthe bus o the trin, 
um-..and it means that you canreally approach 
your raining when ts suitabi foryou. 
P: Many companies offer programmes that mix 
anline with face-to-face sessons Ths s known as 
“blended learning” Whatever the type or delvery 
method, training and development s  critcal 
function in a modern business. As the world 
changes, we all need to adapt and learn tostay 
effective and effcient. 
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23.1 
E=Emma C=Claudio 
E: So the auditor's quality report has come in and 
the message s very clear. Local production s not 
an option; their facilties are toa poor.We need to 
‘gowith production inChina or this We can't put 
product quality t ik ike that 
€ Sanjtwon'tbe happy 
E: Wel.. well,he shouid be iappy - happy I've 
indulged fim s far. We have totake the lead here 
11's our maney behin the project, and we know the 
production chain ke the back f ourhands. 
€ Ves,wearethe xperts . butsanjtlooks at this 
very much as akind o parnership.He ikes to be 
involved. o pichideas around. o collaborate. s the 
ENVek team culture Vie've seen thi fom day one 
ol think he best approach hereisto be conslative 
andinciude Sanjtnthe decison-making. 
E: Yes. But we can't get production location 
wirong, Claudio We uSE Gar't. s been 3 major 
project sk rom day ane. A wrang decision will il 
this whole thing, 
€: 0K.gottago. But think, Emma. And think 
carefully. it your call on how to handle thisin the 
Meeting tomorow. 

23.2 
E=Emma C=Claudio 5 =Sanjit P=Pawet 
E: You might not ke what I about to say, but 
thereare major concerns nere. You asked me to 
analyse the two production site options.| did that 
and came to 2 very simple conclusion; we have to 
‘gowith China 35 3 production location Sanjt, | 
agree that thelocal company i very capabe . but 
ot capable enough forthis project My role i the 
projectis to give the best advice on finence and 
quality,and assuch, | am saying thisloud and clear 
China i the only option. 
€ 0K, thanks, Emma,for your openness. Senjt, 
any thoughts on the matter? 
5:Emma. Erm, Fm sure you've guessed that fm 
disappointed by your recommendations. Erbit. 
understand. Really.er . Pawek and e gone. 
through the report - and your conclusions are 
sound | was wondering, however - is there some 
wiay o coaching the pecple working localy? You 
Know ertraining them, developing theirsklls > 
P: 1 can add tothat, twill ensure that qualiy s 
implemented. We've done this n ather projects 
E: | dortthink that makes sense. It ads time and 
money that we just don't have. Also, who knows 
what the end resultwill be? It st creates more 
risk 

: OK...|understand. s justthat it was part of 
the vision o have the ocal community involved a5 
much s possible 
€ Emma, can you walk s trough the eport 
step-by-step? Justto take a look at the numbers 
and make sure everything'sclear? 
E: Sure Lets starton page three 

Happy overall? 
€ Theyagreed to gowith Ching, 50...yes. I 
hapy. it strange. They wererrt exactly thilled but 
they did warm to the dea, more 5o than | expected. 
E: Great. They saw sense . finally. 

" Justremember - t their product and concept 
and we need to espect that Sanjt n particular s 
very sensitive about the dea of osing control 1l 
probably call him Later just o check n. Good job 
today by the way. 
E Thanks 
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E=Emma $=Sanjit C= Claudio P=Pawet 
E: Youmight nat likewhat Fm about tosay, bt 
there are major concerns here.You asked meto 
analyse the two production site options. | id that 
and came toa very simple conclusion; we have to 
gowith China s 3 production location sanj. 
agree that the local company is very 
2 Sorry to nterrupt, Emma, but m ot happy 
With . donft know what data the auditor's 
working fom but to date we've had very 
good experiences with thelocal producers in 
Bangladesh. Ihave a ot of rust n their abiltes 

E: Sanjit Weallwant the same thing here: 
efficent production, good product aualiy, 2 
successful project Now - there are pros and cons of 
both production locations: China and Bangladesh. 
im sure you'll agree. All of which makes this 
decision a complex one foreveryone here. 
s: Absolutely 
€: So,Sanjt, what doyou think we should do? 
S: Weller Pawet had a great idea earter Pawei? 
P: Yes er, one aption could be o create aclearer 
and more detailed et of requirements for 
production 
§: Ifwe dothat,then it wil lead to higher 
standardsof procuction 
P: [ think t makes sense t have 3 look atthe 
requirements agein 
Do e really want endless paperwork holding 

things up? 
Noone wants that, | egree. Sanjit what'sthe 

bestway to handie this?| am alwaysviling o 
Usten to new ideas.Try me. 

: O, well,justpicking up o what Pawet ssid, 
‘why don'twe et my local guys ty using the more 
detailed requirements? Give ther an opportunity 
1 prove themselves.Let thern do 3 mall 
production run. At the same time, do the same with 
the guys in Ching,as s recommended n this report. 
Then we check the resuits and we decide. 
E: Sounds far Soshallwe try that? Do we all 
agree with the dea torun two piots in paralel? 

Yep. 
Fine Lets flesh this out .. 
Happy overall? 
Seriously? No. Anything but. Now we have 

another delay. 50 much fo efective teamwark, 
Claudio | mean, | did thewhole Ustening’thing | 
ried not to be pushy. And now what? Now we're 
stuckwith ths double production pilot dea. And 
weall know what the result will b, dort we? 
Chinawill come out on top. A otal waste oftime. 
€ Wedon'tknow that Look. itwas a good 
meeting, People listened, The team is together. You 
handied twell 

: We carft do everything by committee, o 
matter how much those guys wish we could. e 
have to lead ths project. 

Let's pickthis up tomorow You 
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inOption A, Emmals vry direct, and pushes her 
ieas very stronly She reminds Senjt and Pawet 
thather role s to give the best advice on finance 
and quality, and basicaly says that China fsthe 
only option.Sanjit surprisinsly, agrees - the data 
isclear - but it goes against his core vlves and 
thenvision hehad to el the local community in 
Bangladesh.So, while Emma s very happy a the 
end, Sanjisn'tfully convinced and the team isa 
e divided. 
InOption B, Emma s more callaborative; she 
stresses a common nterest and i mare open ta 
ideas rom Samjitand Pawek It his openness that 
gets the team to a creative place as they agreeto 
setup two pilos o se i production coud run n 
Bangladesn Emma s ot happy with the autcome 
and with the delay it will cause. But Claudio points 
outthat the esult s good from a team point of 
view, the approach was collaborative, and new 
ideas were produced. 

311 
P=presenter D=Des Dearlove 
H=Howard Stringer 
P: Stock marketscan go down as well 2 up, and 
that's something every investor should know. 
There wilalways be movement in a market, 
but what arethe effects on business and the 
real economy when the stock mzrket suffersa 
Gevastating drop n value? And for that, we need to 
ook at the past 
The Wall Street crash of 1929 led to at east ten 
years of worldwiide economic Gepression. It was 
the most severe financial cisis of modern times 
It came after a period when markets had been 
boorming and shares had been steadily Increasing 
invalue 
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0 S00n Black Tuesday, the 29th of October 
1929, the ‘gaod times’ cemne to an end. As more 
and more peaple sod their shares,the New York 
stock market went o freefal 8y the end of 
the day ithad lost 12 percent of s value. By the. 
time it stopped falling the Dow Jories had tost 
90 percent of 1 value. It meant that banis faled 
across America, companies went bankrupt, and 
individualsost thir investments and sometimes 

theirlfe savings 
P: The effect were not only fltin America 
stack markets n Europe and around the world 
alsofell Whatfollowed became known as the 
Great Depression. Productionslowed, factories 
were closed and stafflaid off. Construction and 
manufecturing went nto decine. 
D: Nopart of the wester world was eft unaffected 
by the depression tlasted al the way through to 
the Second Worid War Luckl, there's never been a 
global depression as severe as thatsince then. 
P: However, stock market crashes dontalways lead 
toeconomic depression, On Black Monday, October 
19th 1987, 3 rapid fall i the Hong Kong stock 
market spread to Europe and then the United Sates, 
where five hundred bilion dollarswere losin a dey. 
D: 101987, the market losses were the biggest in 
history, by percentage, butthe markets recovered 
quite quickly Sothere was no econormic depression 

Incontrast, in 2008 a diffrent type of economic 
crsis occurred -a banking crisi that went onto 
ffect Tancia maretsandth ol economy. 
For a number of years, banks i the United States 
and elsewhere had been giving loans to buy houses 
topeople with poor credit ratings. 
Vihen high numbersof people were unable to pay 
their mortgages banks and thei investors suffered 
losses, and ordinary people ost their homes. This 
meant banks stopped lending more maney. It 
became known as the creditcronch and iseffect 
wias global 
D: A lack of credit to baniks, companies and 
individuals - has the efect offreezing the 
economy. Investment and growth slow or 
stop, which means recession, job osses and 
Bankruptcies, Many economies around the warld 
were badly hit. Portugal, el Ieland, and Greece 
were very badly afected 

‘Governments around the world were forced to 
bail ut thei financial institutions. But it wasn't 
enough to preventa global econormic donturn 
Business eadiers were concerned. 
H: Weare i the worst economic depression in my 
fetime; econamic recession, we'te notsupposed to 
collt depression yes, bt feels prtty depressing 
P Mocements i financial markets are part of the 
normal operation of the economy.When fallsare 
severe, they can havea lasting effect o people's 
lives, But share prices and effects across the whole 
economy are not always diectlylinked. 
0: Ifyoulookat the history, you see that thereve: 
been more crashes than there have economic 
depressions.The realiy s that the financal 
markets dortt always predict how the real 
economy behaves By Teal conomy’ we mean the 
parts of t concemned withthe production of goods 
and service,rather than the uying and seling o1 
financial mariets. One thng you can be sure o, in 
your working Ufetime, s that you wil xperience a 
crash of e kind or another: 

P: Didyou get atext from Barsha? Not good. Nt 
good atall. Go Globalwon'tbe happy: 
K Relax It sounds worse than it 5 We've dealt 
with worse 
P: 20 percent overbudger? | hink Claucio wil 
see that asa major problem. He's a cautious quy, 
especially when the numbers dorft workin s 
favour. 
K: [ meeting him in hafan hour 1l alk him 
round. The numbers et that bad. 
P: Toyou they'renot To Claudio twil bethe 
endof the world. We'e the ones whoinsisted on 
doing the production ot i Bangladesn. Any 
more figure ke this and there are going to be 

problems- like Go Glob stepping i, stopping local 
production and going tright to the china optian. 
K 0K 
P: Justtry o tone down the glass halffull 
approachs icle. 
K: What do you mean? 
P You can'tjustfocuson the posiives.Im just 
saying - [know none of us hereare ready o give 
Up on Bangladiesh, but convincing Claucio worit 
e ezsy Trytoseeit rom his poin of vew - and 
maybe reign in some of your optimism. Think about 
theissues he's kel tobring up - youire gaing to 
need a good alternative plan to keep hirm on board. 
I need to take this Think about it OK? 
K 0K Willdo 

€: S0, How do we move forward? | amvery 
disappainted with the ist quarter numbers. | tink 
we need to bring them up at the next fullproject 
meeting - as well s a recommendation to corfirm 
that we will work with the producers n China fm 
aftad trying local production has turned out as 
Emma nd  expected it might. Now t's ime to get 
thingsback ontrack 
K Erm, 0 be fait we're only a litleover bucget 
It pot abad result. And Fm happy tosay we areon 
schedule, atleas. Give these quys achance. fm sure: 
we can turn thisaround and get locel prociuction 
uptostandard These figure are just e o prject 
Sart-up problems which we've row overcome. 
€: Katie, we can'trun projectslie thi. This 
budget s simply 00 high | can'tjustfy these costs 
to my management We can salvage this - but 
only fweact now. That means acknowledging 
thetruth Clearly, mistakes were made with the 
budgeting and planning. | dontthink you cansay 
it just because ofstart-up problems. e have to 
change our strategy on s 
K: Alngh s true, we did't manage to reach 
all ur targets. But the earthquake led toa ot of 
prablems ast month | think we should continue: 
o help the guys locally ard gve them a chance 
The culture there’s diferent and the project ust 
needed more ime to get going. 
€ Going where, Katie? Bankruptcy? We have to 
finda new approach to s 
K: Claudio, please. Fm going out therein a week or 
s0.1can help turn things around, knowt. 
€ 0K Saythat's true When will we see 
improvements exactly? End of this month? 

Yes. Vs 
+ 0K Heresthe deal Ifwe have things back on 

track nside four weeks, I can sel tat internally I 
ot .. honestly don't know i bevery open, fm 
not sure that we'lbe able to continue with the 
{ocal production . 
K: O Claudio, that's far enough. 

(K. see you at this weeks project meeting 
K Yes,see youthen. 
C: Bye.End o the month, Katie. m counting on 
you 
K: End of themonth, No problem 
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claudio K= Katie 

€ S0, How do we move farward? | am very 
disappointed with thefirst quarter numbers. 
K lunderstand Itisn't good enough. We worit 
reach our targets unless we change something 
€ mnotsure that wefl be able to ontinue with 
the local production dea. | think we're going to 
have to gowith China. 
K: [see where you'e corming from. 20 percent over 
budget s too high, but, Im really happy with the 
progress we've made in a number o areas. | mean, 
wieare o schedule and the qualiy eportis very 
positive | jus feel that f we give up now, we may 
Missan opportuniy to setup anew production 
centre notonly for Bangladesh but alsoforthe 
wider region. 
€: Perhaps - but this s costing usa ot of money. 
K: Maybe we should offer them more support? 
That would be more cost-effective than shutting 
down production. 
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Maybe. What support did you have in mind? 
K: Sendacouple oftechmical people down there, 
justor 3 week ar o, just o see whats going on 
Letthem help. think it would bring sbout the 
tumaround we're ooldng for 
€ Interesting. That would help us keep an eye on 
peaple 
K: Well... yes and hopefully motivate people to 
perform better Thiswould be about support 
: Of course . OK,leave it with me 1l talk 0 
Emma and give you 3 cal later 
K: Fine Bye. 
€ Be 
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InGption A, Katie i herself - optimistc,kind 
and maybe a it naive - she wants o give 
the guys in Bangladesh asecond chance. This 
approach of ocusing on the positives can be 
Very motivational n projects but it can seem to 
others, inthis case Claudio, that the rea issues 
arenrt being acknowledged Bt ultmately, when 
Katie guarantees o deliver n four weeks, Caudio 
becomes calmer. s the resuls that matter to i 
However, Katie now has to deliver on her promise. 
in Optior B, Kate s more careful By 
acknowledging the fact that costs are 20 percent 
00 high, she gives Claudio the mpression that 
she's practical and this makes him more opento 
er suggestions The result ofthis approach s that 
they find away to agree on managing the isks 
effectvel, and together decide to send experts to 
the local arez to monitor the situation. 

411 
T=Toon Vamparys F = Frank Verbist 

n Maude €= Eileen Burbidge 
Today everybody isalmost arrying a 

smartphone. Smartphone has a ot of ice tools 
init, 2 lotof sensors We try to make those 
smartphones more ntelligent by mining the data, 
‘mesning getting al th datain e platform, 
{o0king for patterns andso we can find out i you 
are maving ana bike o on a ~walking ar on 2 tram 
o on atrain or ina car and you can see where you 
are,you can see how fastyou move,and those 
patterns give a good visualisation of what you are 
253 persan and our clients can use tha to ofer you 
abetter mobile experience. 
F: Solet'ssay we have a clientthat has a offee 
shop and wans to sell more coffee And as a 
pramotonhe fers 3brawniewith every e so 

e WAt to target people commuting to work. He 
‘would solate inour audience ll people that work 
in he ity close o the hop that come by public 
transportation and walk the ast mile to their work, 
that s not enough. Now you needto ind the ight 
time to target these people and the right time s 
Justbefore theywill rrive ot work,getting out o 
their commute. The early people that | identifiec 
willnow get  triggerrightat th's moment, 
whichs the promotion from the coffee shop. 
What's mportant here s that a mofning foutine s 
diferent for everybody, atdfferent times, we call. 
that semanticime. 
T Semantic time s important; mobileinteractions 
need 10 be spotan, fyou want to have a positive 
reaction.fyou do that at the wrong moment, then 
youirritate; tation s not good for customer 
engagement,Insemantic time,the right moment 
Is gonna become crucal Customers should not be 
affaid of the data that s being gathered around 
them and from them, they should be afraid of 
‘wha's using them and or what are they used. 
fimin tart-ups alreadyfor more than 30 years - 
20 years ago we were talking bits and bytes, ah, 
ona...ona tape or 50, today we are alking about 
terabyesn,in the cloud 
& ItSessentilly a really newthing becauseit's 
only mace possivl by the fact that we now have 
smartphones i our pockets ol the time and we 
carry them around with us. Soits 2, ¢’sa whole 
e field, utiti, IS very competitive Sentiance 
are oneof a number of companies in this space 
and, um, they have an nteresting take on it but 
then, you know, they/re not the only gamein town 
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€ The challenge for Sentiance isto deliver 
actionable insights, um and not ust more data for 
marketers Warketers want to have rally useful 
dataifi’s going to help them ith conversion and 
with transactions, and ranklyin making more 
money and getting more commerce aut o users 
Butifwhat Sentiance does isjust deliver more cata, 
moredata dumps, o now i abl tobreak dovin 
yourcustomes segment by ths time, by thisjourney 
and by this location, that may n and of self ot 
beofvalue to marketers. It can actualy say this 
offers gonna be more nteresting and there’s more. 
take-upas aresult thet’s hugely neresting. 
T: Itsallabout personalistion, anticpation 
and prediction, and the use of tht willncrease: 
immensely in i the nex: coming years Disruptive 
mezns that you approach a problem in an ncustry 
or asector completely from a different angle:you 
have an ides, you have a dream about approaching 
thet, and then you go for itand you dreambig, 
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< Sanjit C=Claire P= Pawet 

T better take this Clire,how are you doing? 
€ Good.you? 
S: Good good I Justhere with Pawet, putting 
our headstogeter 
: Well, [ won'tkeep you long, Just o et you 
Ko, Claudio asked me toarange  conference 
callwith Gary Roach, an independent marketing 
‘expert we sometimes work with to discuss the 
recent marketing camp3igns. 
5 0K 
€ Grysbeentroughtinasanexpertandhes 
gotsome new thoughts on how to mprove 
branding and where we advertise. Justa word of 
waining - Gary salways full ofdeas bt . how 
can| put this? He can be very directand otalways 
easyto handle. 

: il manage 
OKwellFlL e on the calas well o, see you ater 
oK 
Algood? 
Yes | have a meeting with Gary Rozch later. 

: Gary? Good luckwith that. He'sa nightmare. 
Sofvebeen told 

: | can't work with him, He thinks he always 
knows best. 
S: e warked with people Uk that before I might 
take control o the conversation o et himspesk 
freely,lsee how it goes.Fl also have Kate on the 
callwithme. 
P: Trust me,though 

4.3.2 
= Gary C= Claire §=Sanjit K=Katie 

Hi 
C HizGary 
G: Yeah,h, . 
€ Imhere with Sanjitand Katle 

Fi 
Hi 

: OK. Sanjeet, Clare s filed mein,s0 1o need 
for hello-haw-are yous Let's o through the 
branding document | sent you.I'sreally mportant 
you rethink the branding 
S: lactually had an agenda | thought we could 
stickto. 
& Canigoon? 
: Yes. Your document OK Gary, carry on 
6 Asyoullsee, fve proposed some changes, 
There's load ofideas you snould Laok at - really 
good stuff, evenifi say 5o myself, One ey thing 
Fue done some detaled analysis of your potential 
customers.Interesing resuls, very nteresting, And 
501ve put together a few marketing ideas on page 

23,Got that? 
G Anyway,and | know youre not gonna ke this 
but. you know, the ltle product ogo, the onewith 
thesunyou've gone for - awful Customers hate t. 
it simply has to be changed. Pronto. 
5: Canyou elaborate on that? 
6 Yeah, yeah, will come tothat fm alsoworried 
about the marketing budget. s totally unrealistic, 
501ve created 2 new budget which when you take: 
alookat the 
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itstillwon'tbe easy. 

S: 0K, OK, but fwe could focus back on the loga 
G: Just et me finsh. 
s: Alright 8rand and marketing spend. Goon 
then. 

433 
6= Gary C=Clire § =Sanjit K=Katie 

Hi 
HP Gary? 

G Yeanhi i 
€ rm here with Sanjtand Katie. 
s: Hi 
K H 
G2 OK, Sanjeet, Fve been brifed by Claie, 0 o 
need for hello-how-are-yous. Lets go thrcugh the 
branding document| sent you 
S: B Gary, it Sanjt actualy.  can| stopyou 
for aSecond? d like o stick o the agenda and 
discuss the advertising conceptirt. | Eink s very 
interesting and we can come back to the brand 
topicater 
62 Erm, OK.1mean. | dor't have much time - and | 
really want totalk bout changing the marketing 
budget It a disaster 
S: Can weslow down ate? Gary, | think thats 
really outside the scope of the meefing today. As 
said | want tosick o the agenda, 5o, coming back 
tothe advertising concept 
K: Ves, we have some deas we wanttorun past 
you 
€ Gary,|thinkSanjit has some 
G: Fine,ine, whatever,but 
S: Gary, lether finish what she's saying, please. 
Herviews are important. 
€ Gary | think Sanit has same good points which 

'l be very happy withso | agree: s probably 
tostart there. 

G: OK Shaotaway 
s: lactually had 3 look throughyour branding 
document before the call. Some great deas, thanks 
Gry. It eally matches with some of my ow deas 
for promotion using local sporting events as & 
medz platform. 
G OK.Great. This s ll budgeted? 
: Yes,flLcome tothatin a second, Lets isttalk 
about 
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InOption A, Sanit adopts an acceptand adapt’ 
approach which gives Gary the opportunity to 
express his concens to challenge the team and 

creative slutions. However, by being allowed 
tospeakso freely, Gary ends up dominating the 
others and makes them frustrated. The advantage 
sthat hs ceas, which could help to innovate, 7€ 
heard by everyone traight awy. 
In Option B,Sanjt s more assertve. He decides 
tointervene and insists on a more structured 
approach He stops Gary nterrupting and controls 
the meeting, Ths approach s collaborative;he 
acknowledges Gary's deas; the discussion s more 
focused and the meetingsn'tso one-siced, and 
everyoneis allowed to contribute more freely 
However, Gary' ideas do not get heard. 

T = Tetsuhito Soyama E= Expert 
P: Quton the treet, 29 year old,Takato Okuhas 
gat his groove on, bt in the corporate worid he 
ad afrustrating sart. He knew that hs tum for 
promotion and pay fise was decades away. There 
wasalong ine o older workers the company 
needed toreward first 
For Japan Inc. that's been the radition for over 
halfa century, 50 he quit his first job and joined an 
online media and achertising firm in 2013, Within 
two years, he rose through the ranks o become a 
manager 
TO:Intally, 1 was surprised to have taff who were 
older than me,or tohave a boss who was younger 
than me, but ke the fact that CyberAgent 
remards it workers based on our performance, not 

rage 
Tetsuhito Soyama s in charge of human 

resources at Cyberhgent, 

T5: Many of our executives worked at companies 
where thealdest got the biggest saary.and we 
allfelt that was unfair our model means more 
competition, it’s natural for older staff to feel 
awkward to seetheir younger colleaguesbeing 
promoted first, but because t's been our policy 
from the tart, | think it was easer for us, compared 
with older companes 
P: During Japan's economic boom of the 805 
nd 905, companies could aford o keep rasing 
salaries for al the workers as a reward fo their 
loyalry, But since the economic bubble burst, even 
Fousehold names, such as Sany and Panasonic had 
o reconsider thei policies_Jobs were cut, which 
came as  shock o Japanese workers who were 
expecting the quarantee of felong employment. 
E: s ikea couple whojust found out that your 
pertner was cheating on you They are eeling 
betrayed but companies which revise their polic 
have notal been successful. because unless you 
can turn your business around, you are ust creating 
unhealthy competition among your employees, 
P: For young companies ke CyberAgert.the new 
salary model has,so . paid off and s success 
iswhat the rest of Japan nc Is aso hoping to 
achieve But t's much tricker for bigger and oder 
companies to adjut to the new economic reality 

5.3.1 
Cr=Ciaire Cd = Claudio § =Sanjit K=Katie 
r: Caudio 
Ca:Hey 
Cr: Have you see the atest sales figures from 
sanjt? 
Cd:Yeah.Not what we expected,right? What 
happened? 
r: Their marketing campaigns. They happened. 
Weshouldrt have trusted them to hande the 
campigns themselves. | mean, dic yousee them? 
Really bacly designed And now sales havertt teken 
off. 
Cd:Well . are we sure that'sthe reason for the 
poor sales? 
Cr: fmsureit s | think we should pullthe plug and 
doa full re-design from this end. Topto botom. 
Cd:Hllneed to thinkabout that .. [ know we're 
concermed but we have to stand by the decision we 
made o et them ¢o . 
Cr: st disagree, but keep me posted, Whatever 
you decide, 

e 
s: HeyKatie 
K: So...just had an “nteresting’chat with Clare 
She thinks | owe you an apology. 
s: What? 
K: she told me my marketing campaigns shared a 
Lot o the blame forlow sales igures and that Fm 
not doing my job properly. 
s: Oh 

Which sn't fair | mean we knew therewas aisk 
of towes numbers from Banglades this quarter. 
And analytics say they lLpick p in the ne e 
months anyway. 
S: Claire may be stressed about the saes igures, 
but that doesn't mean she cantalk to you ke 
that Wel, Fm having a meeting with Claudio ater 
oday. Thingsshould b clearer afer that, but Fm 
sure he won't be n a good mood either 
K: Tknow.sorry. 
5: Notassorry as U be eeling later 

532 
udio §= Sanjit 

€ fve pretty much got two reactions o 
these sles figures First:surprise. Second: 
disappointiernt. 
s: [understand.E there's often a mismatch 
between forecasts and actual results - 
C: That mey be, but f there's a difference n figures 
itshould be with higher sales,not lover, e carit 
goonlikethis. 
S: mafraid you'e not seeing the big picture here, 
Ciaudio, The market has been slow to respond to 
new environmental ntatives by the governmert: 
We thought more people would be buying our 
product by now. 



And we'e only hearing abovt this now? You 
old me that Ktie hed this under control; thatshe 
made realistic estimates. 
St she does.assureyou. 

Sanji,ifthis s under controt, 14 hate to see: 
what outof control ook Uk 
s: Well,you have to remeber that we predicted 
this might happen.This should not come as a 
surprise. We expected lower figures this quarter 
and warned you about them, Katie fsvery good 
atwhat she does and she isvery close o the 
market I Bangladesh. She's very confident that 
Bangladesh willbe a huge success. We st need to 
givetalitle more time topick up. 
& Really? 
: Come on Claudio. Weve talked about ths 
before. We ust need a it patience . and maybe 
alittie more respect, too, 

+ Bxcuse me? Respect”? 
S: Wefeall professionals ere We all careabout 
the quality ofour work. We're very passionate 
about it - sometimesit even causes arguments, 
You know, Clare confronted Katie earier today and 
suggested that her marketing campaigns are fo 
blame or the poor sales 
©: Claire may have a point, ifyou askme. 
S: Well fmnotsure what youtesaying is 
necessarly accurate. You know weimplemented 
your expert Gary's new deas on those campaigns 
Thatstll ic't help, Nothing changesthe fac that 
Bangladesh takes a itle more tme toreact to 
marketing e shouldn' change the campaign now: 
€ Soyoie teling me that sates il increase 
Justvery slowy. 
S: That'sright. Everything willbe OK. 
©: Ifyousay o well hold offon any changes to 
the campaign for now 

533 
Claudio 5= sanjit 

€ Fepretty much got two reactions o thesesales 
figures.irst: Surprise Second:disappointment. 

Erwhy so? 
Wihy do you think? They e way too low. | think 

‘we should consider redesigning the marketing 
campaign . the whale thing 
S: OK.Tunderstand what youresaying, and why. 
butyou also have to acknowledge there's often a 
mismatch between forecasts and actual reuls 
C: Vet the situation stays the same. fthere'sa 
difference n figures, it should be with higher sales 
0t lower This can't continue. 
s: Icanseeyaur point /1L be honest Wed really 
hoped sales wouldpick up fasterfollowing the new 
government environmental intatives. 
C: Hope alyou ke, Sanjit - they haven't You 
told me that Katie had his under control. You told 
me that she made realistic estimates, Are you sure: 
she'sthe ight person for the job? 
S: m happy t accept what you'e saying: | 
appreciate the point youe making, but not 
necessarily howyou're making it 

Wihat doyou mean? 
S: There's com for improvement | agree. But | 
can assure you, Katie s very gaod at her job She 
wouldrt work for us otherwise. And she's also 
very close o the marketin Bangladesh. She'svery 
confident that Bangladesh vl be a huge success 
€1 pick up. We just underestimated how long it 
would take tosee the benefits from the marketing 
campaign 
€ Sanjt. I worried thatyour team i seeing this 
<00 much from localperspective. Maybe there are 
opportunitiesfor you and your team to learn from 
the experience we have inother countries and 
markets 
S: That's useful o think about. Look, we can 
always learn more. Nobody s perfect.Katie s great 
 but, thinking about it,maybe we can all beneft 
from what yau've done in ther countriesin the 
fagion. How about this? Before proceeding any 
futher, et up anothe meetng between Kaie 
and Claire, We can bring al the information and 
our perspectives together 
€: OK fine Butwe need © G0 tquickly We can't 
afford towaste any more time. 

S: I1ake on board whatyou'e saying We'll hurry 
this along, promise. just wanted to get some 
feedback from you irst 
€ |appreciate that 

Perhiaps we also need to communicate better in 
thisteam,especiall when the pressure’s on 
C: Agreed Stress never brings out the bestin 
anyone, does 12 Look, ML get n touch with Claie 
oW 0 see what time e can make tomarraw,Can 
you do the same for Katie? 
¢ Yep,sure FlLdo that now. 
5.3.4 
in Option A, Sanji politelybut firmiy pushes back 
against Claudio’s criical feedback, and stands 
up for Katie when suggesting that Claire may 
need to be more respectful, especally n her own 
feedback delivery sty It ittletense, which 
could negatively affect thei relationship,though 
Sanjit has staod his ground and protected his team 
member Katie, both of which are posiive things. 
InOption 8,Sanjialso tands up for Katieand her 
experence, but this tme s more accepting of the 
overallfeedback, nd snows openness to learm 
more, though could he be percenved as being a it 
100 quick to accept critcsm? 
Intoth optians the marketing campaign will 
emain unchanged for now, an the team will work 
on their communication and collzboration, o the 
outcomes e the same. But the team relatonships 
are impacted diferently in each option. 
6.11 

resenter |=Interviewer M =Maxine Bédat 
D =Domenica Delfini Arroyo MB = Mike Barry 

= Alienor Taylor P1= Peter Ingwersen 
Many companes lie to clim they are ethical 

businesses. This can be because they believe in 
amoral approach to commerce. It might also be 
because ethical s a abel that helps them increase 
sals. 
How can we discoverif a business s ethical? We've 
been looking nto the fashion Industry - and why 
your lothing has become an ethical matter Inthe 
fast fashion industry, cothing brands compete to 
offer new trends s quicklyand cheaply 2 possile. 
Pressure on time and cost s intense: it means 
tough working conditions and low pay rates for 
factory workers. 
I Lets start off by talking about, what s Fashion 
Revolution Day™ 

shion Revolution Day i a global movement. 
‘over 70 countries ae participating; it itizens 
around the world asking what should bea very 
basic question who made my clothes - using the 
hashtag ‘who made my clothes' 

Protest movements ke Fashion Revolution Day 
start ecause o scenes like this.In 2013 a factory. 
building, the Rana Plaza, colapsed and kiled over 
athousand workers.This tragedy made the public 
aware of the dangerous conditions the victims had 
been facing at work. 
D: The Rana Plaza case made consumers eally 
wiant to know where theirclothes were coming 
from and how they were made. U, criics accused 
fashion brands and consumers of bing responsible: 
for the deaths Many brands el they hadi to 
guarantee thei products were not coming from 
Rana Plaza styie sweatshops, 
P Briish fashion designer Katherine Hamnettwas 
ane of many who campaigned against the clothing 
industry for s unethical conduct 
D: The campaigns agalnst unethical fashion 
started a movement where some (abels and 
designers began o'ty to brand themselvesas 
echical U s been popular o focus on the 
environmental side of ethics - green’ and atural 
isanice message for consumers. 
P:Fashion rtaller Marks B Spencer would ke 
tosellts customers more ethical clothing but 
sourcing enough fair-trade corton to produce the 
garments i a problem. 
MB: The amount offir-trade cotton n the world 
is...avallable... it tiny There's probablyless 
thana thousand tonnes actually available at the 
moment MAS' tataluse of cotton at the moment. 
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s fifty thousand tonnes, o evenif we took every 
piece ofair-trade cottonin the world, it wouldi't 
even touch the amount we actually need as a 
business 
P: Atthe London College of Fashion, the students 
winorlbe the next generations designers are 
eacting to the problem They are trying to use anly 
exnically sourced materials 

: The more found aut about the fashion 
industry, the more  kind o | thougt it was realy 
horible the envirormentsl and etfical impacts 
that has on theworld, |just . |just dan't thinkare 
acceptable. You know | wanted the productstobe 
beautifulin every aspect of them, so not only do. 
theylook goad, but - the . when you look behind 
the scenes they're good as well. 
D The ethical debate in the fashion business has 
crested  tension between the top priced abels 
and the mainstream brands, S0 the top designer 
{abels can usually pay g00d wages, o they wil 
selyouan cemnd mightalsoty o convince you 
thatno ane got harmed for you ta get that shirt 
8uthigh voldme brands need the garments o be 
nexpensiveand some of them prefer yo close 
your eyesto whatever harm might have been done. 
Solooking acrossthe whale ofthe ndustry,we 
dorthave an ethical solution yet 
P But fashion now has strongly ethcal players 
After hsrange of edficalclothing wias shown at 
afashion show, Danish designer Peter Ingwersen 
told news cameras that fashion wil become an 
exfical usiness 

the future | actually beleve that we won't 
see any separations between ethical fashion and 
more mainstream fashion, | think Its allgonna be: 
one. Anything that you wear willactually come 
under the same umbrella with very high standards, 

I think that's the way its gonna go. 
P: Exhics n fashion might e a genuine moral effort 
toabolish bad practices and make mare ethical 
products Or t could be st ind of marketing.But 
ifconsumers become mre responsible, the ethical 
dimension of fashion looks st 0 grow. 

6.3.1 
mma C = Claudio 

Justintimel Gata minute? 
€ Sure 
E: e heard some news that might not be good. 
© Goon. 
E: Well [ have thisfiendin finance n the South 
East Asian region who told me SendAllrein 
trouble: 
€ SendAll>The discroutor we recommended to 
ENTek? 
E: Apparently they re struggling with cash flow 
and cebeand are quietly looking for a business 
partrer 
€ Right Right | suppose | should warn Sanjicnext 
time see him 
E:_No,no,no - m not convinced that's 2 good 
‘move. ¥ recommended Sendllas the istrbutor 

50 that might not reflect vry well on us and we 
don'tiant to unnecessarily concern him at this 
stage.t'sjusta rumaur, afterall. 
€: Youmay havea point but, Frankly,Im not 
entirely sure 4 feel ight keeping this from him. It 
feels disnonest 
E: Your call. But il were you, ¢ keep this quiet, 

6.3.2 
S=Sanjit C= Claudio 
s: Hithere, Claudio, s good t see you again 
© Goodtoseeyou, 1o, Howare things? 
S: Great Yean - thanks again orsuggesting 
SendAlL Those guys ar the best e couldrt have 
asked fora beter istributor 
€ That's.. great. Really. 
¢ Justthinking out loud ere .. but maybe we 
can benefita ot flom faving them as mare of . 
suategic partner and not simply our ditrbutor 
What do youthink? 
€ Fmnotentrely sureat this stage, St 
5t bt 
€ 1don' think weshauld do that at the moment 
W't stlinthe ealystages of working together 
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They're goo, yes,but it could be good o wait for a 
while 
S:But everything's going so welllWhy shouldn't 
wie give them a lttle more ncentive? You know, 3 
good sign? 'm absolutely certan that thiswill be 3 
fongand successful reacionship. Arert you? 
€ Justhear me out Yes, maybe Im playing devits 
advocate hre, but fm ndt sure that would be 
good dea There might be newssues that come to 
{ght It usta thought | could bewrong, 
¢ Hold on_ Back up. What sort of new fsues? 
© Sorry,  have to take this. 
S: Yeah,sure 

i : Fithere, Claudio, s good tosee you again. 
€ Goodto'seeyou, oo, Howare things? 
§ Grest Hoy - tramsagan o sggestng 
SendAlL Those guys are the best. Things are 
Funning really smoofhy In fact, you know what? | 
strongly beleve w can benefita ot from having 
them as more o astrategic partner and not simply 
our distributor What do you think? 
€ WWell | don‘twant to worry yau, but | feel have 
totellyou this. 
s: Whatsup? 
€ Well, 1 sorrytosay that fve heard Sendll. 
might be having some financiat difficultes 
s: Really? 
€ Tknow, I still processing the information 
myself,but i's mportant to be open, 5o ant to 
tet you know what fve heard 
5: | appreciatethat, So what do you know? 
C: Well apparently they're now having cash 
fiow problems. They'r quietly loaking fora 
business artner. [ ot saying | agree, but some 
people think thisisasign that the company s in 
trouble. fm sorry about this. know itwas us who 
suggested tem and m aware this may castusin 
abad gt This information is't confirmed, but1 
thinkyoushould know: 
s: That's OK.Claudio | sppreciate the honesty. 
Now, correct me fFm wrong, but . shouldtwe 
be pre-emptively looking for another distibutor? 
 Tobe honest. | dar'tthink tlLbe. problem 
ther way.d say holdoffon that for the moment. 
untilwe know more 
€ sorry | have to take ths, 
st Yeah,sure 
6.3.4 
By now Claudio has builta good working 
relationship with Sanji It understandable that he 
oesn't feel good abaut keeping the nformation 
fromhim 
n Option A, Claudio decides nottotel ariitin 
an aitempt to avoid any concerns that Sanjit may 
develop, He's vague and he talk around th topic, 
i nselfarouses Sy Suspclons Hesences 
that Claudio sn't being fully open with him, and 
may develop some trustssues 
Qption B s almostthe opposie. Claudio's openness 
and transparency strengthens thei relationship, 
and Claudio emphasisesthat he st currently 
woried about the stuation with ther distributor 
Howeuer, we can clearly see that Sanjt has 
interpreted this news with more concern than 
Clauio,an has called an emergency meeting for 
the next day 

7.11 
Presenter A= Agata Wisniewska 
Eleonora Pessina M =Matthew Dickin 

EM = Eben Maasdorp 
: Time s money goes thesaying and this 

s especially true I the business world With 
production targets and project deadlines to meet, 
effecive time management isa top concern for 
business leaders. 
Overa hundred years ago, when carmaker Henry 
Ford pioneered the industrial assembly line, he 
realised the connection between the time taken o 
‘make each car and company profts. Measuring and 
‘manzging the time spen on tasks became part of a 
‘management approach known as Fordism. 
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Today the Fordist concegt o time management 
still operates n some places, At many distribution 
warehouses,for exarmple, workers are equired to 
picicand pack orders at ightning speed. 
Elsewhere i the workplace time management, 
in the sense ofsetting goals,prioriising and 
scheduling in order o maximise efficency, s an 
important feature. At ths publishing company 
there'sa weekly team meeting 0 discuss and 
scheduleallthe jobs that have to be dore Agata 
Wisniewska s the Content Development Wanager 
¢ Thisweekwe'l probably need to deal with er 
Second proofs ... My main role n the team 
isto organise a schedule, o allocate resources 
and s the goas for the team members.Time 
management s very important for our usiness 
because, if the team takes longer than expected, 
ithas an impact on the budget, and therefore the 
‘company loses money, When it comes to managing 
the ime of each of the members of my tear. 
donot get involved too much. refer them to 
decide how they proritse theirtime and also 
to communicate o the restofthe tear on their 
progress and any issues they may have. 
P: Gnemember of the team, Eleonora Pessing is 
an Instructional Designer How does she manage 
hertime? 
E: workacross many diferent pojects. 5o, what 
really helps meis... m .. making a to-do st at the 
beginningof the week .. um . where  eally ot 
down everything that | need to do for that week. 
But then| alo identify key priorites key tesks that 
Iwantto getdane. | use a digital calendar and | 
use diferent colours toidentify what s meeting 
timeandwhatis . uh . desk time Ancther ting 
use to manage my timeis postit notes . um 
and ] use them ust to remind myselfof things that 
Iwouldn'tnormally do,5o that they'rethere on my desktop looking at me. 
P: Time management for employees of global 
companies brings new challenges, Watthew Dickin 
isthe Director o Design and Producton 
M work with eams and stakeholders spread 
allaround the globe S0 thefirst thing tosays 1 
Have tobe very aware of where everybody s and 
that | have to be very aware of what that means in 
tems of time zone. S0 for calls with Australi, Asa 
India, i or very early inmy morning.which s 
afternoon or ety evening or them, And then cals 
to America...um .. tend to happen atthe end of 
my day whichis very early in the morring for them 
Certainlythere are times, partcularly during busy. 
periods, whereit feel ie there arert enugh 
ours in the day. Um _ 501 have to be very careful 
t0try and manage thatwithin my own dary to 
make sure that that’ not too often 
P: There's agrowing demand from employecs 
for more flexbilty n their work schedules, and 
some peaple like Eben Maasdorp, a translator are. 
choosing to work on  freelance basis. 
EM: s freelance you actuzlly have moretimeto 
workbecause you dorrt have to commute towork, 

for example.You 5o have more time tospend with 
Your famly because you can work in the evenings or 
early mosnings depending on what sufts you et | 
dohave o stay focused, 50 my strategy tends o be 
0 commit myselfto one hour, 0 ee fow much | can 
doin one hour - 50, don' take any bresks before the 
60 minutesare up. And then st down the next 60 
minutes and seeif | can ht the same taget. 
P: Organising one's own time s a reelance s 
Worlds away from the experience ofworkers on 
Henry Ford'sassembly lnes. But whatever therole 
and whatever the industy, good ime management 
il continue to b essential to business proftabliy 
and an ndividuals career success 

K: You ook wortied, Sanjit What's the matter? 
S: Well,you know how we heard that Sendall, 
‘our regional distrbutor, may be having financial 
problems _ 've been lgoking nto . 1€5 worse than 
e thought. They've expanded (o0 quickly and are 
in trouble now. 
501 collected the financial details and any other 

information 1 could ind and sentthem over to 
Emma Berg, the Financial Analyst at Go Glob | id 
thal yesterday and even thaugh this s obwiously 
urgent, Il aven'theard back from her yet 
K: OK The waylseeft, i say you have thiee 
optians here. Frstup, you cabld trustthat she's 
seen the mail, understands the urgency and will 
getbackto you 255001 3 she can 
s o 
K: Pusher fora response, ke with 3 callor an 
email and be clear about your expectations for & 
timely respanse. 
st Right | ke that better. | don't want tojust sit 
and wait, Wait - that'sonly two. What's the third 
Gption? Did you leave the best unil ast? 
K: Youtell me.The thid option s you could 
escalate t andl 6o over her hecd. 
: Youmean go straight to Claudio? 
K: Yes - to get clarification on what's going 
onwith Sendll,and toraise theissue of 
respansiveness It would need tobe hiandied 
sensiively thoul 
S:Soundsrisky.fl think 1l get n touch with hec 
Thanks. 

732 
S=Sanjit K= Katie 
s: What should  say? 
K Afrendly emall ough todo . Something ke, 
“Letme knotw when you'l geta cance osend me. 
the nformation” Emaits definitely the best option. 
A phone callwith nowarning can be bt of an 
imposition- shel see the emalasLss pushy 
St Sounds good. Erm, Hi Emma, im Just recending 
my mail fom yesterday. Im wortied that fSendAll 
goes banksupt we'l have s big problem. When co 
youthink you'l be abl t et back to me? Thanks, 
Sanjt” 
K: OK, goad. Now lets see what happens, I mean, 
e theirbusiness partners. They really should 
begetting back o us especilly with something 
important ke ths. 4 be surpised f there was 2 
furtherdelay 
S: Metoo 
K: Then again, they'revery busy, sothey may have 
3 different perspectve than we do. Maybe they 
have different or more information and don' tink 
that thisis urgent. 
S:Oh, she's ust replied 
K And? 
S: Hilsawyour eriginal email,but 'm overlsaced 
atthe moment,Nothing to warry about AllisOK 
Can| get back 10 you by tomorrow moraing? 
K: Great. 
S: Absolutely.Just the reply|needed. Thanks for 
yourhelp. 
K: Itsnoworres. 
7.3.3 
S=sanjit £=Emma 
s: flcallher now, No point waiting any longer. 
£ H Sanjt 
5: Emma.Hi Im just calling about my mailfrom 
yesterdiay. Did you get it? 
£ Yourmall?Erm yes, | got it 
S: Wellmjust wondering why | haven't heard 
backfrom you yet. | was expecting to e from you 
within afew hours of my mal 1t realy urgent 
E:_Huh? You only sent it yesterday afternoon, Viell, 
I didnt et back o you becase  haven'thad time 
togo through it indetail Sorry. No o fence,Sanjt, 
butfmjuggling 2 ot of wark ight now 
S: Sos there any more news on sendALl7Should 
wiebe looking for anather distributor? 
E: Saniit Slow down, Take abreath. fve been 
travelling since Monday, fm running onzerosleep. 
ight now, and  have another meeting in about 
two minutes. fm not ignoring you, m just busy. 
0K fue seen your email and | will respond by 
tomortow morming assure you 
S: OK, sorry.Please proritse this. 1 urgent. And 
yes, | need a response ASAP 
E | didn't mean to react ke that Sorry. And fm 
sorry for not getting back ta you earler Sant, but 
everything isfine. No need taworry. You have my. 
word 



5t 0K, thanks. 
E Bel 
s: Byel 

7.3.4 
Inths scene, Sanjt and Emma clarly have 
different opinians of how quicka response to 
anrgent s should b and of what gt 
actually means, 
To help improve carity and understanding. here 
are three ps or dealing with urgency. One: 
wie the word ‘rgent’n the subject e and 
mark the mailwith high pioriy 35 a sending 
‘option. Alsa ndicate by when you need or expect 
aesponse. Two: when receiving such emals, 
quickly acknowledge that you have received the 
mal, even f youe busy, and indicate when the 
sender can expect a response.And thee follow 
Up quickly, from either side, fthe espanse date s 
missed. Focus on the information needed and not 
specfically on the delay or reasans for it 
8.11 
P=Presenter G Greg Smith T=Tommy Bryant 
P: Change s a factof Ufefor everyone, whether 
it's starting school o college, maving fouse or 
begining a new job. Companies also constantly 
fice the need o change It may be to improve 
effciency,increase proits or toadapt o new 
requlations Whatever th reason, change can 
bring uncertainty and is, o ¢ needs very caeful 
‘management Bromptan icycle s the UK's largest 
bicycle manufacturer The company designs and 
makes a rather special kind of bike - one that 
can b quickly folded up, which makes It ideal 
for commuters. Eighty percent o the bikes are: 
exported, mainly to Japan and East Asia, andto 
Europe. Afew years ago, t became clear thatin 
order to keep growing, the company would have to 
Move toa much largerite Greg Smith s the head 
of Healeh,Safety and Facilties and was one of the 
team managing the change 
&: Brompton Bicycles has been growing ever 
since | joined in 1998 There were 24 peaple inthe 
companyatehat point, we're now nearly 230, 025 
e expanded we needd more and more space. 
P: The company formed a team ofsix people to 
plan and manage the change. One of the main 
Ta5ks Was to weigh up th rsks and benefits of 
diferent locaions. 
6: We considered that the biggest ik o the 
business, was osing thestaff that we'dspent many 
years training,so we concentrated our e 
inlooking forites inWest London, rather than 
elsewhere inthe country. We've ended up six miles 
or approximately 10 kiometres away from where 
wewere. 
P: s important for any company intraducing 
change ta make sure ll the saffare onboard. 
Tommy Bryantis the Trade Marketing Executiv. 
T: 125 quite apprehensive at irst, when the 
companyfirstnfarmed us about the move. One 

of the mainissues was the journey time; um _ it 
wasalready an hour anda halfby tube . um ora 
#5-minute cycle, which was quie ang. And moving 
tothe new site um, caused me some concen cause: 
1 dic't wart o extend that journey ime. 
6: Ve made sure we er cansuited with allour staff 
and told them about the patential locaton, before 
weactualy signed the lease. So we broughtallour 
employeestothe newsite i buses,so they could 
see e loca area and see the new factory and the 
much betcerfacltes that thissite has The moves 
themselves were actually uite quick. Er we splic 
itup over a period of months, We moved some 
departments before Chistias 2015 and others 
duing January 2016 
T When the company actually moved it was 2 
very quickand eficent process, and we were very 
excited about the newsite s well. A big change to 
whatwewere used to 

P: The company measured the success of the 
move in two mein ways. 
G: We oy ost two days production or each 
of the departments as we moved them.And in 
persannel terms, we Lost approximately ix people 
out ofthe toral 230 
T: rm copingwell iowwith he .. the jourey time. 
Iniially when | was iving um in my hoise share, er 
the commute to our new ste waservery difficut, 
50 had to move bick home with my parents which 
reduced the aurmey time by quite a bit sonowit 
takes meumaround er 40 minutesto yct, or even 
£0minutes part by bicyle art by bus. 
6 Sowe'vebeenat the new site for 18 months 
and people realy have adzpted well to this new 
location 
T: The working conditions on the newsite are 
much better s much more open,er there'sa ot 
more windows, which actually makes ta much 
nicerview altogether We have  canteen where 
everyone can st together and have lunch. And as 2 
‘whole, there’s just a lot more space. 
2 One ofthe major benefits of moving to the 
newfactorysite, s that we've now gotall our 
employees warking on one site and the morale of 
the staf has improved enormously as  result 

831 
P =Pawet § =Sanjit K=Katie 
P: You're looking happier than the last time | saw 
youl St Imfeeling great. We've had 3 successful aunch, 
the product i slling welln Bangladesh now. 
Everything's gaing biliantly,both in the market 
and our cooperation ith Go Global. 
P It great isntit? Sowhat now? 
5: Wella partnership opportunity has arisen in 
Vietnam with a key distributor.d like Katie tolead 
onthisand work with them, 
P: sounds ike 3 good opportunity, both for ENTek 
and Katie. 
s: bractl.malitle concerned though, as she 
viasreally looking forward to expanding the 
Bangladeshi market as 's her specialstarea, but 
wie an't miss this opportunity in Vietnam. She'sa 
good fitand certainly capable - she ust needs to 
be convinced tostep out ofher comport zone. 
P: Agreed. Howareyou going totell her? 
St Well...d better do it sensitvely, ' jus trying 
todecide here:should | take a direct approach and 
tellhr t's 2 good career move? Or should | gently 
Y0 coax her towards the dea 
B: . and see how keen shels? 
§: Mm. [l igure it out 
K: Iimjust about o head nto a meeting with 
Saniit. Bangladesh was a success . so  nave a 
feeling he's gonna ask me to grow the Bangladeshi 
market further. (] b quite comfortable doing that 
and v definitely something know how todo. In 
fact. hinkd be really good at it 

8.3.2 
S= Sanjit K= Katie 
Thanksagain for allyour support on the aunch 

in Bangladesh. Your hard work eally paid of 
K: Noproblem.. eall enjoyed i 
¢ Well that's good to hear - ause ve gota new 
opportunity you might also enjoy. 
K: Great. whatis 2 

We've gotagreat opporturity o partner with 
aleading distributar in Vietnam to launch our 
products there and I ke you t ead the ntiatve, 
K: Vietnam? 

That's ight L be great 
Oh.Right ust. | mean ..t realy familiar 

with the Bangladeshi market, but Vietnamis...I's 
really nota market| kriow anything about. 
S: Vel you would needlthe relevant market 
{nteligence and maybe you should get some 
further raining as well You'l befine 
K: fmnotsure. s all very sudden 
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S: Il were you,Fd take this opportunity.Justthink 
of what thiswill o for your career. The only way is 
. 
K: | guess, but. there'sa Lot tothink about 
Sanjit. It mean more travel, won't t? Maybe even 
moving there fora while? 
St Ves, itwil-and | understand it abig choice 
o make. But m sure youlbe great atthe ob, Tel 
you what- | thinkit would be best for you o seep 
ot mullt over, and get back o me later n the 
week. | dortwant to pile on t00 much pressure, 
butyou need to make 3 deciion about this soon. 
K OK Willdo 
Wo, That was unexpected. 1m eally ot sure 
aBouLthis. | hink | mightbe n over my head And 
fmabit disappointed that sanjt did really hear 
my concerns. 
833 
= Sanjit K=Katie 
5: Thanks againforall your support on the launch 
in Bangladesh. Your hard work ealy paid of. 
K: No problem. realy enjoyed it 
§: Well that's good to hear - cause fve gota new 
‘opportunity you might also enjy. 
K Great Whatls t? 
S:_Well,we've got agreat opportunity to artner 
with  léading distributorin Vietnam to aunch our 
products there and 4 like you to lead the initative, 
K: Me?In...Vietnam? 
S: Yes. How would you feel abaut the dea of 
going abroadfora whil o, f not, oing on ots of 
businesstrips there? 
K: Er_ [l be honest, Sanji thisis alot to take: 
in. | mean, what o  know about the Vietnamese 
market? 
S: Let's see thatas a challenge to overcome, rather 
than a barierstapping you How do you thinkyou 
couid best approach this? Do you think you should 
ook at what made Bangladesh a success? 
K Well...| could see which of the strategies | used 
in Bangladesh would alsoworkin Vietnam and 
then decide what further training | might need 

Perfect 
K: What doyou thinkIshould do then? 

Well can't tellyou what o do, ut 1 can help 
you gecide. Bear n mind this wauld mean apay 
ise and a massive DoOSE o your career. 
K: ke the sound afthat. | couid start by doing 
some research and learning about the market as 
did for Bangladesh 
s: Absolutely, and what kind of support would 
youneed? 
K Well 2 local expert would be deal. But we 
‘would also be n ouch regulary, would we? 

+ Of course. 1 always be on call. And we can look 
into tying to ind 3 local expert. 
K: OK 1 realy need to hink about this, Sanjt. 1t 
doesritseem as daunting now, | suppose.. Ut s 
st something of 3 leap into the unknown. 

It great opportunity. 
know! 

834 
“The concepts of coaching and mentoring have: 
becomeincreasingly important atal levelsin 
arganisationstcan be ricky to decide which 
approach to take. 
InOptionA, Sanjt s irectand encouraging, Asa 
mentor, h tels Katie what h thinks she should do 
and what he thinks i good for her Katie, however, 
feels thathe hacit really heard, or listened to, her 
concerns As aresul, she doesn'tseem too positive 
atthe end 
in Option &, Sanjtakes a coaching approach and 
asks Katie  number of Questions o help her think 
about how she would ike to approach the new role 
and what she feelsshe needs n order tosucceed. 
he s apprehensive at the endl o this version lso, 
butis more positive overall about the chalenge. 

/. r1m3¢ 



1.01 s=Sue M=Martin A: 
s lsthat coffee? 
M: Yes, it s You want some? 

Yes,thanks 
M: Here you go. 
5: Thankyou Let meintroduce myself m Sue, 
from the London affice 

‘Martin Kabatrik,from Germany, Thisis Angela 
ello. 
And where are you from, Angela? 
Portugal 
Areyou based n the isbon office? 
No,Porto 
Sa.do you bath workin local inance teams? 
Yes. x for one year 
Yes, finance. Oneyear. 
Oh really? Me, too - joined the company last 

year: 50 how haveyou found it so far? 
M: Fah - well ' cetainly beena learing curve. 
in sucha big company there are o many diferert 
systems and every team seems o have ts o ay 
of doing things, you know? 
¢ Yeah know whatyou mean! But have tosay 
in general pecple have been pretty supportive and 
patient while 've been getting up o speed. 
M: Yes,same for me, actually 
s: 5ol quess we'lall be together nthe finance 
part of the meeting this afternoon Should be 
Interesting, | think 
M Yes, | thinkso. 
52 OK, I think we're going tostart soon. L akkto 
you ater st want to meet a few of the others 
Quickly It mportant t 53y ello, Seeyou later: 

1.02 T=Teamlead S=Sue A=Angela 
M= Martin 

S0, ertostart. couldyou allsay a fewwords 
about yourselFas ashort personal presentation to 
the team? E1 who wants ta begin? 
S: Sure, m happy tostart {m Sue Jacobs, and 
based in the London office. Fve worked inthis 
industry forten years now. | was with a competitor 
for many years and then | oined Hansens at the 
beginning of st year. My background is n finance 
My Current job i Heat o Financia Controlling in 
the UK and | report to Mike Keats, who'sthe Head 
of Group Fnance, Iveworked a ot on nternational 
projects which s why | am here— fulltime on the 
project. m eally dellghted tobe part of this team 
and thinkwe can achieve 3 ot in s project 1€ 
important to create a common platform for finance 
across Europe Happy to be here. 

Thanks, S £ Angela. 
OK Angela from Porto. E been in the compary a 

short time. | am only 50 percent o the projectwith 
my colleague who s ot here, And also fiance, yes. 

OK.Ex Martin? 
M: &, Kabatnik. Martin Kabatrik.Im Head of 
Finance in Germany, and wilwark on the project 
20 percent | studied finance i Berlnso worked 
in'finance al my lfe. | agree. | hink this s an 
impartant projectfor the company 

:OK, 50 Can we now heara litle from .. 

1.03 
OK, Angela, lovely o meet you today.Really 

Looking forward to wrking with you. 
A: The same for me. twas a pleasare to meet you. 

Yes, and | really Uked what you said about your 
approachto projectsn Portugal. Canyou send me 
the lides you used inthe afternoon? 
A: Sure. [ have your card. 
S: Great. And Martin, lso very nice to meet you 
M: Nice tomeetyou. 

fyou need any help ith ticketsfor the theatre 
inLondon, just et me know.  can help. 
M [l béin touch. | prormise. 
5: 0K, bye.See you ext month And il bring 
Sometea for you from London. Only the best 
M Ah, don'tforged! 

2.01 T=Teresa M=Mike 
T: Welcome 1o Brazil, Mike. | hopeyou are setting 
in comfortably. 

>148¢ 

Thanks s great being here, Imsil waking up 
very early but| guess that'sjust the time diference. 
T: Yes  have the same problem when ravel Has 
everyone been helpfulso far? 

Yes,they have and | appreciateit. This s my first 
tip here so everything s new 
T:lknow the feeling! 5o, tel me what  can doto 
helpyou 

K Well as1 think you knaw, [ve been asked 
tostart worican aglobal strategy for training 
and developmentacross the whole company. s 
abiginitative and | want i to be based on best 
practicesthat arealready n place. Every country 
hasa different approach at the moment so 'm 
visiting our biggeststes to ind out more about 
the different approaches and f theres anything 
that ougn to be done that we are ot doing at the 
‘moment fm tarting herein Braziland then Hl be 
heading to Asiaon Wednesday. 
: 0K, well the way we do things here works well 
forus~ Fm very happy to talk about it 
M: Great 50 um, et me check, e you the HR 
Director for all of Bz or justfor this plant? 
T: U, fm actuallyin charge ofal the HR 
Departments throughout the courtry. e feel 
it'simportant to have one strategy for both long- 
term and shor-term goals regarding raiming and 
development, 
M: Thanks That clarifies that for me.im really 
interested in your input on both training and 
development and what you consider tobe the 
main diffeences between them. 
T Um well training or us means looking at 
areasspecific toajob. It a functional approach, 
meaningit’s used n one job or departmen. These 
vaining sessions are used o make sure that 
employees have the sils they need t0 do ther o, 
These types of courses re job- or task-oriented 
withshart-term goals. 
W Can you giveme an example? 

Umsure 1f we hire a newly-graduated engineer 
16 workwith suppliers, we may have o give him or 
hersome specialised trainng on autoCAD drawing 
programs.The supplier mighitask Now a part could 
beimproved, so the engineer hasto be taught how 
10 use these 30 computer prograrms o be brought 
up-to-date on the latest version. 
M: Of course, that makes sense. But what about 
deciding whether a arge group should be trained 
or justa faw people? How i that done? 
T: Training a small group versus  larger groups 
astrategic decision every company has o make. 
This would be considered carefully s t depends. 
on the available budget We might want to rain 
alarge group, but the budget doesr't provide for 
this, o smaller graups may be Less costy. e of 
course, look carefully at who exactly needs the skil 
in question forthei role. 
M: Mm that's clear And what other factars have to 
be taken nto account? 
T: Well thereare often materials that need 
10 behanded out o they have to be prepared 
in acvance. Italso has to be decided where the 
raining should be held and who the trainer 
should be. We have to consider f ' betterto do 
this n-house with ane of our awn employees or 
rent aspace outsde and bring n an expert from 
the field. ftmay also be possible o doa form of 
blended learning, some of it online and some 
of itwith a trainer, or amentor. There are lots of 
possibiltes now. 
M: So, in general. you'e nfavour ofthis type of 
Job-oriented raining on skils? 
T: Absolutely. wouldsay that specific kil raining 
isalways seenas worthwile. Wnether skl 
raining for 3 new program ornew equipment 
believe s valuable I€salso mportant forthe 
organisation that thetraning be successful | guess 
‘would say that il raining i pretry cost effective. 
M: And general development ofstaff? 
T: OK, row that's another cory. When we look 
at development n business theory and skl 
that can be used aross departments, it may 
only be beneficial f thetrainee has the proper 

mindsetfor growth ftmustn' be decided without 
thinking carefull abouta number of aspects irst 
Development s an important part of company 
srategy and long-term goals. 

fm not surefolow you 
T: U, let me give youan example(Fwe take an 
experienced manager and gve the training on 
ot to provide mativation forthei taf,that may 
not be worthwhile beczuse this person almost 
certainly has the skils o do theirjob already. 
Training for a young and inexperienced manager; 
owever, might be very helpfulas cevelopment 
deals with preparing employees for future 
challenges and fits well nto our long-term goals 
of developing talent. It als0:3 cross-functional 
approach meaning that we might develop 
someone wha s currently i one department 
with the dea that the person might be moved to 
another departmentif we needed to replace s 
manager for any rezson 

: S0, what you'e saying s that development is 
really helping employees gain general business 
skillsor concepts they can use elsewherein 
the company and for their future creers.Did | 
understand that correctly? 
T: Exactly right And we stil ave the option of 
Using the same methods of delivery 2s we have 

for training namely n-house courses and blended 
Ieaming, mentoring o finding an externalrainer 
Thedifference would only be n content 

\nt how o you decide then who gets training 
andwho gets ceveloped? 
T: U, that depends an who needs to be developed 
and how this will nelp the company.n the en, 
e need to makesure tha the subject matter is 
relevant o theirlevel of experience and knowledge. 
M: OK...Thanks so muich, Teresa That's arified 
quitea fewthings for me and Ive made a ote 
of everything yau sad.f | have any follow-up 
questions after | get back, Il getintouch. 

2.03 veworked a ot with teams in 
professonal e an, you know, there arealot 
of problems caused by iferet approaches 
teamwork.Inthe end, | think there are two very 
diferent team cultures one s more focused onthe 
ndiidual,each person having aclear andspecific 
ale and place n the team - this s team culture 
A.People like this because s, wel ciea rles - 
people know what they hive o doand what the 
othercoes,and then they communicate ke tis 
~they have ciear personal abjecives, they make 
clar tecommendations to the tesm based on their 
expertise-simple.And, theres a eaderrole, who 
can confirm any final decsion, For Team cultire 
B, thisisntactually a eam Wit this culture 
values s interaction and collaboration - working 
together o offerand share ideas,to have ot of 
ciscussions and take creatve decisons. In these 
tams, folesoverlap wih each other, there reno 
clear borders orroles lots f discusion.And you 
seeno separate leader role.Yes,of course, thre s 
aleade, but shared leadership s more impartant. 
o have a culture where everyone i esponsile 

for the final decsion Whichsbetter? el thatis 
awhole ather question Al willay s tha people 
often ave very sirong belef about this, which 
can make it diffeu or people from these different 
ciltures o work together 
2.08 T=Takeshi $=Sam St=Steve 

: O, et's getstarted. 50, Just o confirm, we 
have Saim and Paula here n the room, and Steve 
joining from the USA. As you know, what we 
are ooking to do here today i o decide how to 
digitalise the training and leaming we do i the 
company, moving away from traditional cissroom 
raining, which il dominates the way we do 
Learning here. This means finding ways to bring 
i new technologie, to become more flexible 
and more efficient and effective in the way e do 
Learning. Now, you 2l had the task o preparing 
a fewideas based on your country needs. Justto 
ensure everyone can say something, can we quickly 



goaround the table, and hear everyone one by 
one,and then discuss? 
AL Fine 
§: Takeshi, can wetalk about budget as| eally 
think thishas a massive impact on what we can 
and cantt do? 
T: 5am, er  agree budget s really important, but 
Iwant to come tothat atte ater.  really want to 
focus on hearing the country presentations and 
getting 3 clear picture of the needs we have n the 
Countriesirst then we can think about the budget 
constrints, 
s OK 
T: Great. And ust tosay, wehave Steve ialing 
intoday butas we dscuss things, its mportant 
for everyone tospeakup, give yourideas and get 
inolvec. | reslly want us to share the facilation 
50 everybody - step i, clarify, summarise - thisis 8 
team meeting 
St: 0K, 70 problem. 
T: Great, el let's begin with you e, Seve. 
Canyou kick s off with 

2.05 T=Takeshi 5=5am St=Steve P=Paula 
T: Thanks for that, Paula. 50, er we've now heard 
from everyane on their country needs. Where does 
that eave us i terms o next steps? Anyone got 
any thoughtson this? 
s: Listening to what people have been saying it 
seems that theresa consensus to reduce spending 
onsoft skils training.That technicaL training i the 
main demand from the company 
T: What d0 you mean by that? Which softskils? 
S: | guess s the usual things ke presentation 
skills, negatiation skils, time management, and at 
that Probably some of the leadership taining, to0, 
we could push o e-leaming and save money, 
st Steve here I an just comelin on that. 
actuallyreally disagree, particularly on the 
leadershipside of things and e-learning. OF 
course, people always Look attechnical training 
asthe proriy, bt tink s ur job to Gefend 
softskills and eadership And | eally don't think 
s the training to digita ise. It needs 2 classroom 
situtionso people can reflect and experience 
things together If we do change, we need to be 
very careful. Sormy, | don't want to be negative, but 
reallyfel strongly about that. 
T: No, thanks, Steve, U, feel free o say what 
You realy think because L help us to be reative 
U, howdo others feel abou this? Pauta, you 
have some experierce of developing e-leamning 
{eadership raining rom your ast company What 
doyouthink? 
P: Actually, we had an effective blended solution 
with a mxof e-learning and classroom training. 
BULin that case we were able toimplement it 
carefully over several years, to create learing 
culture where thatworked.We don't have that 
here People expect classroom training, and dorvt 
want e-learning 

0K, 50 that'simportant. o, just o recap. 
everything.Sam. you feel we have an opportunity 
tomove to more e-learning Steve, you are 
scepical. Paula, you have seen this workin 
Your previous company, but t needs o be ane 
carefull. So, Ustening to youal, | think we actually 
agree that there are goad options for change here, 
but thereare still a ot of detalsto work outand 
viéneed o be careful how e do things. Perhaps 
the next step would be to look carefully at some of 
the isks o using e-learning insoftsls and 

2.06 s=sam T=Takeshi St=Steve 
5: S0, what wefre doing n my area i to hold in- 
depth discussions with heads of all departments to 
g theiresponse o e-leaming, As | said,tis s 
really importantbecauset helps s to 
T: 5am. can|top you there? Buyiin rom 
Gepartment heats s definely important, but 'm 
affid time s pressing and we need to come to 3 
decision on nextsteps 50 we can move forwerd | 
realie that we il have diferent views on some 
polnts. S0, Sam and Steve,my proposal wauld be 

thatyou two work together on this for the next few 
weeks and come up with a plan on how we move: 
forward, | think with more thinking, we can take 2 
finaldecision,Sam? How does that sound to you? 
s: lagree 
St: Finewith me. 
T Great Sorry,but need to ush tomy next cal 
Thanks very much fo tis. | ik we have made 
really good progress 1 email round some possible: 
timings for the next meeting very soon. Andalso, 
thanks to 2l o you for being 5o proactive and 
sharing the facltation. As 1 eid t the begnning, 
tmakes a big diference f everyone steps nand 
clarifes, summarises and s on' And it realy helped 
‘meand the discussiona ot thi time. Good stuff. 
ALl Great. Fine./ Thanks Speak to you soon. 

3.01 p=rPat 5=Sam 
P: Helo, Pt specking 
St HiPat, it sam callng, m just looking at what 
I need to prepare for the testrext week and | was 
wondering fyou could help me with a couple of 
things because you know more about thisarea, 
P: Sure,no prolem. 
S: mhaving a itte diffculty understanding 
the concept of overall strategy and would ke to 
understand it better. This s all new 10 me. 
P: Oh, OK. How can | help? 

Well there are a couple of things rd lie to 
clariy egarding specifc figures n  financial 
forecast, When | better understand them, I 
sure FlLbe able to ge the bigger picture oo, fve 
emailed you the file tha (m trying tomakessense. 
of 

K, well I happy to help. And perhaps | can 
send you a couple of printouts that| have with a 
st of words and expressions used i finance. 

QK Great Thanks. Can | tlk you tough the 
points fm unsure of? 

: Sure Ive just downlozaded the atcachment you 
sentme. 

3.02 p=pat s=sam 
P Right, e got it open. Where should westart? 
i Well,can you look at he section o the top 
ight? Speciicall the total projected sales figures 
for each product line and each quarter. 
P: Right. 
s: im looking at column J Ave those figures gross. 
orner? 
P: They'regross They rethe total revenue you 
expect to gt from each product. 
S: OK. thanks, And tell me, what exacty do the 
figures in column L refer to? What's BIT? 

They re the margins on each product e 
s: Sary, | don't follow, What are margins? 
P: Margins show us how profitable the various 
product lnes are. e calculate that by subtracting 
the operating costs from the revene to get the 
operating prafi. The operating profitis ur margin. 

: Isee 
P: We often usethe term EBIT when thinking 
about the operating profit. It stands for earnings 
before nterest and tares. 
S: Thanks,I've heard that before when people are 
talking about inance, sales and profit. Also | dor't 
know fmy notes from the lecture are rght | wrote 
down that the figures n fow 4Bare averages. I 
that correct? 
P Yes, youte right They re averages ofal of the 
products ineach category, A, Band C 

Himm.Canyou go over that again for me? 
Sure. 50, for example, we add up the projectedt 

evenue ffom the s products i category A and 
then divide that number by ik, That gives usthe 
average revenue for each product n tha category. 
S: S0y0u mean that you get the averages to see 
how profitable, on average, that overall category. 
is? 

Yes, that's it 
: And if| remember correctly | think we use the 

combined totals in each category to see where we 
should concentrate our sales effort? s that right? 
P: bactly 

Audioscripts 3| 

3.03 s=sam P=Pat 
: Thanksfor your help Pt It been realy useful 
tospeaktoyou. | oftenfind it difficult to keep up 
with allthe terminology, there's o much of it 
P: Would you ke me 0 share with you a glossary 
of standard terms for youto use asareference? Il 
send youthe link 
S: Yes,thatwould be great,but can ot find it in 
one ofthe books | am reading? 
P: o, thisis my own v glossary that  have been 
developing snce | was in your yea. 
s Really? What co you mean by Lve? 
P: Oh,when ! ay live, | mean that t cloud based 
Ihare twith mystudy group so that they can 
update it too. Of course, we now know what words 
ike margins mean but we haven't deleted them 
from the glossary. Everything you are learning 
about nowis sillin there 
2O, thank you Pat. That's eally kind of you. 

4.01 L=Lina J=Jimena M8=Multi-Babel 
L2 The Multi-Babel app translates your 
conversations i real-time. The Mult-Babel pps 
great ifyou want tonetwork at conferences with 
people who don'tspeak your Language, ifyou need 
o have business Conversztions, or ifyou want o 
socialse with people of diferent ationalites. 
Forget about spending hours on learning grammar 
Ifyou wear these wireless earphones, which are 
cannected tothe app, you'lLbe 2ble o understand 
instanly with simultaneous transation sing voice 
recognition. 

IF you click rere, yourlLsee all the language 
‘options. At the moment we have English, Spanish, 
Portugese. ltalian, French, and Cantonese Chinese 
but later thisyear we'll aiso be ffering Arabic 
Hind, Japanase, Korean, German, Poish and 
Russian 

Unless you use i throuigh the earphones, 
everyone elsewil beable to hear your 
conversation But, fyou use the mute function, you 
can hear the ranslation through your earphones 
ot the speater 

Thereis also another neat feature ifyou make 
a mistake - e, you can pause itand it o't 
translate the words that you said i the ast three: 
seconds. it extremely usefulfyou accidently say 
the wrong igure or when you get.anew clent’s 
namewrong. ool isn'tit? 

Youte probably wondering, Allhis s great, 
but how much will i cost me? The Multi-Bael 
app with earghanes retails a only 250 euros. But 
wiereoffering 3 special promotion this week forall. 
participants at the trade show: you can purchase 
three apps with headsetsfor the price of two, 
Earphanes are available n 3 range of colours: 
black,white,blue, purple and red 

This appisrealy best used for one-to-one 
conversations. st sultable for meetings with 
Lots of people. However, | would recommend it 
fornetworiking, daily conversations and smaller 
meetings. When you've tried it you wortbe able. 
tolive without it And you'l want to get one for 
allyour family and friends. fm sure they won't be 
disappointed. Thetechnology is changing sofas, 
wiellbe able tooffer you more languages and 
faster translatons noxt year with the help of more 
advanced voicerecognition,sensor technology 
and improved artficiel intelligence.Let me ust 
add thatthe whole process i done remotelyn the 
cloud soit doesi'tslow down your device, but ou 
doneedto be online 

Who would lie totry 17 Any volunteers? Yes 
You, madam. Can you um put on these earphones? 
That'sright. What's our name? 
3 Jimena. 
L What nationality areyo, jmena? 
J: Mmm, espafiola. 
L Right let’s choose Spanishi-English then. 11t 
tum the mute function offso that everyone can 
e promise you, you'll be amazed! start talking 
when you hear the beep, 0K 

Qué tengo que hacer? 
MB: Whatdo lhave to do? 
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J: Qiemaravilloso! 
MB: How marvelious! 
1 Quiero tres! 
MBI want three of them! 

4.02 
E: S, what's new with oursmartphones? At 
Davnbreakers, we've develaped a phone that's 
way smarter than any phone anywhere, combining 
the atest artfcal intelligence, oice recogniton 
technalogy and the ultimate digital personal 
assstant. But more of thatlater 

Since our ast smartphone model Impleased 
totellyou that we've upgraded pretty much 
everything we've improved connectivity, we've 
Upgraded the camera, and ncresed the pixel 
count IFyouve seen the new screen, you'll 
natice it goesto the very edge of the phane. And 
of course f t did't have high defintion screen 
resolution, we wouldn'tsee video images so 
clearly. What else? We're curtently developing 
the remote cantrol function for inerconnected 
ome devices. This means you'l be able to aperate 
allyour home device from your lightsto the.air 
conditioning, using your phone. And next year we'll 
be supporting more virtual eality contentwith 
‘wearables' o, if| were wearing gogglesnow, | 
could see theimages in virtual realty, We'e aso 
‘going tobe adding an improved priaity function. 
Atthe moment, unless| piortise events carefully, 
the assistant ver rides my workschedule with my. 
social engagements! My boss might not be very 
pleased ifhe found out about that 

Werealready making smartphones more 
lkerobots.Let me shaw you a demonstration of 
how. My new personal assistant can help me with 
booking appointments and managing my schedule. 
Some of you will remember our cemanstration 
lastyezr with a prototype of the digital personal 
assistant. Since then, fm very pleased to anounce, 
we've mproved battery lfe or voice recogition 
towork more effectively... Ladies and gentlemen, 
fdlike o present my assistant, .. Chis! Say hello to 
everyone: 
C: Hieveryone, Im Chrs Eamors digial personal 
assisant. 
E: Chris,you can help me with a number oftasks, 
aantyou? 
€: That's correct Eamon. 
E Justgive us three examples lease. 
€ | cansearch fo stuffon the intenex. £ you ke, 
Ian control your home devices remotely,and  can 
remind you of important meetings o birthdays. 
E: 50, when' the next birthday  needto 
remember Chris? 
C: Oh,that'seasy, s yours Next week, on the ath 
of March. 
£ Mmm, 1d ke to celebrate that What about an 
tallan restaurant in Dublin? For Wednesday the 
8thof March at7pm 
€ OK,that'sthe 6th of March at 7pm. For how 
many people, Eaman? 
E Atable forsix. 
€ Searching . for ..you...ow.. e ust found 

five options within 30 minutes from you. Let me 
know which ane you prefer and rl book a table 
£ Great thanks 111 letyou know wher Fve. 
finished the presentation. 
€ Suwe Atl2.15 
E: You can take a break now, thanks. 
C: Thanks, I wil 

Ext4.01 
1 Youl be able to understand nstantly with 
simultaneous transtation using vice recogniton. 
2 Youcan pauseit and it wort translate the 
words that you said in the astthree seconds. 
3 You can purchase three apps with headsets for 
the price of two. 
4 Earphonesare availablein a ange of olours, 
5 Thehole process s oneremotalynhe 
dloud 
6 Weve developed  phone that's way smarter 
than any phone anywhere. 
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7 Youlibe able to operate al your home devices 
from yourlights tothe ai conditioning, using your 
phane. 
8 Next year wefll e supporting more virtual. 
reality content with ‘wearables. 
5 ifyoulike | an control your home devices 
remotely. 
10 Let me know which one you prefer and tll baok 
atable 

4.04 M=Mandy I=lsabella 
M: Hilsabella Youwanted tosee me? What's up? 
& Hi,Mandy.Well. I not happy about this new 
policy o not being able to access our work emails 
after 8p.m 
M: Uh hh 
& We'rea digital agency with clents all over the 
wiorld. s simply not reasonable to expect me to 
o my job and then imit me lke tis.{ have 1o be 
able 1o access my emails n the evenings 
M: OK, hold ona moment, sabella. You have 
tounderstand that the company policy s for 
everyone This new system has been put in 
place for the benefitof the employees There's 
an unhealthy culture of people stil working 
electronically long after they have left the ofice 
and sometimes into the ight 
1 Ves, butfor some of us ' necessary, especially 
wihen our customers are on ifferent continents 
The servers are now holding incoming and 
outgoing emails after 8p.m. untilthe ollowing 
morning. You need o unlock my emailsin the 
everings. 
M: Ves, ut can't you justsend your outgoing mails 
before you leave the office around & p.m. an then 
reply the next morning to any that come induring 
thenight? 
| can, but need to leave earlier than 6 p.m. 
every day,and icalso means lose a day when 
communicating with some o our clients. 
: OK. 
& And italso means my inboxis already iling up. 
by8am.eachmorning 
M (see 

 need you to get the T team to it that 
blockage on my account, This change has to 
happen i you still want me to manage our 
customers 
M: Well hold on a moment: Let' think about how 
tomanage this and find  way that works or you 
whilesill ensaring you have a healthy workcfe 
balance. 
& Well youknow 1 have smal Kidsand s 
important for me to have dinner with them and put 
them tobed every day That's why lleave at 5 pn. 
) don't mind i then ave to work from home for a 
fow hoursn the evenings. 
M: OK, | understand that.But...| can't completely 
(ft the blockage for you. You don'tneed to be: 
emailing thiough the night. right? 
1 No, don't but do need some lexibilty and to 
be able to access my emails fter 8 p.m. 
M: How about fwe f the blockage until 10p.m. 
Would that work? 
1 Ves, | suppose | can agree to that,butit till 
Limits me 3 bit 0h, and | need access to Gurvirtual 
meeting software from home in the evenings too, 
but fm happy toalso imitthetto 10 pm. i have 
o 

4.05 rbara D= Daniel 
B: Hi, Daniel You wanted tosee me? What's up? 
D: Hi, Barbara. Well m nat happy aboutthis new 
policy o not being able to access our warkemails 
after 8pm. 
B: | see Let me make sure | fully understand 
your perspective irscly, tel me about how this 
situation afects you 
D: Well. have many clents nather continents 
and we often need to communicaten the 
evenings Why was it ntroduced in thefirst place? 
B: Well you know this new system has been put 
in place or the benefitof the employees. There 
s an unhealthy cutture of people il working 

electronicalylong afer they have lef theaffice 
and sometimes nto the nigh. 1 prioriy for us 
that our team has 2 good work-{fe alance. s ot 
specificaly about the emall black. 
B: OK, understand that, but | don'tworkinto the 
ight, and 'm happy with the level of fiexibility 
{usually have n my job  have 2 gaod work-Ufe 
balance. 
B: OK, well what are your priorlies? 
D2 Well.you know | have smallids and s 
important for me to have dinner with them and put 
them to bed every day.That's a key priority for me. 
That's whyleave at 5 pm. every day. | o't mind 
ifithen have to work from home for another hour 
orsoin the evenings. 
B: How would youeel about having an extension 
on emailaccessiblty i the evening but oy for 
another hour o two? What do you think of that? 
D: Well the kidsarein bed by 8 pm. soic would 
be good fojust ave another hour f two i the 
eveningto email and maybe have samevirtual 
aalls 
B: Yes, | hink  can make that happen. Sut e 
should tak reqularly about thi. | don't want you 
to get snowed under o to be working too much 3t 
home in the evering 
D: ItS0K, Mlet you know i fm struggling 
Thanks. 

5.01 c=Carlota H=Hanna A=Antoni 
50, a5 you can see from the agenda, what want 
0 do today i taketimeto think about how we 
are doing things Sojust generally speaking, what 
doyou think about where things have gone well 
and where the problems were, and how to change 
things going forward? Starting with Hanna: tell s, 
from your side, personally speaking or about the 
project,where have things gone well? What doyou 
need toimprove? 
K Ithink, overal it been good.| mean, i terms 
of my main success, I managed to complete the 
first two phases of my side ofthe project within 
budget | had to e very careful with spending 
but managed t; o extra esources were needed. 

1 quess, as you al know, my ig chatlenge was in 
the early phases with production We had some 
realtime and qualityssues with our production in 
poland 
€ Which aspects of the poject were the most 
problematic exactly? 
H: Well speaking openly,the first designs 
which | produced were ot high qualiy. Ths led 
o production ssues W ost some time 2t the 
beginning | gotitightn the end with a rework of 
the design, 
€ What wasthe main cause of this? Why were 
there design mistakes? 
H: Good question. Urfortunataly, the designs had 
mistakes because | tied todo things 00 quickly. 
1 had to0 much to do and tred to o things too 
fast And then, the olleagues in Poland didrt see 
the problems untl they praduced protorypes. Yes, 
Antoni? 
A thinkyoureright 
H They just worked with what | gave them. It ot 
very messy. | should have planned more carefully. If 
Fd planned more carefully at the beginning, | couid 
have produceda better design, and avoided time 
delays 
€ Butl dorft understand. We are ll experienced. 
Ve always work under ime pressure. 
H. | thinkl just underestimated the complexity. 
€ So, haw dawe plan to do things differently next 
time? 
H: Yes, e talked tomy team and nex time we 
willinsst on having more time for the nitialdesign 
stage and,idealy,a rotarype stage oo, twil pay 
oft. 
C: e, ths has actually been useful We now know 
we need to give ourselves realstc deadlines 
He Yes, sometimes, slowers better 
©: Great! OK, Antoni, how sbout you? 
A Well As for as Im concerned 



5.02 c=Carlota A=Antoni H=Hanna 
€ 0K, maybe ustbefore we wrap up, 4 ke to 
ear your comments on successes, things that have 
gone well,what we can do more . On the wiole, 
ftturned out to be a success and | actually want 
tostart here with 2 big thank you to Antoni for 
{eading the production e sowell The producton 
team has been amazing, so ollaborative and 
they've praduced excellent quzlity, and come up 
with quitea few design deas 
A: Thank you, Carlota 
K Yes,| can echa that Your team has been so 
proactive, Antoni A pleasure to work with. Please 
keep tup 
A: Wewil, wewill. 1L pass on thefeedback.And 
il invest the same time n positive collabaration 
inthe future . Same from ourside, it been great 
thatthe design tear has travelled so much tosee 
usin Poland. Having you present,face toface in 
mestings,that has eally helped 
€ Yes, think face toface always works better 
than working rematel. W have to thank our 
project sponsar, Gina, s she agreed quite a high 
travel budget Withaut Gina, travel would have 
been very dificutin the current financial cimate. 
Soagain,welldone. 

6.01 R=Richard K=Katrina 
R: Katrina Sandsis the best-sellin author of 
EssentialEthics, which features on th reading st 
of business degree courses around the word. She's 
als0.an ethics consultant to major corporatians. 
Many thanks or being with us today, Katrina 
K: My pleasure Richard. 

1 ke o tart by asking you o define a ey 
concept inyour book for our lsteners. Canyou el 
uswhatis meant by theterm, tiple bottom line” 

Yes. The triple bottom ine s essentially 
framework,or structure, fyou lke, for measuring 
how ethicai an organisation s interms of three: 
ideas:profits, peaple and planet. The problem s 
the TBL s diffcut tomeasure, 
R: Butwe can measure profis can't we? 

: Wellthat's right. Financial profis are obwiously 
theeasiest o measure Typical ways include 
ooking at concepts such as 2 company’s incorme, 
its costs, growth,the taxes it pays, employees 
income,and so on 
R How about measuring ethics nters of people? 
K Social measures include,for instance, the 
number of hoursof training employees receive, 
equality and diersity in the workplace, say, 
the percentage of female workers Then there's 
heath and safety but. and this s wherthings get 
complicated, thre s also the general physical and 
psychological well-being of staf. For example, a 
Human Resources manager can count the number 
of days taken for sickleave, butit's more fficult 
tomeasure how heaithy and happy employees 
are Social measuresin the TBL also extend to 
relationships withstakeholders suppliers and 
partners the lacal community, and anyone else 
who s affected by a company's activtes And 
beyond that, an organisation can show it social 
integrity by organising philanthropic activties. 
R [see.And what about the planet? 
K Well environmental messures nethics include: 
companypolicyon things such a ts energy. 
consumption, the use f natural resourtes ke water, 
waste management, s wellas carbon emissions and 
thelmpact of a company'scarbon foorprint, 

Whichis? 
: Of by carbon footprint | mean the overall 

impact ofa business on the environment.Of course: 
many of these different measures are connected. 
To give youan example of profits and planet: by 
reducing packging, you can also educe costs o 
that's ameasure that's good for the environment 
andgood forprofis. 

6.02 R=Richard K=Katrina 
What kind of companies can use the TBL 

madel? Are we realy talking here about the big 
multinationals? 

K Businesses, non-profitand government 
arganisations can all use the TBL model. But we 
need o take nto account all thee categaries - 
financial, socialand environmentaL Al three areas 
nead tobe ntegrated 
R: Socouldyou give usa few examples of 
companies that are considered thical’? 
K: Sure. There's Natura Cosmeticos,which slls 
cosmetics and persanal-care prodcts,and 
as been in the st of the Worlds Mst Etical 
Companies since 2011 It s the only Brazilian 
company this year and ane of the few companies 
in the health and beauty indstry. 
R Iveread that Natura eas awarded a certificate 
forsustainability How exactly has it been ethical? 
K: There werea variety o reasons Infinanciel 
terms,three percent of company profits at Natura 
were nvested back nto the communities, Over 
75 percent of employees participated n the 
company's profi-sharing program. Netura also 
produces anannual reportthat s eviewed bya 
third party and s vaileble tothe public so t's 
transparent about it profits 
R: Could you give us an example of s ethical 
conduct regarding peaple? 
K: Sure,ahlet mesee . well more than 50 
percent of Natura's managers are wormen. They. 
would have had inequalty i the workplace 
ifNatura hadn't taken on female menagers. 
‘And there wouildn't have been diversity i the 
organisation. 
R And fow con we messure what s considered 
ethical conduct where the planet s concerned? 
K Many of Natura's products are based on natural 
ingredients;indigenous, Brazijan vegetables and 
fruts,such as passion fut, that are produced by 
farmers i small communites In addition, Natura 
gives detalls n its energy consumption, water 
use and waste production. Those arejust some 
examples 
R: Its nterestng to see that some companies 
have appeared in the world' ethical companies 
lstevery year | see these include General 
Electric, PepsiCo, Starbucks, UPS, Xerox and Kao 
Corporatian. The Japanese company Kao has 
received recognition fr being n the World's Most 
Exhical Companies st for well over a decade. 
K: That's ight. 
R: 1d ke toknow why you tink the Kao 
Corporation has been on the st for so long? 
K: Fora number of reasans Kao specialises 
mainlyin beauty and health care products, but the 
group also has twa other businesses:home care. 
products and chemicals What's nteresting i that 
its CED, hassaid thatintegrity s a ore vlue of the 
company, The Kao way s notjust a philosophy: it 
s supported by  sustainabilty statement which 
focuseson threespecifc areas: consenvation, 
community and culture, fthey hadnt developed 
the Kao way,they might not have been lstec as 
one of theworlc's mast ethical companes. Kao 
has not only been recognised for it contribution 
topreserving the environment, but also for 
promoting diversty and fo getting involved in 
sociallsues.Fornstance, thei employees do 
voluntary workin local communites. You could 
argue Kao could have had a good relationship with 
local people fthey had simpy donated money 
tothe community butin this case, employees got 
involved directy. 
R: ButKao and Natura are both big multinationals, 
arent they? Can you give us an example of a 
smller organisation that sn't top of the s butis 
anethical company? 
K: Well 1d ke to mention a cooperative caled La 
Fageda, a company that produces dalry products 
and sbased i Catalonia,Spain. They employ staff 
with mental health problems. In L Fagea,at 
35t 70 percent ofpositons e held by peaple 
with disabiltes oit'sa good example ofsocial 
integration and diversty in the workplace What's 
more, they source their own milk, in contrast with 
the big multinationals, AL irs, they distrbuted 
theiryogharts trough hospitas and schools. 
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Then they moved to the generatfood market and 
became commerially successul But this ind of 
success poses a dilemm s the same dilemma 
for any fesponsble business will they be able 
tomanage growth without endangering ther 
commitment o thei users and customers? And v 
can also ska similar question abouta company's 
past Ifthey had gron faster, would they st hove 
been aresponsile business? 
6.03 ichard K= Katrina 
R It fascinating to hear eboutall the good 
stuffthat companies are doing in terms of ethics. 
Nevertheless,isn' it extremely diffcul to measure 
the tiple bottom line? 
K: s certainly dificult tomeasure how an 
organisation afectsthe planet and peaple n the 
same ters a5 profts. The full cost o an ail disaster, 
for exampl. s huge and immeasrable n terms of 
money. However, Richard, tgive you some more 
examples:f multinationals hadrt cleared huge 
areas offorests in the Amazon, they wouldn't have 
moved whole communitiesfrom their homes, and 
we could have sowed down the efects of clmate 
change If clothing manufacturers hadnt used child 
{abour insweatshops, those chldren could have 
continued with therr education, instead of woriing 
infactories.Its totaly impossiileto puta price on 
these kinds of things. 
‘Onbalance though the TEL has fundamentally 
changed the way organisations measure. 
performance and sustainzbilty. I in everyone's 
interest for companies t be ethcal transparent 
and socialy responsible. Customers, employees, 
shareholders and the public expect it and, generally 
speaking, successful companies nowadays are 
looking further than just making aprofic. 
R OK, many thanks Katrina. And wel be back 
et vieek to discuss anather business ssue. 

6.05 L=Luigi C=Caroline 
L Hello, having fun?® 
C: There are a ot f people,but tsinteresting yes 
L LuigiMorett from Romtek. 
C: Caroline Macklin, Mackin Tours 
L Macklin Tours?  know the name.You've been in 
business for overa year now, 
haven'tyou? 
: Very good, m impressed.Yes, we set upjust 
eighteen months ago 
L rve heard great things about you. You have 
good reputation, 
€ Thankyou Butwhatdo you do exactly? 
L: Um,wespecilise nsoftware solutions for 
small and medium-sized companies, Our expertise 
isin providing the correct suppart or each cent 
U, which systems are you using 2t the mament? 
€O, for now we just use the standard 
spreadsheet and database software we could 
download for free, but they re nat great realy. 
L: | can imagine. Our solutions enableyou to 
manage and communicate with clients more 
effectvely Ex 50 basically what we offer isbetter 
elationships and more sales, which  hink 
everyone wants. Would you ke me to talk through 
whatwe have? 
. Yes thank you. Maybe tis s something we 
needtolookat now that we're growing. 
L: Sure shallwe grab acoffe first? 
€ Goodides | think there s somewhere over 
there where wecan go 

6.06 c=caroline L=Luigi 
So,tell me a bit more about this software and 

howit couldhelp us 
L: 0K, basically, ' software that we nstallon 
Your company computers but ostremotely o our 
Server, er which helps you t organise and store 
customer datain aclear way. Your business il 
enefit when you can trac sales,send out emals 
andmallshots to support marketing, and there's 
usefulfnance element which you can use to track 
proftabilty per custamer. E, could that be useful 
foryow? 
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€ Yes, finance tracking sounds realy seful And 
just what we need now we're 
growing 2nd becoming more established. We need 
t0stay on topaf our numbers 
L2 Vel the il price willdepend on which 
solution you need.So we should come tothat later 
Bt eally believe it’s a perfect solution forsmall 
businesses looking to become more professional. 
€ How flexilels it though? 
L 185 ullycustomisable. With oursupport, you 
can talor this tosuit your specific eecs. 
€ Good But it not too complex, i t? Some of 
aurpeaple are alltle olderand ot so confident. 
with newsystems 
L:_Nota problem. We also provide intensive onsite 
taining to make sure your peaple can use the 
software. How does that sound? 
€ sounds good. So,in principle tsounds great, 
and what we've been talking about incernallyfor 
Sometime o be horest 
L2 Arethere any other questions | can answer 
ightnaw? 
€ Wellof course, there's cost, and | hink we need 
tosee the product in more detail 
L: Absolutely. On the costide, hink we need 
tosee what precie solution youneed, how much 
consulting work s needed from ol sde.| can't 
eall giveyou 3 numberat the moment, But it 
very competitiv, s budget.a major consideration 
foryou? 
€ ivanissue,of course, butwe are growing, 0 
it's more about what the software can deliver that 
is probadly mostimportant. 
L2 0K So what would be a useful next step? 
€ | quessi need tossee the product 
L: Ves, 50 how zbout | come over, show you 
the product,talk to you more about what  right 
foryou .2 [ am absolutely certain that we have 
exactly what you need. 
€ That sounds great. 
L OK... would something inthe aftermoon next 
Wednesday work for you? 
€ Yes,letme just take a ook at my schedule here 
and see what we can 

7.01 H=Haruki J= Javier 
i Javier Thanks fo coming tosee me atsuch 

shortnotice 
3 Sure. Nojproblem What's up? 
H: Well. it good you asked that, but fmalso 
iprised that you've had to ask that As you know, 
wee quite beind on thisprojectand realy need 
tetchup. 
12 Yes, we do We'e all working flat out 

TKiow, But his also means we'e allgaing to 
have to go beyond the scape of our usual oles, 
Ve gaing to ave to gothe exta mle o support 
everyone on the project and et finished o time. 
J: OK,so what exactly does that mean? 

: Well, what that means exactly s that | need you 
10010 Japan to support the ocal team and make 
sure they are able o finish their partof the project 
ontime 
J: That's not possible. | an't go. 
Hz 1 sorry, Jovier: | know the timing of this might 
ot b great fo you, but you have to understand 
the praject neecs your expertse and we need you 
in Japan to provide support You don'thave o go 
for two to three weeks, butyou da need to be there: 
by the endl ofthe morh. OK? 
J: The end of the montha1? Tnatssimply 
unressonable 15 far too short notice.No. | can't do 
it 
H: But Javier,we both know that your expertse s 
the most relevantn this suation 
J:fmsorry but| dor't think expertise s the 
eciding factor here, You know everything | do 
You should go instead of me After all, you're the. 
project eader and ifthe projectslate, s upto 
you o get it back on track. 
K2 OK. Javier (m sorry it came o this.Let's take 
2 break and then meet againin the cafén... ffteen 
minutes and see what solution we can ind 
3 Veah Whatever! 
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7.02 n=Haruki J=Javier 
H Hi JavierVmsorry about estler, Can we tll0 
32 Why, whats the paint It seems to me that the 
edision hasaleaty been made 
H: Sowhat youresaying s you definiely won't 
a0 
J: Well sl dorvt think s necessary for 
Someone ta go. We canjust monitor the situation 
from here. 
H Yes, we could dothat, bt think we can both 
agree that tis always better to offer real-time 
supportin person in ituations Uke this And there 
wor'tbe any delays due to time dferences, You 
know we oftenlose a day justreplying to an email. 
J: 0K fine. But it doesn't have to be me that goes. 
Why can'tMia of Jlio go nstead? 
H Maybe, butl know we'e both on the same 
wavelength abouit ther experience. Yours 53 lot 
bettes both technicallyand also i driving ocal 
teams o it productivy targets. 
J:In ather words, you don't want to send either of 
them, and stllwant me to go? 
B Yes,that would be my preference. 
J: Isee.But it unreasonably short notice. [ have 
altof personal plans i the next manth There 
are twoweddings | have o atrend as well3s my 
father'ssixteth bty 
H: Fine, | sée. Well | understand your position, 
and reluctance, a bit more now. You usually 
enjoy travelling and experiencing new countries. 

I thought youtd jump at this chance when | irst 
mentionedit. 
J: Thatmay be rue, but Japar? | don't spesk 
Japanese,and being there for afew days' business 
rip might be OK, but for any length of e, 1 dor't 
see how | could manage withoL Japanese. 
H Hmmm, 

7.03 J=Javier H=Haruki 
32" And anyway, a business trp of this length and 
importance would normally be planned months in 
advance. 
H That may be  fai point, Javer but the 
situation s what t s now, and we need 10 alk 
abaut it and work outa way to make sure the 
project gets back on track. 
J: 0K Sowhat doyou want todo? 
H: So, tellme your overall opinion about thisssue: 
the project s acing 
J: Well cansee that t would help o have 
Someone in Japan tooffersupport locall. Anct 
You're probabiy right that Fm the best person for 
the ob. But st realy inconvenient for me 
atthe moment. How long do you have in mind 
anyway? 
H | dontknow What do you think? 
32 Fim not sure. Defintely a few weeks, maybe a 
month 
H: OK. Sofrom your point of view, it should ke 
around 2 month ofocal support.Aight? 
3: Yes, | should thinkso. 
H: Let's alk through these persoral events you 
have and see what we can work aut 
12 0K 
H Well et me firt checka few of the things 
you'e said 
J: Uhun 
H: S0 youve got twa weddings and your father's 
sixietn coming up, right? 
J: Yes 
H: When are they? 
J: Well the first wedding s atthe beginning of 
next manth, on the 2nd, my father's sisteth s on 
the 22nd And the second wedding is 3 few days 
later, on the 25th 
H: OK.lets work together and try o inda 
solution 
J: Hom canwe? You want me to go there fora 
month. 
H Yes, butof ourse you won'tbe there fora 
full manth without a trip home How abot i we 
postpane your departure by a few days o you can 
gotothe firstwedding? 
J: OK.that woulg be eally helpful. 

H: Good.And Fm open to other suggestions about 
howwe can make the rest of it work for you. 
J: Thaniks. Wellif et there by the 5th thatgives 
e about o and a hal weeks before my father's 
birthday, 
H Fight So what are you suggesting? 
3 Well, whatif| work reallyfost and hard and put 
i some long days, and i to have them back on 
track within two and  helfweek, and then | come 
backhame 
H OK, that works for me. But do youthinkits 
feasible? 
J:imnotsure | need tolookinto the exact 
problems and reasans or the delay mare.But | 
think so. And i they're not reacy.Fl go back ot 
around the 27th for another week o so 
H: OK, sowhat you'e saying s yourre willng to 
o back out there afer the second wedding i 
necessary. 
J: Yes.Fmonly willing t goout there f can make 
all three personal events | have coming Up, They're 
really mportantto me 
H Sure But you have to manage your time 
and asks for the team in Japanso that they can 
manage without you there for the week i the 
midele 
30K 
H: And about the language ssue. We already 
have an interpreter based in the local offce who i 
always available to support And you'l have your 
own offce in the main department so you'l e 
close to everyone, and aso to the General Manager 
there 
J: Thatsounds good Thanks, But it be jumping 
in at the deep end | really can' speak any 
Japanese. 
H: That's great Javer Tharis 3 ot | eally 
appreciate your support with this 
3" And er Pl apprecite you remembering this 
whenit comes to my performance review atthe 
end ofthe year. 
HHal Don'tworry 1will Thisis agood thing that 
con lead to more opportunitiesin future. You'll 
ave goo visiity with senior management,both 
hereand n Japan 

8.01 mytrouble s 'm quite good at a lot of 
things Wien |was studying at school. | idnt 
now which degree to do. My teacher advsed 
me o ollow my passion and study music but my 
parents told me 1o Sty accountancy because 
Go0d at maths and would have abettes chance 
ofgetting a steady offce job. Then my best fiend, 
Piotr who wante o be an arcitect suggested 
oing architecture wth him s that we could 
study together 5o  decided o goor architecture: 
The thingis, the frstyear was awul itwas realy 
challenging and ecremely campetiive To top 
itall.found out too late that you had to tudy 
forages before you quslfied and were expected 
toworklong hours. 1 was going 0 drop ot 
ofuniversiy altogether, but my oder brother 
suggested  swapped subjects and sudied for 3 
degree lke physics and played my music part- 
time. But my parents nssted that I should do 
accountancy, 
8.02 ituias 3 tough decifonbut i the end 
tookmy brother's advice because he knows me 
best It was dfiielyachangefo the beter Now, 
im enjoying stucying physcsand St gt o play 
i my band 3t weskencs Viee wordng on our st 
slbum and we'l probably have a gig at a festival 
this summer. 

8.03 E=Ethan P=Pran: onTek 
L Letica 
€ mthe kind ofperson who Lkes o plan 
everything in advance, | don'tlike to leave my 
comfortzone. so! don' ke changes. They make 
me very anxious. S0, when my boss told me she 
was eaving, | was upset. She was a great manager: 
very encouraging and very relzble. The compary 
didn'treplace her for a few months, although



they'd promised us thatt wauld be a smacth 
transition. | hate e feeling o uncertainty, you 
know? Eventally, managementinformed us that 
there wovldn' be  replacement and we had to 
share ot the wrk nthe I department between 
us! They Tl us that we st had to get on with t 
Frankiy, (m working long hours every day. | have 
more responsibility but fm not getting paid for 
it have to ay Fm finding it dificult ta cope. To 
make things warse, nobody cares i you'te doing a 
good job. They tell us we shouldn' b so esistant: 
tochange’, At this rate, fm going o have to ind a 
newsjob or 35K o change departments. 
P: Ny iendstell me fm  very lexible person 
and | think fm pretty good at adapting to change. 
1just get on with things and | dorit mind leaving 
my comfort 20ne. However, some changes are 
obviously more stressful than others, ke moving 
Fouse, o having children. 1 had been working 
253 marketing director bt suddenly a ot of s 
were made redundant due to restructuringin the 
company. That was a major change for me and 
it came at  bad time because we had st gota 
mortgage for our house | was very low and et 
Know what to do with myselffor several months, 
Then my best frend suggested that | reinvent 
myself - he advised me to geta completely ew 
career and get out of my comfort zone Sol decided 
tosetup my own business as a management 
consultantl The frt year was incredibly Gificult 
but 1 eally happy because it goingso well But 
| wouldt have been able to do | hadn't had the 
support of my family and fiends at the time. 

We had to elocate unlversty aboratories to 
adifferent ity 1t wasareal upheaval. not well- 
planined atal They had not anticpated the risks 
involved. It was chaotic:we had to move delicate 
eguipment things got lost and we were expected 
tdo everything overnight. There was some kind 
ofplan for relocation but they sentit (o us oo 
Late and thre were oads of ast minute changes. 
1 could go on and on. Basically, menagement had 
ot consulted us | ealise change s sometimes 
necessary,butit's extremely Important to havea 
shared purpose and for everyone to be informed. 
50, it came as o surprise when students and 
technicians complained that the new ocation was 
inthe middle of nowhere, and clents were also 
annoyed. | have to admit now that we've settled 
It the aboratores, 'm abe to apprecite we're 
better off than before. We've got more light and 
space and the equipment i al up-to-date. It takes 
imeto adapt,doesn't 17 
L2 | was reallylooking forward to early retirement. 
and then when it actually happened it was very 
disappointing. | used to enjoy my work- | was 
aproduct manager for household products. 
suddenly missed my colleagues and many ofmy 
friends were stllworking, so they didrt have the 
time o be with me. My husband. Juan, suggested 
going back o work. He suggested going back to 
work because | was becoming impassble o ive. 
with [cwas then that| decided to rtrain,so1 
became a tai-ch instructor. | want o help people 
cope with tress. n fact, e already promised my. 
colleagues l give classes at my id company! Juzn 
says s given me a new purposein ife. It great 
because  only work part-time and il have time to 
felp look afer our grandchildren 

8.04 p=presenter A=Alessia 
P: Welcome back everyone. This morning, my 
first quest is Alessi usso, ateam Leader n amajor 
mulinational company. Sheshere o alk o us 
about bainstorming, Good moming, Alessi. 
A Hi Thanks fo having me. 
P: S0 Alesia, what s brainstorming? 
A Well, it 3 process for generating ideas 
collectvely and spontaneously 
P Andwhy s it useful? 
A: Brainstorming generates deas which other 
methocs donot, due to the freedamit gives people 
tothink creatively 

P: 0K And can you tel our lsteners how bestto 
doit Arethere any best prectice guidelines for 
brainstorming? 
A Well thereare no golden rulesas such but 
these eightstages ca definitely nelp you o havea 
successful brainstorming meeting. 
P: Great Lets hear them. 
A 5o, number 1 Define the goal and 2 Startwith 
aquestion 
P: Justthe one? 
A: Mo, t could be several questions. 
As Number3:Collect as many ideas s possible, 
withaut evalLating them or commenting other 
thanto thank each person for theirdeas. 
P OK. Dort evaluzte or commenton the. 
A: 4 Putallof theideas somewnere everyone can 
see the, for example on 2 board. Then you all 
decide how to group theidezs 
P: U huh 
A 5:Ask people to give more detals about their 
ideas before evaluating any of thern 
P: That's o you dor' iscount them before you 
understand the ideas fully, riht? 
A: Bractly.50,6:Only at this point shauld you start 
o discuss,evaluate and build on the dezs. You will 
then be able to discard ideas and this il ead to 
the next step, which i 7: Always end with some 
clear decisions 
P: Great Clear action points 
A: And inaly, 8 Thank everyone for partcpating. 
Even ifsome indviduals didr' come up with the 
finalides, thelr presence helped o create the 
atmosphere thatled to the outcome. 
P: That's excellent. Thanks very much, Alessia 
A: Itsbeen my pleasure 

8.05 wiere here today to adcress the challenges 
presented by the fast growth n our orgarisation, 
A you know, we've grown from having ity 
employeesthree years ago and largely having 
2 national focus to now having around 200 
employees and moreand more international 
clients. These statements highlght the issues 
we'e facing: we il have 3 very lat herarchy and 
people have a ot of autonomy Bt we need o 
introduce some structureinthe way we manage 
ourwork, our teams and our reporting lines: 
Let me outline the structure of this brainstorming 
session before we begin, /ll write up aseries of 
questions around theseissues o you to tink 
about For example, how can we bring more 
structure and focus o the way we warkin teams 
and across teams without losing flexbility and 
spontaneity? These opening questions wil help us 
tothink about the main challenges ahead 
Aftera phase of collecting ideas, we'll group them 
onthe board here, 50 we can bing them togethes. 
Atthe end of the session t would be great fwe 
could have clear dea of some steps we can take. 
Let's see what progress we can makein 45 minutes. 
0K Let's get started 
Remember, we'e going for quantity of ideas here. 
The key i that we collect s many ideas as we can 
withoutjudging orciticising them, o, fee ree 
tointraduce any idea o make any suggestion you 
ke, 

8.06 5= Sophia M=Marco L=Lisa Sv=Sven 
52 O, everyone | can hear thatyou'e allstl 
qoingstrong and coming up with a o of deas, but 
need us o keep an eye on the timing sol have to 
stopyou there,Can you please come up here with 
yourideas on the icky rotes and tick them to the 
Board? Can weinclude them all a thispoint? And 
there'sno rightor wrong way to group them Just 
dowhatyou think it bes. 
M: OK,thanks, Sophi.Like this here? 
L No,over here Put that e together with my 
o, We can sartto form groups of tapics 
5: Thanks, Lisa.Justso everyane’s lear. Lot think 
about poces or amoment. How would you ke 
togroupthem? 

Audioscripts 3| 

L2 Well lwas thinking thatif we see topics thatare: 
similar, we can Start o group the together. 
M: Sure That's a good dea 
s: Firsty, thank you alfor yourideas. Its reat 
tosee so many all grauped like that on the board. 

| don't want to assume what your ideas mean, so 
Let's discuss them to help me understand your 
thinking better. 
Al Great. / OK / OK. 
S: Can westart with this group here? Whosedea 
isthis one here? 
sv: That'smy one 
s: Thanks, Sven. Could you expand on this point 
forus? What do you mean by ‘Daiy stand-up? 
Sv; Well. | mean that we could have a short 
meeting every day with al team members n 2 
paricular department. W keep the meeting quick, 
and doitstanding up. Everyone says what they're 
wiorking on,if they need support o have capacity 
t05upport others. And then we'e finished after 
ten o fifteen minutes, fve seen this done n other 
companies. 
5: That'sa realy interesting idea, Sven. Thank. 
Let's gowith that .. and maybe try it out next 
month. 
M: Great, and adding to that ide, we could also 
Update these tasks o the team status board for 
those who can't make the meting 
s: Good idea Marco, Let's have a look at some 
more .. How about this one? Whoses this? 
L Thatsmine. 
S: Thanks, isa S0, Rotate team leaders’ What 
does everyone think about that 2s an option? Does 
itneed urther dscussionat this point? 
Sv; fm ot sure. We ried that bfore Lisaoined 
s, 50 she couldr' have known. It was diffiult and 
didn'treally work, though that doesn't mean it 
won'tfwetryit again. 
L OK,levs parkit for now, Sophia. And Sven,let's 
meet and you can tell me how it wert st time. 
svisure Lisa 

8.07 s=sophia M=Marco S=sven L=Lisa 
50, we've almost reached fory-five minutes 

and ke to finish on time. as | knowyoureall 
busy. It'sbeen agreat session. Thanks everyone for 
yourinput. 
M: Thankyou, Sophia, s been useful tothink 
about these things, 
Sz Yes, thanks. 
L: Fromme oo, 

Great. 5010 eview our main decison,are weall 
agreed that we're going to y the ‘Dailystand-up’ 
idea and also these two other ones over here. We 
need to research the point about rotating team 
leadershipabit Lisa, can you lookinto this and 
find some examples of now it can work n practice? 
Let's als0 do some further work on this middle 
group ofdeas a3 piorty Marco, can you look 
into that? 
M: Sure.Happy to. 
S:Great. So lec's meet againin two weeks and you 
can report back on these various actions. 1 send 
outa calendar invitation. 

BW1.01 1= Johannes M=Martina 
3:HiMartina, do you have a minute?  wanted to 
Speak to you about some problems ' having in 
e Sales Department 
M: Sure, | wonder f they ae the same problems 
weare having in Finance. 
J: Well.my biggest worry i finding staffto il 
Some empty positions.ve ha over ten nterviews 
and have now contacted some ofthe local 
employment agencies but haven't found anyone 
who matches the job description. On op of tha, 
¥m also concerned about keeping the people 
already have,| don't know fyou have heard, but 
Emmais leaving at the end o the month and that 
Isabig problem fo the department. | dorrt know 
how we are going to repiace her and none f the 
people warking for usalready are nterested inthe 
position. 

/7 r1m9¢ 



M: Johannes, have exactly the same probler 
The taff turnover has eally ncreased n the zst 
year I think we must be doing something wrong. 
Fvelost twa of my key peaple in the lastsixmonths 
and when | hold interviews,candidates dor't seem 
very enthusiastic about warking or us We've even 
had peaple leave without giving enough notice s 
they have found better obs elsewhere 
J:_Ithinkwe need to change the way we do things 
around here.(ve got some eas | would lie 
discuss with you, f that's OK Then, maybe we 
could present ther to the board together? 
M: Sounds good to e, v been thinking 2 well. 
Atmy last company one thing we did was to make 
sure the atmosphere inthe departments was 
positive and supportive.Wealso id our best t be 
transparent about decisions when it was possible 
Employees today seemto think that’s really 
important 
J: I agree with you Martina Everyone here wiorks 
fardso | think we nee to find a way o recognise 
that It important that al our employees el 
respected and are old when they do. good job 
Wemay even need toset up  prope systemfor 
doing this | know that salarles are important 
00, but we just 't compete it realy large: 
multinational firms That's why we have to stress 
thework-lfe balznce that we can offer 
M: Yo are right. Let' fixa time to talk about this 
in more detail But before we Go, erhaps we could 
talkto some of the peoplein our teams to gt their 
views? What do you think? 
J:Good dea. Il chat with some of my staff 
thisweek...you do thesame.. and then we can 
compare nates. OK? 
M: Perfect 

Havea good day. 

;i Caroling, Hi Tomasz. Thanks for making time 
for thischat e aranged it because fd ke to get 
yourviews, informally,on afew issves that have 
come up recently, 

(OK sure, what can we helpyou with? 
3 Well,1am sure you have noticed that a number 
of people have been Leaving the company. We are 
rying to figure out wht the problem s o, 
doyou have any ideas? 
T: Well. 1 guess one thing might be the hours,um 

aithough we have flei-tme for offcestaft, we 
don'tfor the field sles teams or inthe production 
area. We ry o help out when people ave problems 
withshiftwork by maving them to different s 
butitisntalways possibl. Flex-tme makes abig 
diference to people who have to travelalong way 
toworkor for pedple who have to take their ids 
toschool before they come n. | know therearestil 
some peaple who arer't happy about their hours 
though, Carolina have you heard the, too? 
€ Well. yes, but o be hoest | hear more 
complaints about thefact thtpeapl feel that 
they dor' eam enough. And then we have  few 
who complain abaut meals The subsidised canteen 
isa good perk and ts cheap, but there are tlla 
number of eople who say the quality o the food 
st very good. Things have improved. though, 
since westarted affering discounts o local 
restaurants and Lot of people seem willing to 
pay abit more fortheir meas, What else? Can you 
think of anything else, Tomasz? 
T: Yes,Som of the newer staf ke me find that 
it can be dificult to work ith other departmens. 

1 getthe feeling my ideas arenat always taken 
seriously But it seems that people who have been 
herea long time dort have that problem. [ not 
sure what ' doing wrong, 
35 fmverysony tohear that Tomasz Anyihingelse? 
T: Ah...yes...Emma told me that one resson she 
wiasleaving was that she felt she did't get support 
tohelp her develop her career and mave to. better 
positon, 

2150¢ 

€ Yes,Fve heard this s well from a few colleagues. 
They sad they didr' fee the courses we offer were 
very helpful and fet we should make sure all taff 
gotthe raining and development they needed for 
theirjobs .. and forfuture careers too 
. That's 3 realy ieresting point We have 3 
‘umberof courses and raining options but perhaps 
wieneed tosee what improvements we can make. 
Someofour coursesare very popular but maybe we 
eed toind out why some peaple arer't happy with 
the proaramme Well thanks both of you or your 
input. Pl hink about whatyouve told me and see 
wihat we can 60 about the ssues. 
€ Thans for istening to us, Johannes,Its gond to 
beinvolved. 
T: Ves, absolutely. 

Two 
M=Martina S=Sirina A=Andy 
M: Good morning.both of you. Come i, make: 
yourselves comfortable. Now, there’s nothing to 
weorry about. Pve calied you in because . well, | 
amsureyou have noticed that several people have 
been leaving the company 

Yes, we have, Martina. | think everyone hast 
es it unfortunate, and fd e toascyou some 

questions about why t might be happening .. sowe 
can address any issues, Please, you can speakreely. 
S: 0K, well for one thing, | don'tunderstand why 
we need to dress so formally when we'e in the 
office and not meeting customers. Buying business 
clothes s expensive especilly or junior staff Andy. 
wihat do you tink? 
A Well | an see that might be  problem but don't 
thinkits the main ssue.| have more of a problem 
withthe other members n o department Esch 
personis just inerested i their own joband they 
don'tseem to want towork togethr, or colaborate 
very much,Peaple don' socialise either noteven o 

13 cofee or v lunch together 
Thanks Andy. | have noticed thatas well. We 

certainly need to do something about the lack of 
team spiit. Sifna, doyou have anything to adc? 
S: Yes, | wouldalso ke tosay that| prefer tobe 
independent and organise my day a | think best.| 
find itvery herd to work when someone el tels 
‘mewha to do and when to do t, but that seems to 
be the culiure here | have been here long enough 
toknow wht needs o be done and always finish 
myworkon time - should be trusted by now. D 
you agree, Andy? 
A: That hasnt been 2 problem for me personally, 
but  have heard other peaplein the offce say 
similar things. There s another thing though, 
seem tospend a ot of my salary on my manthly 
train ticket |t would be goo if the company 
couldhelp me out somehow with a discounted 
travelcardfor th tain orbus - | gotthat i my 
st company. And on that subject. the amount 
we get forfuel when we use our cas or business 
reallyisn't enough. Sory, er one more thing! 
s spend most of my day siting, I would also 
really apprecite something Uke subsidised gym 
membership which would make  cheaper for us or 
offer discountsfo actvties that we could do aftes 
work oron weekends. We do get some vouchers 
but they e notvery ineresting for me. 
s: And,Marting, my last company rewarded 
us with abonus when we reached our goals or 
when the company dd really well | think that 
an be very motivating or staff - maney sn't 
everything, lknow, but a ltle extra to say ‘well 
dane’sometimes would be great AL the moment 
‘only management and some people n certain 
departments get bonuses, which| have heard are 
farly small But | really think we need abonus 
scheme hat includes everyane. 
M: 0K, wellthank you foral of that  sounds s f 
we havea ot o think abour, but that's been really 
helpful Perhaps good nextstep would be to put 
together a survey forstaff | imagine we'l be asking 
you for more infarmation soon! 
s: Goodidea 
A: Course, happy o help! 

K: Hieveryone, it'sKaren here. | know for some 
of youit'svery carly or very ate so thankyou for 
making the time Howis everyone? 
Al Fine./ K./ Good, thanks. 
K: Great Sofirst, I wanttosay | appreciate the 
feedback you've sent me over the las few morths. 
It been realy helpful Based on that fe ke 
10 discuss the dificulties we seemto be having 
withtraining and development worldwide. After 
reading your (eparts s becoming clear that we 
fave different problems n diferent regons and 
I like to alk to you about some [deasfor how o 
solve this, AKio, | know you've hi concerns about 
what's happening n Asia.E, can you give us Some 
more detais? 
A Thanks for asking, Karen. We've ried seversl 
diferent programmes but they don'tseem to be 
very successful There are aspects of the business 
that work very well but we need more support in 
others inorder to help our taff do their jobe el 
They dontfeelthat the training we offerec them 
ispracticel enough to help them n their day to day 
work | wauld be very happy to get some help with 
this problem. 
K: Thanks Akito,we definitely need towork on 
that Frederik, youalso mentioned that we need ta 
find new training options n Europe, s that right? 
F: Absolutely W are having prablems making 
raining both interesting and cost-effective, Our 
coursescostus quitea (ot of money butare ot 
showing the esults we'd haped for taffalsa 
‘complain that they ast oo lang which makesit 
difict for them to keep up with their workload 
From what we've seen the resuts have not been 
very positive so it seems o us that It not worth 
spending 50 much on these training sessions. 
K: Thaniks Frederit that's certainly something we 
need tolook at carefully, too. Now, Victoria, would 
you ke to add anything abour South America 
here? 
V. Well, 2t the moment we keep trying to nterest 
ourstaffin the programmes we have but most 
of them just dort want to take part or rop out 
befare they're over. They're 5o busy with other 
thingsand don't seem interested in spending more: 
time at the ffice.Our courses hiave been voluncary 
butwe often have 0 cancel them because so e 
employeessign up for them. 
K: Vel thanks for the nformation - that's not 
terribly good news!Now, | have an idea about 
setting up global e-learning or blendec-learning 
courseswiich inclucie both online and face-to-face 
elements but | need your nput on Wha exactly the 
st in your area feel they needto workon. idsay 
that we can teach nformation about the products 
online, Howeve, when e teach asklllke 
customer service o r2pport | mean understanding 
another person and their point of view, we need to 
dothisin persan. Can each ofyou do some more 
researchand then put together 3 short report for 
me? Then we can meet again tostart working on 
this concept. How does that sounc? 
Al: Good / Great,  Good 
K: Canyou get me these reports within the next 
two weeks? L then send you some deasand we'l 
set up another cal to discussthem 
¥ Sounds ke a gaod idea. 1l get onit right away. 
F: Ves,lagree 
K: 0K with you aswell, Adto? 

Of course, 1 start as soon as we fnish the call. 
K: Great, glad weall agree on this. And now, 
like to.go on to the second point on our agends, 
our 

BW3.01 H=Hannah J=Jo A=Alex 
H: EN, morming everyone. First thing on the 
agenda this morning s the information sheet we 
needi o produce for the local university business 
school... about what venture capital companies do 
and howwe do it 
J: That'sfor the lecture they want us to dobout 



VCinvestment,right? 
H: Yep,and we'e ofering two student 
placements in our organisation next year. 
A ONright, i forgarten abovt that We'd better 
draftsomething ovt quicky though, cause we 
eed to talk about new investmens today. 
H:_ Don'tstress Alex Thisshouldn' take too long. 
Come on . doyau vent tostart? 
A OK,well | hinkwe need to emind the students 
why we exist and not to believe all the bad press. 
we get,especialy when we nvest in established 
companies 
J:Youmean the stories about assetstripping and 
notcaring about the futue of employees? 
A:_ Absolutely. We need todispel that idea 
immediately and show that we can also be a orce: 
for good n the ecanomy, 
H:_That'sa good point. We should make the 
paint that we re oftenthe astresor for 
oo businesses who've been turned down by 
traditonal lenders. 
A Bractly. And also thatwe're giving them much 
more than money: that we also provide experience. 
advice and conacts, We should ive examples 
toshow how many successful companies today 
would't be e iFa venture capital company 
hadrt got involved 
J:Too right Where would companies tike Google 
fave been without 1 VC backers? 
H: To name but ane. OK,sothe next thing we 
need to explain s how we choose the companies 
weinvest n, How dowe know they/e gaing to 
succeed? 
A well of course, we don', do we? 
Hi_Precisely but we do aur best to imitthe isk by 
checking them aut as thoroughly as we can 

BW3.02 s=Jo H=Hannah A=Alex 
J: Itd bea good idea to have some sort of guide: 
about what to look for when considering how to 
invest - that we can hand out at the lecture. 
H: Good idea. Well .| think wed all agree that 
the mostimportant thing is the management of 
the company. 
J8R: Yech, 
3: people often think we anly lock atthe 
financials. O course the igures arereally 
important but they re one dimensional and 
‘wort eally tellus f the company s going to be 
successfulinthe future 
A:_Acompany wan't succeed without good 
leaders. We need to know that the management 
teamwil be capable of carying out the business 
plan successfuly 
Hi_ That's right the whole management team 
must have relevant experience with a good track 
ecord. 

And ifit doesn', the company needs to 
recognise that and be ready to recruit managers 
from outside the organisation. 
A:Sotrue~doyou remember that reat littie 
company last year we looked at? The CEO was also 
the founder an his ideas were fantastic but he 
fatly refused to take our advice to employ outside 
experienced managers That could be an example. 
of asituation where we decide not o invest 
H:_And he went bankrupt sx months ate, 
did'the? We couldve tured that business nta 
something remarkable 
J: But because we did our checks, we didn't waste 
ourtime fighting alosing battle with the CEO. 
A:_suchashame! It was an amazing idea and 
shouldnCve faled 

And that'sthe next thing - the product or 
servicetself has o have a competitive edge.Its 
gotto have legs and not be: short-lved wonder 
B Yes, we ke the ideas that can solve real- 
fe problems n 2 cost-effectve vay and which 
can generate sales before the compeitors have: 
realised what's happening. 
A That'swhy we've got fostudy the market 
carefuly s the business targeting the right market 
andis the market big enough o generate millons so 
that e getthe recurns we need on our nvestment? 

H: Oreven bilions. 
A:_ideally, yes. 5o the business plan must havea 
detailed market analysi, 
J: And finaly dor't forget the risk assessment, 
Obviously ts ourjobta take on risky businesses, 
that's why we need o do due diigenceand 
evaluate potential problems, such as legal ssues. 
H: Yes, and ts important o ensure that there'sa 
foreseeable exit rom the business so that we can 
see the returr on our investment. 

:_ Andthat the funding we offer must be enough 
o take the business o the level we expect tto 
reach 
He That sounds great Jo, Can you draft outthe. 
‘documentforthe next meeting? 
J: Noproblem 
H: Alex.can you outline our lecture? 
A Leave ttome 
H: Thanks OK. now et move on tothe new 
investment apportunties 

EXtBUV3.01 s youcan see fromtis e chart 
ere our biggest eport marets s, where 
arcund 6O of st revenues re generated. 
Our second most important export market is North 
America which generates25%of i ste evenies 
forthe company TH & growingand shokd be 
nearer 30% next year. The final two sections of 
the pechartare 10% orEurope and 5% from 
Rustrls 
EXtBW3.02 Now let's look at the sales 
figures month on month compared t ast yeat In 
January total revenues were 6 millon colars, 
9% up on the same time lat year and more than 
weexpected Unfortunately, there were problems 
in February and sales fell by 152 milion dollars o 
4,08 milion.This was because of supply problems 
and transportstrkes. March saw an upturn n seles 
which reached 6.4 million, ight on target and 
Aprtwas even better when saes soared t0 875 
‘milon This s mainly due t the Launch of the new 
product ine, which has proved to be very popular 
During the net three months sales rose steadily to 
reach 108 millionin uly and then in August they 
went upto 12 milion September saw sales stowa 
Littleand n October, revenes once again returned 
tothe August eveL in November and December 
revenues increased by 21 and 25 millon o reach 
14.1.3nd 166 respecivelyso tre year ended on a 
highaas we surpassed our annual target 
BW4.01 
1 Thisis Matteo Blinksmann. Iwant to complain 
about one of your obots the security guard. Ive 
Justbeen pushed over byt and then itgrabbed me 
by the arm tostop me getting up. It also shauted 
atme and told me to get out ofthe hall. Thisrobot 
needs tobe stopped 
2 Mr Hideaki Egami here. That's E-G-A-M-. 
Ive st checked in with your receptionist robot, 
Mayumi,and er | must tell you that her Japanese 
sullare terrie, | won't ell you what she said but 
Twas extremely ofended by .| hink you need to 
look t the programme again 'm happy to meet 
YU in person o discuss the problem: 
3 Hi, MarkSteadman here £ just thoughtyou 
should know that although the coffe roba, Bob is 
Tantasticand makes the best coffee ve ever tasted, 
unfortuniatety he managed taspil hot coffee over 
me and ruined my s jacket. He said sory but it 
could have been really dangerous.As t i, 'l need 
0 have the jacket cleaned 3 soon as possible. As | 
say, he did apologise profusely for the accident, o 
ergood speaking skils | guess! 
4 tiellothisis WeiLing. | must complain about 
yoursecurity rabot, He's completelymad He 
confiscated my bag when | went in toa 
presentation and wouldrt et t go. Heseems tobe: 
rather over-enthusastic He has now walked away 
with my bag and refused to et me have . don't 
wantto miss the presentation and now | fave to 
follow the robot because my laptop s i . 
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5 Sarah Buchanan. Your robot caféisa total 
disaster What a stupid idea The food was good 
but there were some problems with serving it The 
idiot robot managed to drop my plate on the floor 
and he food went over my very new and expensive 
shoes, | demand compensation immediately and 
that you put real pecple nas waiters 
6 This s Aleksander Saron | thinkyou ought o 
Know that the driver robot, Oskar, took me to the 
wrong destination three times You've gor some 
problems wich him. | thought a firstt was my 
accent that he didt understand, but this seems 
o have happend to quite a few other peopie oo, 
notjust me. 

BWS.01 c=Clara F=Felipe J=Juliana 
D=Diego 
€ Helloeveryane. Fm Clara and flbe here for 
the nextsi months n the HR Department. m 
really peased you could all make it here today in 
person, There are several ssues we're dealing with 
at the moment and I very much like o get your 
feedback on them, Felpe, | beleve you're ane of 
the regional managers, nght? 

Yes, | manage saffin some of the northern 
areas of he country. 
€ Uh huh and Juliana, you'ealso a regional 
manager but in the south | believe? 
J: Yes, that's ight 
€ Diego,greatto have you with us. really 
feeLthat a good working relationship with the 
union s vitel when we dezl with ssues around 
performance and rewarcs 
b Thanks for inviting me. 1 also ke to findways 
o work together o this 
€. WelL et me start with the background. As you 
all know, the el of renewable energy needs to 
stay up-to-date and imnovative, In the past we 
always found recent universty graduates to be 
the ones who can best help us reach these goals 
However, tseems now that the grads we ire dortt 
stayverylong, whichis problem or us.On the 
one hand, we need peopie we can rely on o take 
deasforward, but on the other hand, we are not 
happy about them taking what they have leart 
about the business 1o our compeion. That's why 
we need t discuss this problem and brainstorm 
some ideas, What doyou say,Diego? 

: | agee, Clara. The problem for youna stafis 
hat they expect 1o be treated diferently than the 
peaple we hired even ten years ago. Many of them 
wait langer to tent or buy their own apartments. 
That means that they often don'thave the pressure 
of igh lving costs s fthey arent happy they go 
elsewhere. In many cases, the work-life baance 
isalso more important fof them than ifelong 
employment o spending fours atwork f0 get 
ahead. Have you seen thsas well? 
J: Absolutely Many of the expectations they talk 
about n thelr entry nterviews never used o Come 
up o area bitsurprising to hear. Some of them 
may be vizble but | think e need to discuss these: 
carefully and thinkabout them before we start 
making major changes, What do you say Felipe? 
F: |agreeas well fve been in the business a fong 
time andyears ago people were just happy to 
have ajob. Today, young people see things very 
differenty.They want tme or familes,fiends, 
hobbiesand see to forget that they are ust at 
the start o thei careers. | think they need o put in 
a few years before they can ak for certain things. 
Some benefits they mention are ones we haven't 
even considered and otTers are not the ones we 
usually ofer to employees who are just starting 
out As Juiana mentioned however, some of these 
couldbe put inta pracice and some would be 
impossibie o do,Cara, how would you ke to toke 
this forward? 
€ 1am mostly concerned about the reputation of 
the company. which s another eason | called his 
meeting Ifwe change things too quickly tcould 
ave a negative effect an how we are viewed in the 
business community. Ths could really hurt usin the 
future.talsa dorrt think s far to those empioyees 
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wiholve beenwith s for many years tosuddenly 
change the way we measure performance. 
Nevertheless, | also think that we need to take this 
situation seriously 
F: Mm i, what do you suggest? 
€ Well youteall going to be here at head office 
fora couple of days. How about feach of us 
thinks about thisand notes down which perticutar 
changes might be necessary? fd iso ke to think 
abouthow we can ook at goals to make them 
measureble so that we cen decide haw and when 
toreward performance. Does that make sense? 
D: Interesting idea. suspect that we may have 
very diferent deas 
J:Yes, we probably il but tseems ke 3 good 
wiay o approach this. Wiat o you think, ellpe? 

Letsgiveitatry 
Thariks everyone 50, et's meet again 

tomormow morning and see what we've come up 
with, Il put something in our calendars .. 

BWS5.02 c=clara 1=Juliana D 
F=Felipe 
€ Good morning everyone. How areyou doing? 
e 

: Gladtobe here 
Fine, thanks. 
Great Coffee, anyone? 
fdlovesome 
Yes please. Thanks Clara, 
So, feveryoneis set,let's get started I really 

Looking forward to hearing the ideas youve come 
up with. Julian, do you want to begin? 
35 Sure U, this was really an interesting epercse. 
i some research and some thinking and have 
a couple ofsuggestions, Firs o all, s you know 
we havea number of projects which we assign to 
different groups of peaple. Sa far e have mostly 
looked at whether or ot they were completed on 
time but I think what we are missing s a quality 
check We need tosee f the pojects meetthe 
gaals that were setand if the project tezms are 
Submittng fllow-up reportsthat re cear and 
wellwritten. 
: Good idea Would these be checked by the. 
bosses n the deparcmens? 
J: Yes, or evenat the regianallevel. The gosls 
also need to be monitored and those who manage 
tofinish on time and deliver the quality we are 
Looking for could be next in e fo pay rises or 
even promations. 

Even f they haven' been with the company 
ery long? 

J:_ Eractually, the projects m thinking of normally 
take some time to complete but yes, it ould 
include those who have recenty joned us. think it 
could be very motivating forsaff 
€ Ithinkit's worth trying, uliana. Felipe, what do 
you think? 
F: Sounds good to me.Im curious about how it 
willworkin practice 

Metoo, but ke the dea, £, and Felpe, what's 
yoursuggestion” 
F: L was thinking of something like 360 degree 
feedbackso that they get feedback from different 
peoplethey work with. A survey of our business 
partners and clents could help us find out how 
taffare performing, We shouldn't forget that 
persona relationships e also necessary to our 
business and we need people who workwellwith 
athers 
C: Great dea, Felipe This s certanly something 
wiecan try, x Diego, any comments from you? 
D: A represent the workershere, | thinkanything 
we do has o take their needs nto account. Inthe 
research | di, found a number o articles that say 
itsimportant for employees tosee a connection 
between their personal work goals and the overall 
goatsof the company.| think we need to be more 
transparent and lt everyone know what weare 
trying to achieve. Then we need to find ways o 
show staffhow thei jobs and tass support our 
overall strategies. s might mean looking again 
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at the company's key performance indicatars and 
making them clear 0 everyone. 
€ Good ide. Thanks, Diego 
0: Glad tohelp. 
€ Does anyone else have any comments to make? 

: Notat themoment. 
No,tsall cleartome. 

€: Then| think we can wrap this up. We've made s 
gaod start this morning, thanks everyone. [ would 
suggest that we make sure thatal staf meet 
regularlywith their ine managers todiscuss what 
theyre working on. Then they could talk about any 
problems they might have and any suggestions 
they have to improve the process. Doplease end 
meany other deas you have so that we can discuss 
them next time.Have a good day everyone. 

BWS5.03 c=Clara D=Diego 
: Diego, | thoughtit would be helpful tospek to 
You alone about some ofthe expectations that our 
new employees have | understand youve been 
touch with the imerviewers aswell asemployees 
who've been with us oy a few years 5o  guess 
You've been hearing quite 2 bt about what they. 
feel they need. So,what can you tell me? 
D: Well firstofal, our younger workers are 
frustrated by the length of time i takes to get 
promoted. Many of the feeLthat they are 
biinging infresh and important deas to drive 
the business and then they fel eft out when 
promotions are announced. These always seem 
t0,go o peaple who have been with us  long 
time, no matter whether o not they are really 
contiibuting tothe business. 
€ Isee Fye heard this aswel it the same 
problem with pay ises and bonuses? 
D: Ves, fthe promation comes with an automatic 
pay rise. The bonuses seem to b less of a problem 
s we have given bonuses for ideas to younger 
taff They find that o be very motivating and 
‘would suggest we continue doing that. 
€ lagree.Ina business ke ours, we are 
dependent on these new and innovative deas and 
they are worth paying or Anything else? 
D: e been hearing from younger saffthat they 
aren'tvery happy that parking st provided  they 
drive to work and we don' offer any subsidised 
publictransport tickets, They see that older staff 
members have thelr own fee parking spaces 
and they don't understand why they are treated 
diferently Some ofthem have also mentioned 
the fact that they worka lot o hours and feel that 
discounts foa gym or even  freefitness fac 
site would be reatly appreciated. 
€ Mminteresting. 1l ok ntothe gym discounts 
and the fitness faclity although | can't promise 
anything Free parking s another matte, however 
s you know, we have imited space for carsin 
many of our ocations and this s aprvlege e 
have given to staff based on length ofservice But 
perhaps we can do something aboutsubsidies for 
those using public transport 
0: As long s werediscussing this, 4 ke tojust 
mention some of the other things fve heard from 
jurior taff, 
€ Yes plesse. 
D: There have been complaints about doing 
overtime s this means they work many hoursin 
the week.They would eithr ke o see overcime 
payincreased or get time offto make up for it 
Vounger staff members aso feel that pay ises are: 
ot regular enough, they d ke more career sl 
seminars o other il raining sessions 1 help 
them with thei day-to-day jobs, a it on the 
number of business rps they need totake, flexble: 
ours, and more social events o get o know their 
colleagues. Many of them said they are happy 
aboutthe banus system e have n place which 
rewards deas and notjust goals bt hey feel that 
we could do more tokeep them happy. 
€: Thanks, Diego. This s realy helpful 1 will have: 
tothink abaut thisand get back o you when | have 
more nformation. 

BW6.01 p=presenter R=Reporter 
P: One of the successstoies out o Afica 
recently has been tha of Josef Ndege, who's buitt 
asuccessful construction busess with strong 
ethical principls.He'sfamos forhis chariy 
‘workand support of the underpriviegedin hs 
country. Howeue, ecent newspaper reparts laim 
that funds destined foreducztional purposes 
have disappeared and found their way nto local 
businessmen's pockets This ind of coruption i 
something that i Ndege has strongly critcsed 
allhis working Ufe 50,10 Understand thesituation 
etter, ve been talking toalocal journalist 
Precious Otieno. 
R Ves,thank you. Fve now spoken to several 
people involved with Mr Ndege. One was Eunice 
Mazula,who's CEO of an educational chariy here 
called HappyEd, which Mr Ndlege has supported for 
many years. Ms Mazula pointed out to me that they 
have managed to bulldseveral schools and gve 
thousands ofchicren an education and that many 
of these chldren would't have had an education 
withaut the funding from Mr Ndege. 
P: And has everyone you've spoken to been so 
postive about M Nelege, Precious? 
R: o, absolutely not |also spoke to two of 
AFhomes employeesabout thei experience 
working fo the company, Julius and Nkomo 

Julius has worked for AFhomes for ten years. He 
began by saying that the company had always paid 
staffwell and Looked ater thelrfamiles. Howeve, 
two months ago he was ransferred to the Dodoma 
project and. since then, he hasn't been paid and s 
Raturally becoming very worried 

Nkomo’s employed as a carpenter by AFhomes 
‘warking on the houses here i Dodoma. He 
claims that the worksite st safeand tha there 
have been several accdents. The company also 
promised to pay for hiskds 1 5o 10 school,but he 
asn't receved anything they promised so ar Like 
many others though, Nkomo can't leave because 
e needs thejob and the maney. 
P: Ana, s0a mixed picture locally And | think 
youve alo received astatement from the Lan 
Conservation Agency, istha ight? 
R: Yes, the Land Conservation Agency has been 
very quick to support M Ndege and their oint 
partnership Therrstatement says that despite 
recent negative press reports they would like 
toassure the public that their involvement in 
the Dodoma prcject was agreed because they 
believe that this s the best way ofprotecting our 
environment and wildlfe for future generations. 
Furthermore, they have every confdence n Wr 
Ndege, whoseactions have always been above 
board and ethical and they believe that any 
investigation willbear this out. 

: And breaking news s just coming in. Apparerily 
the AFhomes' Dodoma project s been closed 
Gown while the government investigates 
accusations ofwiangdoing and unethicalbusiness 
practices. This is asevere blow for Josef Ndege, the 
ag bearer for ethical business in Afrca 

BUW7.01 R=Rahul D=Diwa V=Varinder 
A=Aarav 
R: Thanks everyone for joining us today on this. 
cal AsFm Ut of the offce for the next week, it 
seemed the bestway for us to go over the final 
details for the trade fair called ‘Games and toys for 
alf whichistaking place i Hong Kong next weelc 
Divys, guess you nave been arranging mest of the 
details is that right? 
D: Yes. have,with the help of my staff As you 
il know, €53 four-cay fir from Tuesday o 
Friday. Varinder and Aarav, are you clear on the. 
arangementsforfghtsand hotels? 
V: Vet staff member and | are fying on Sundy 
and one more from the marketing department s 
Joining s Monday.The centre willbe open on 
Mondayso thatwe an setup our stand.Those 
ofus iying on Sunday will b working on this 
Rarav, thinksome o your tafrom the product
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development department willalso be there then, is 
that ight? 
A Absolutely Some of the toysare sl inthe 
development phase so e wanted to make sure 
they were displayed correctly a the stand. | have 
twostaff members coming with me on Sunday and 
another one joining us on Monday, How manyare. 
coming from sales; Divya? 
D: 13 going myself, of course, and bringing four 
staff members with me. e are leaving here very 
earlyon Monday and arsiving early aftemoan. We'll 
gotothe hotel and then come by the centre tosee 
ow everything s going. 
V: Sounds good. Sa Rahul,just to confirm - all the 
travelplans have been approved, right? 
R: Yes,all taken care of. And you areall returning 
onSatirday wihen thefaris over Some are on 
the early fight and those who need to take down 
the tand willbe on the lateaftemoon ane. We. 
have arranged with the hotel orsingle raoms 
for five people from Sunday to Saturday and for 
an additionatseven from Monday to Saturday. 
Unfortunately, | will be abroad at this time but | 
amsure you will all manage wonderfully, Thanks 
everyone for our time this morning. Could we set 
upanother short cll tamortow morning todiscuss 
any ather last minate detals that may come up? 
1 Would als0 ke o have some time t0talk about 

‘what you ae hoping t get out of th trade fair.Is 
that Okwitheveryone? 
DV, A:Fine./Sure./ Fire. 
R Great,till omorrow then. 

BW?7.02 Divya v 
A= Aarav 

: Good morning everyane.Iseverything stil 
qoing smouthly? Has anything else come up that 
weneed to deal with uigently? 
D,V, A: No./ Everything’s fine. No problems. 
R: fow thisisa really mportant event for us a tis 
the firsttime we are doing something lie this Now 
thatyou have al had time o planthe practicaltes, 
Iwould lke to know more about your goalsin 
attending and how these can help us i the future 
10 be more efficientand successful. Dvya, an you 
fillsin on what thesales depertment hopesto 
achieve there? 
D: Ihope we wilbe able o come back from 
this trade fai with some sales contracts, | have 
heard there will be a number of buyers from large 
el chains there. We ned o have staff who 
can convince them to sell our products nall their 
stores. Contractsshould be prepared and brought 
along so that buyers can sgn up on thespat. This 
il o save us time later as we won't need to 
contact so many retaiers 
R: That sounds very sensible S0 are your staff 
working on the contracts? 
D: Vs, they are They arealo putting together Usts 
of some of the retal chains who will be represented 
there 
R: Thanks, Divya. AndVarinder what about the 
marketing department? What are your main goals? 
VI my opinion, we need tobe looking into 
marketing our company and creating a network 
of people who know about us. We have sent out 
invtations 1o buyers to come to our stand, and 
we'e organising a affe, some vouchers fo our 
visiors, and an eventwe can nvite them t. The 

Rahut rinder 

standalsa has to have a place for usosit and talk 
o visitors and where we can have some caterin, 
Making sure we get our message out will be a time- 
saver nthe future and help s achieve asuccessful 
image as we wil have the chance toreach so many 
people at ths fa 
R That al saunds very postive, Varindet Thanks. 
And Raray, what about product development? 
A: Mm, | would like to take the chance to talk to 
buyers who come to thestand and get feedback 
from thern. | think this s an excellent opportunity 
tofind out whatisin demand n the market, 
informally, before we start work on aur new 
product lines. It will help us to know wia direction 
wie should take, When we have an ide2, e never 
Know far sure it wilsell o nat. This way we dorrt 
need 1 spend time manufacturinga product that 
the retailrs are not interested n, guing s the 
chance to be successful rom the beginning with 
productlaunches. 
R Excellent It saunds ke you all have this under 
control m looking forwardto reading your reparts 

‘when you return. Have 3 good trip everyone. I 
going to be quiteted up fr the next few days, but 
justsend me an email or leave a voicerall f you 
have any problems or need anything from me. Il 
getbacktoyou 3 soon as | can 

BW7.03 R=Rahul D= 
V=Varinder 
D: Rahul this s Divya, Who's organising the kick- 
offmeeting? Wil be here o in Hong Kong? And 
what abaut the daily meetings there? Wha'sin 
charge ofthem? I getting nervous as | really think 
we need 2 plan! Who should be doing what? 
A: Rahul,thisis Aarew | eally need to tak to 
You about the sles contracts Divya wans to 
prepare for the fai- They aretotally diffevent from 
anything we've donesa far and| dort think they 
are appropriate for our purposes. thinkwe need 
o discus s, And  also want totalkto you s she 
Keeps bothering my staf 've asked her to stop but 
she doesn' listento me. 
D: Rahul, it Divya againl The contracts we agreed 
onaren'finished and | need ta take them along for 
clentsto signat the fair And Aarav i being rather 
difficult about all this and | don't understand the 
problem Canyou dosomething?! 
V:Rahul,thisis Varinder, We need to get those 
tickets aut to our major clents Do you have thelist 
for me? And are we also giving them vouchers for 
someof our toys? On ._and has the website been 
updated? And what about the rafle we discussed? 
Wasa decision made about that? And tody | heard 
the stand has o be smaller which affects our 
catering. Can you et me know what to do? Thisis 
really urgent! 
V. Rahul it Varinder here again, Wejust gota cal 
from the hoteland they dorit have encugh single 
rooms. We may have tofind anather hoteland | 
‘would need o tart looking immediatelyl What do 
You think we should do? Can you let me know as 
soonasyou can? 
A: Rahul, it Aarav. The courierservice we hired to 
getallthe samples and materials to the fair can't 
get into the Hong Kong Fair Centre because they 
don'thave the cortect paperwark with them. what 
should |07 s there someone I need to phane who 
can take care ofthis? 

iwya A=Aarav 

scripts D 

D: HiRahul it Divya Fm at theairport with 
the salestearm and we'veJust found out that our 
flight s been cancelled Can i rebook another 
gt ight away? s 1 K do thator do| need 
tocontact ourtravel department? This s eally 
urgent! Tnanks Please call me when you get ths 
message 
BW8.01 
A: En have you heard about the takeover? 
B: Yeah | esd i i the newspaper Why weren't we 
told? Osbruksa terrble company o work for.Ive 
gota fiend who said that they heve & rdiculous 
attendance policy. If s just two minutes ate for 
work,even it'snot isfau, he getsa warning 
Can you magine thet? At lezst here, the menagers 
respect s and we respect them so they trust us. 
R: know, | think our business culture s very 
diferent from Osbruk-Sasri' | also heard that they 
makeyou work overtime most days without paying 
you extra 
G Butthatsllegal isn't t? 
B Well apparently there's something in the 
contract thatsays they can do that 
€ Idont ke the sound ofthis companyatall 
What'rewe going o do? 
A:lcan'tunderstand why Ms Khan didrittel us 
about this She would't o anything that would 
damage the company, would she? 
C:_She didn'tsay anything because she knows. 
wetdbe unhappy. i things get bad, ll move back to 
Austala 
B: Ihetwelalllose ourjobs Every time OB takes 
a company over, they getid of everyane. They're 
allabout the bottom line They dar care abot the 
staff. 
A Thatswhy | am o surprised. We've always 
been looked after well here We'e ke a family The 
companyis doing well, isn'tit? 
€ think so.But  know we needa bigger factory 
for the new export orders. Maybe this i the only 
way Chllhot canaford to expand. 
B: Wwhat, by selling us out to Osbruk-Basi? That's 
ot s Khan's syte. She wouldn't o this, surely? 
€ Anyway, do you aiays believe everything you 
read in the newspaper” 
A: o, but why would they write it f it wasn't 
true? | don'twant towork for a company that 
doesn'tcare about ts employees atall. 
€ Welllthink we need to have a meeting with the 
bossand find out why she did'c ellus. 

P6.02 
1 salvador Fidalgo) is our ‘Hero of the month | 
for hiswark on ourocal community programme. 
[ He s formed and coached | a footbel ez of 
localteenagers | and the youngsters have done so 
well|that they have ust won 3 regional footoall 
competiton. | Salvadior says he has had such a 
revirding time| warking with these youngsters, | 
that he s going tostart a secondteam 
2 Salvador Fidalgo i our ‘Hero of the month 
for his work on our local community programme. 
| He has formed znd coached 2 football eam of 
local teenagers | and the youngsters have done so 
wel that they have just won aregianal footbll 
competiton | Salvador says he has had uch a 
rewarding time working with these youngsters, 
that he s gong totart  second team. 
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+ djeave (o estuords or ajecthesollowed by 
rmation i square brackets, € g [only before a noun and 

Inotbefore anourshow any esrctonsan he they anbe 
use 

~ noun (7) The codes [Cland (U] show whether a noun, or a 
particularsense of a noun, is countable ( customer, o 
customers)or uncauntable (authorty, autonomy). 

+ verb () The forms ofrregular verbs are given after the 
headword. The codes ] transitive) and [T (transitvel show 
whethera verb, ora particular sense of 3 verb, has of does not 
have an object Phrasal verbs (phc v) are showin after the verb. 
they are related o 

~ Someentries show information an words that e related to 
the headword. Adverbs adv) are often shown in this way after 
adjectives 

- region abels The codes Ame and BrE show whether a word or 
sense ofa word s sed only in American o Brtish English. 

accountability . (U] the ability to be held responsible for the efects of 
Your actions, and to explain or be citcised or them 

achieve v [T] o successfully do what you wanted ortried to do 
achievement . [C, U} something that you succee in doing by your own 

efforts, or the fact of doing something you wanted or ried to do 
acknowledge . [T11 to notice and publiclysay how good or important 

‘someane or something is 
2 toshow someone that you have naticed them or heard what they 
havesaid 

active listening . (U] the process of paying attention to what somecne 
issayng showing thtyou aelsteing and g uestons 
repeating what they have said in ifferent words in order to make 
sure you understand 

adapt [, 1] to gradually change your behaviour and attitudes i rder 
1o be successful in 2 new itdation 

address [T]to deal with or solve something 
advance v [l to move up to a more responsible position in a company. 
advancement . C, U] progress or development in yourjob, suchas 

‘moving up toa more responsible position 
agile ad] able to change quickly and do things differently when 

necessary because of customer demands, changes in the marke. 
etc 

altegation . [C] astatement that someone has done something wrong 
or llegal, but that has ot been proved 

allocate .71 o use something for a particular purpose, give 
something toa particular person, etc, especially after an offcial 
decision has been made 

analyse also analyze AmE) . ] to exarine or think about something 
Garefully,in order tounderstand it 

analysis n. (plural analyses) (€, U a careful examination of something 
in order o understand it better 

analyst 1 [Clsomeone who isa specialitin  particular subject, 
market industry, etc and examines information elating o it in 
order 0 gve their views about what will happen or should be dane 

analyticalad thinking about things in a detailed and incelligent way. 
50 that you can examine and understand things 

analytics [singutaror plural] L the practice of using computer 
software to Carefully examine data 
2the information produced by carefully examining data, especally 
using computer software 

announce . (T to offcally ell people about something, especially 
about  plan or 3 decision 

announcement 1. (C]an importantor offcal statement. 
anticipate . (T] o expect that something will happen and be ready for 

it 
appraisal n. C]a meeting between a manger and an employee to 

discuss the qualiy of the employee’s work and how well they do 
theirjob 

appraise 11t decde how wellan employeefs daing theirwork 
usually after discussing with the employee how well they have 
performed during the past year 

‘appreciate v [T] to understand that something s serious of important, 
o1 to understand what someanesfeelings are 

‘apprehension . [C, Ul anxiety about the future, especialy about 
dealing with something unpleasant or difficult 

‘apprehensive agj worried or nervous about something that you are 
goingta do, or about the future 

aptitude . {c, U] the natural abilityto do  particular activity orjob 
arise 1. (past tense arose, past partciple arisen) ] a problem or 

diffcul ituation arises, it begins o happen 
antificial intelligence . (U] bbreviation Al the abilty of a computer 

iodo mligent s i peolecan 4, suchas thinkand ke 
ecisions 
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aspectn [Clone part of 2 situation, idea, plan,etc that has many parts 
assessment 1. [C, U] a process in which you make 3 judgment about 3 

person orsitiation,or the judgment you make 
asset-stripping . [U] the practice of buying a company cheaply and 

then selling al the things or businesses it owns to make a quick 
prfic-used fo show diapproval 

assure, 1] totell someone that sometting willdefiitely happen or s 
definitely true so that they are ess worried 

atmosphere . [C, U] the feeling that an event or place gives you 
auditor n. [C] someone whose jobis to offcall examine a company’s 

financial tecords. 
authority n (U] the power that a persan or arganisstion has because of 

theirofficial or(egal position 
autonamy (U] the abiltyoropporunityto make your wn decifons 
without being controlled by anyone else 

averagen € the amountyouget wher o add togethrseersl 
amounts and then divide by the number of amounts 

awareness . (U] knowledge or understanding ofa particular subject 
orsituation 

backire v [] o have the opposite effect o the ane you intended 
bail somebody/something ¢ out phr v o pravide money toget a 

person or organisation out of financial trouble: 
bailoutn.[C] maney that s provided to a persan or organisation to get 

them out offinancial rouble, or the process o providing this money 
bank .| always + adv./prep.] to keepyour maney ina particular bank 
banker n. [C}someane who works in the management of a bank 
bankrupt ad go bankrupt o no longer have enouigh money to pay 

what you owe 
vankrupy 1 ol bankrupcies) .U e sat of beingunabero 

pay your debts 
benchmarking . [U]the process of comparing ane thing or action to 

another of o astandard, so that you canjudge of measure it 
benefitn 1(C usually plurall something, especially money, that you 

gesinaddiion oyourpay 
(€12 good effect or advantage that something has,for example a 

product or senice 
benefit . [1Tf you benefit from something, or it benefits you, i gives 

‘You an advantage, improves your e or elps you in some way 
blended learning n. (U} away of tesching students that uses both 

online lessons and lessons taught by a teacher 
bonus n (€] an extra amount of money added to an employee's wages, 

usually 3 areward for doing difficuitor good work 
boom v [0 be very successful and grow very quickly 
boost . [T|to increase or improve something and make it more 

successful 
bottom line . C usually singular] 1 the figure showing a company's 

otal profitor loss 
2 the end result of something of the mostimportart point about 
Something 

bottom-line adj relating to the total profts o osses that.a business 
makes 

brainstorm v [, T]tosuggest ot ofideas for an actviy or for solving 
a problem, especially during a discussion or meeting with other 
people 

brainstorming 1. (U] the pracess of suggesting a ot of ideas for an 
actiity orfor solving  problem, especially during a meeting or 
discussion with other pegple 

brave new world a ituation or a way of doing something thats new 
and exciting and meant to improve peaple’s Lves, 

budget! . (C]the money that i available to an organization or person, 
raplan of how it will be spent 
be over budget spend mare than you have planned to spend on a 
particular project or activity n @ set peiod of time 

budget? . [} Tlto carefuly plan and controt how much you spend 
business casual n. U] clothes that are not formal but that are suitable 

Tor wearing while working n an office 
call (something) into question to make people uncertain about 

whether something s right, good o true 
campaign . 1] to ead or take part ina sries of actions intended to 

achieve 2 partcular social or poltical result 
‘campaign . IC] aseries of actions intended to achieve something or 

persuade people to do something 
capability . (lurl capabilites) [C] the abiltyor power that makes 

‘Someane or something able o do something 
capital expenditure . [C, U] the money a company spends on 

buildings, machinery, equipment,etc, or the process of spending 
the money 

carbon emissions n.Cusually plurall the gases that are sentinta the 
air when petrol, il coal,etc. are burned for fuel 

cash flow 1. [singuiar, U the movement of money corming nto @ 
business as income and going ot 2 wages, materials, etc 

cater. {1 Tl to provide and serve food and drinks ata party, meeting 
etc, usually as 3 business 



centred, -centred adj (also centered Am) lonly sfer nourl having a 
particular person or group as the most important part or focus o 
<omexfing 

charity . plural charities) ) an organisation that gives money, goods 
or help to people who are poor. sick, etc. 

circumstances n. [plurall events or facts that affecta situation 
clarification . C, ] the actof making something clearer or easier to 

understand, or an explanation that makes something clearer 
clarify v (claified, clarifying, clarifies) T] ta make something clearer 

or easier to understand 
elimb v [ increase in number, amount o level 
close dea/sale to reach the point n a deal or sale where everyone 

involved agrees tot 
cloud . [singular] the cloud the nternet used as something that 

fprovides softwareorspaceforstoinginformation, ather than 
aving it on your own computer 

coach v.[T] 1o help someone find ways of mproving their sils and 
abilities 

collaboration . [C, U] the actvity of working together with another 
person, Company, etc. n order to achieve Something 

collective acj shared or made by every member of agroup 
‘come into place 1o start being used in an offcal way 
come o lightif new nformation cormes to light, it becomes known 
‘commitment 1. (U] the hard wark and loyalty that someane gives to an 

organisation or activity 
‘commuting . [U] the process of regularty travelling a long distance to 

gettowork 
company car 1. (C) car that your employer gives you while you work 

for them 
compengation . (U money that e i, specially when 

they hiave worked more hours than s usual, worked on something particularly difficult. etc 
competency n. (€, U] the fact of having enough skillor knowledge to 

o something to 3 saisfactory standard, or the skilland knowledge 
someone has. 

competent acj having enough sl knowledge or abity to do 
something to asatifactory standard 

competitive edge 0 singular] something that makes a person or 
business able to compete successfully against other people or 
businesses 

competitiveness . (U] the abilty ofa company, country or product to 
compete withothers 

completion 7. (U] the act offinshing something 
‘complex ad) cansisting of many diferent parts and often difficult to 

understand 
compulsory adf. something that s compulsory must be dane because ft 

is the aw or because someone in authority orders you o 
conceptr. [C]1.an dea for 2 product 

2anidea of how something is or should be done 
concern . (singulzr, U]  feeling that something or someane s 

important and that you want them to be hzppy 
conduct, U theway somecne ehaves especil i puic. e 

job.etc 
confident adj. Inot before noun] sure that something will happen n the 

way that youwant o expect 
confirmation . [C, U] 3 statement, document. etc. that says that 

something s correct or true 
connectivity . [U]the ability of computers and other electronic 

equipment to connect with the internet or with other computers or 
programs 

consensus . [singulzr, U] agreement amonga group of people 
conservation . [U] the protection of natural things such as animals, 

plants, forests,etc. o prevent them from being spoileci or destroyed 
consider [, T/ o think about something carefully, especialy before: 

making a choice or decision 
consistentac]. always behaving i the same wiay or having the same. 

attitudes, standards, etc ~consistently ady. 
constructive adj. useful and helpful, or ikely o produce good results 
consult .1, Tl o discuss something with someane or sk for 

information, especially 5o that you can make a decision together 
consultant . (] someone whose ob s o gve peopleor businesses 

advice o training in a particular area 
consultative acj [usLally before noun] providing advice and suggesting 

solutions o problems 
consalting firm . (C]a company that gives advice and traning ina 

particular area to people in other companies 
consumtion n. [U]the amount of energy; oil. electiciy, etc. thatis 

used 
conversion n. €, U the number of sales thata website makes n 

relation to the number of people who look at the website: 
oty 11110 cange or ke something changefom ane ting to 

‘another 
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convince n [T]to persuade someone to do something 
cope . (I tosucceed in dealing with a difficultproblem or situation 
corporate ad lonly before noun] belonging to o elating to @ 

corporation 
corparate culture n.IC, U] the way that peoplein a corporation think 

and behave 
corruption . (U] dishonest llegal o immoral behaviour, especially by 

someane with power 
cost-efficient ad. saving money by making a product or doing an 

activityina better way. 
crash n [Clan occasion on which the stocks and shares n astock 

‘market suddenlylose a ot of value 
credit crunch . C)a time when borrowing money becomes difficult 

because banks reduce the amount they lend and charge high 
interest rates 

crisis . plural crises) (€] 2 situation in which there are a Lot of problems 
‘that must be dealt with quicky 50 that the ituation does no get 
worse or more dangerous 

ritesia . [plorall the tandards that you Use to judge something or 
make 3 decision 2bout something 

rticism . C, Ul remarks that say what you think s bad about 
sameane or something 

cross-functional ad; relating to doing different jobs or actiities, or 
involving peaple from different areas of a company wha do diffecent 
jobs or activities 

culture . [C, U the atitudes or belefs that are shared and accepted by 
a particular group of people of n 2 particular organisation 

data . plural, U information or facts about a particular subject, 
especially i a form that can be stored and used ona computer 
data dump . ] an 2ctof copying information from one computer 
toanother, especiallya very large amount of information 
data mining . (U] the process o using a computer to examine large 
amaunts of information, for example about customers, i order to 
find out nformation that s not easly naticed 

deadline n.[C] date ortime by which you have to do or to complete 
something 

declinev []fsales, profis, production, ec,decine, they become less 
define v [T] to describe something correctly and thoroughly, and to say 

wihat standards,imits, qualities,etc it has that make it different 
from other things 

delegate v [, TJto give part of your power or work to someane else, 
usuzlly someonein  lower position than you 

demorstrae 1o show tht 0u have aparcuaraiy, qusy or 
feeling 

demativate v [T]to make peapte Less willing to do theirjob 
depression 1. IC, Ul long period during which there s very itle 

business actiuty and many people do not have jobs 
develop v (1T} to become stronger or more advanced, ot make. 

Someone or something do this 
development . [U] the teaching o learning of a range of skils that 
‘Someane can use in many different positions and n their future 
careers 

devit'sadvocate . [C] someone who pretends to disagree with you in 
order to have 2 good discussion about something 

digital od relating to computers or ather devices that store or send 
information electronicall in the form of numbers, usually ones and 
2er05 
digitatimmigrant n. C] someone who s not very goad at using 
digital equipment sich as computers or mobile phones, because 
they have only recently started using them 
digital ative (Clsomeone wios verygood at using digial 
equipment such as computers and mobile phories because they 

used them since they were young 
digital nomad n. [C] someone who uses digital equipment such a5 
computers and mobile phones to do their work or run their business 
from anywhere that has a connection to the nternet 

digitalise (al50 digicalize) . ] o change to using compurters or other 
digital devices I order todo something 

digital persanal assistant . (€] small igital device, for example a 
smartphone,that you can speak on order o ask tto do tasks 

dimension 1. (C] 3 partof a situation 
distupey, [7]to start doing something i a new and mor effective way 

that changes the way an industry daes things 
disruption . (U] the process of beginning to do something ina new and 

more effective way that changes the way an industry does things 
disruptive 2d] 1 causing problems and preventing something from 

entinuing i s ustalway 
2 changing the way an industry daes things by doing something ina 
new and more effective way 

disuptor (€ person orcompan that changesthe wayanndusry 
‘doesthings, by doing somethingin a new and effective way 

distraction n [C, U] something that stops you paying attention to what 
youare doing 
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distrust . [U]a feeling that you cannot trust someane. 
diverse adj. very diferent from each other 
diversty .Ul hefactof ncuding many ciferet types o eople or 

things 
dividend (03 artof a company's prfictha s diced amang the 

peaple with shares in the company. 
donate v [T/t give something, especially money,to 3 person oran 

organisation n order to hel them 
‘downturm . [C usually singular] a period in which business activity s 

ecuced and conditions become worse 
dress cade 0. C] he way that you are expected to dress ina particular 

situation, especialy as an employee of a partcular company 
drop? n [singular  fall n the amoun, level o number of something, 

especially 2 large or sudden one 
drop? . 110 all 10 a lower evel or amount, especialy a much lower 

level or amount 
eam v [T]to do something o have qualties that make you deserve. 

something 
earnings . [plurel the proft that a company makes n 3 particular 

period of time 
ease v [T]to make a rocess happen more easily 
EBIT . [Cusually singuler] the abbreviation for earnings before 

interestand tax - the amount of profit  company makes after s 
costs have been taken away but before any tax has been paid and 
before any maney eamed from interest payments has been added 

eco-friendly ad; not harmful to the environment 
effective 2c] working welland producing the result or efect that was 

wanted or ntended 
effectiveness . [U]the fact of working well and producing the result or 

effect that was wanted or intended 
efficiency n. [U] the quality of doing something well and effectively, 

without wasting time, maney or energy 
efficient ac], working well without wasting time, money or energy 
elaborate . [T} to give more detalls o new Information about 

something 
embrace v [T/ o eagerly acceptanew idea, opinion, way of doing 

something, etc 
‘emotional intelligence . [ the abily to understand and control 

your own emations, and to understand and deal with other people 
incaring way 

empathy . [0 iy t undersand therpeoples eengsand 
problems 

employment 1 [U]the condition of having 2 paid job 
empower v [T]o give someane more contral over their own lfe or 

situation 
enable v [7]o make it possible for someane to do something, or for 

Something to happen 
encourage v.{|,T] to persuade someone to do something 
end of play n. (U] (abbrevition EOP) the end of the working day 
engage v [T} to communicate well with someane and involue them in 

a process or activity 
ensure BrE, insure AmE v, 7] to make certain that something will 

happen properly 
entrepreneurial ad. having the qualies that are needed to start a 

company an arrange business deals,such s the ablty to take rsks 
equity . (U] the money that a company has available to use that comes 

from shares rather than from loans 
establish . [T]to tart a company, organisation,system, etc. that s 

ntended to exist or continue for a long time 
estimate 1]ty o judge ch ale, sz speed, cos e of 

Something, without calculating it exactly 
ethical ad] 1 connected with principles of whatis rghtand wrong 

2morally good or correct —ethically ad. 
ethics . [plurall moral rules o principles of behaviour or deciding 

what S right and wrong 
evaluate . [T] o carefully consider something tosce how useful or 

valuable ftis 
‘excessive ag) much morethan s reasonabie or necessary 
‘execute . [T]to do something that has been carefully planned 
executive . [C]someone who has an important job as a manager ina 

company or business 
‘executive summary 0 1 short statement o piece of wiiting that 

gives the most important points of a business report o proposal 
‘exhibit v [T to clearly show a particular quality, emotion or ability 
‘expand on/upan phr v 1o add mare detais of information to 

sometfing that you have already said, 50 that it s more complete. 
‘expectation 1. [C usually plural a feeling or belief about the way 

something shauld be of how someone should behave 
‘expertise n. [U]special skils or knowledge in an area of work or study 
extend v IT] o make something include mare people or things 
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‘extemal ad] coming from of happening outside aparticular place or 
organisation lggposite nternal) 

face v [1]to have a ifficult problem or situation that you must deal 
with 

facilitate . [1 T} to make 3 discussion, meeting, etc. run well 5o that 
everyone has a chance to speak and gve ther deas and the group 
can make any decisians together 

faclitation . [U]the process of making a discussion, meeting,etc. run 
‘wel 50 that everyone has a chance o speak and give theirideas 
and the group can make any decisions fogether 

faclitatar . [C] someone who makes a discussion, meeting, etc. run 
well 5o that everyone hasa chance to speak and give their ideas 
and the group can make any decisions together 

fai ad] a fairsituation, system, way of treating people, or judgment. 
seets reasonable, acceptable, and right —fairly ad. 

fairmess n. (U] the quality of being far 
i trade . (Ul the activty of making, buying and selling goods in 
away that is morally ight,for example by making sure that the. 
people who grow or make a procuct have been paid a fai price for it 

fast fashion . [U] inexpensive clothes that are designed and made 
quckly and thatare vryfasonable, buthat are ot nshps o a 

ng time. 
feedback . (U] advice criticsm, etc. about how successful or useful 

something is 
fld 1 C13 subjcthat people sy o voled 3 parof har 

wor 
financialinstitution . [C]a business organisation that lends and 

borrows money,for example 3 bank 
finandial services n [plurall the business activty of giving advice about 

investments and selling investments to people and organisations 
flexibility . U] the bty to change or be changed easily to suita 

different situation 
flexible hoursa situstion [nwhich an employer allows peaple to 

choose the times that they work so that they can do other things 
follow v [1,T]to understand something such as an explanation or story 
forecast . [T]to make a statement saying what s likely t happen in 

the future, based on information that s avalable now 
formv.[]to tart an arganisztion, comittee, governiment, etc. 
forum . [C] aweb page where people can discuss something by writing 

and replying to messages 
frameworkn. [C]a set o ideas,rutes orbeliefsfrom which something s 

developed,of on which decisions are based 
freelance 1, (€] someane who works independently for different 

companies rather than being employed by one particular company 
Rl L AT Ttodoor providewhatis necesar o 

neede 
funetional 2. reating to doing ne job or activity, or relating to the 

people ho dothat job or activity 
garment . (] a piece of clothing 
‘gather v.[T] o get things o information from diferent places and put 

them together in one place 
‘globalisation (a0 globalization) . (U] the fact o companies doing 

businessin many cauntries all around the world 
‘go forward phi v.[1]f something that i planned to happen goes 

forward, fstarts o happen or tarts o make progress 
g0 over ph.  [T] o repeat something, especially in order to explain it 
g0 the extra mile to try a litle arder n oder o achieve something, 

after you have already used a ot o effort 
‘goaln,[C)something that you hape to achieve in the future 
gross adj.relating to 2 total amount before any tax or costs have been 

taken away (opposite net) 
group. [C]alarge business organisatian that cosists ofseveral 

companies that all have the same owner 
‘guarantee . [C]  formal promise that something wil be done 
hierarchy . (plurat hierarchies) (C, U] an organisation or structure in 

wehich the staff are ofganised n levels and the people at one level 
have authorityover those below them 

high-growth ad) relating to companies whose esings areincreasing 
much faster than the rate atwhich the economy s growing 

highlight . [7] o make a problem or subject easy to notice so that 
pedple pay attention to t 

hita prablem/snag etc. to experience trauble, problems, etc 
housing market n (C usually singular] the number and type of hauses 

that are available in a particular area, how Mmiuch they cost, etc. 
‘humanaid adj having a human shape and human qualities 
dentify . 1] torecognise something and understand its qualtes 
image , [C] the general opinion that most people have of a person, 

arganisation, product etc 
impact . [C)the effect or infuence tht an even, situation, etc_has on 

Someone or something 
implement v [T] o take action or make changes that yo have offcially 

decided should happen 



implementation . 1] the process of taking action and making changes 
that you have offcaly decided should happen 

incentive . (€] something which s used to encourage people to do 
something,especiall to make them work harder, produce more o 
spend more money 

increase . [C]arise in amount, number or degree 
induction . (€U the nitoducion an riningof someone n  ew 

Jo 
industry . €] businesses that produce a partcular type of thing or 

provide 2 porticular service 
infrastructure . (€, U] the basic systems and structures that a country 

o organisation needs n order to work property, for example roads, 
railways, banks, etc 

initiative n. [C11 20 important new plan or process, done to achieve 
particular aim or to'solve a particular problem 
2take the initative to take responsiilty for doing or controlling 
Something, and make decisions without witing for someane to ell 
youwhat to do 

innovate v [ to design and develop new and original products 
innovation . (U] the ntroduction of new ideas or methods 
innovative acj.an innovative idea or way of doing something is new, 

ifferent, and bette than those that existed before 
insolwent 2. ot having enough money to pay what you owe 
insufficient ad. ot enough, or ot large enough 
integrity n. (U] the quality of being hanest and strong 2bout what you 

believe to beright 
interconnected ad.joined together ither physicallyor electranically 
interest rate . C] the amount charged by a bank, etc. when you 

borrow money, o paid to you by a bank wheryou keep maney inan 
account there 

internal ad} within a company of organisation, rather than outside it 
{opposite externall 

internationalisation (a(so intemationalization) n. (U] the process of 
making something ntrtationl o bringin t under miematonal 
control 

interpersonal skills . [C usually plurallthe abilty to commuricate 
‘and work well with other peaple and understand their feelings and 
needs 

intranet n.(C1 computer network used for exchanging or seeing 
information within a company 

nvest v [T o buy shares, property or goods because you hope that 
the value wil increase and you can makea profit 

investment . C] something that you buy,such asshares (<one ofthe 
equal parts 3 company's ownership i civided into), bonds (=official 
documents thatsaya government wilpay youbackmor han 
the money you Used to buy the document)ar property (=land or 
buildingsl,inorder to make 3 profi ater 

irvegular acj not happening or done at the normal time for doing 
<omething 

imitation . [C) something that makes you annoyed 
isue . [C]a subject o problem that s often discussed or argued about 
jumior ad) having 3 low or lower rank n an organisation or a profession 
keyadj very importantor necessary 
kick off phr v {1 T] to start something such as  project, meeting or 

event 
tabel . [C]a company thet makes something such asclothes, or music 

recordings 
labour-ntensive (aso labor-intensive AmE ad]. needing ot of 

workers in order to o or produce something 
Law-abiding ac]. respectful of the Law and abeying it 
lending . [U]the process or actvty of allowing someorie to borrow 

money from a bank or ther financialnstitution 
lengthy adi. (lengthier, lengthiest) continuing for  long time, often 

too long 
limited partner . [C]someone wha invests na new business but 

does not have control of the business, and s esponsible for the 
businesss debts only up o the amout they nvested n ¢ 

line . [C]a type of product that a company makes or sll,often with 
severaldifferent sizes, models, etc 

tine manager 1. (C)someane who's one level igher in rank than you n 
‘acompany and s in charge of your work 

toan n [Clanamount of meney that you borrow from a bank, financial 
institution,etc 

tang-term ad relating toa long period of time into the future 
(opposie short-term) 

tossn.[c]the fact ofno longer having something that you used to 
haie, or the fact of  business having tess money tha it did before, 
especially because of spending more than t earns 

layalty . [Ul the quality of always supporting your friends, company, 
country etc 

mainstream acj. accepted by or sitable for mostordinary people 
ke up ground 6 ke progres tonrdsbecoming succesl agin 

after a period of having difficultes 
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make your mark o have an important or permanent effect on 
something 

make your mind up/make up your mind to decide which of two or 
‘more choices you want,especialy after thinkingfora long time 

manage v [T]1 to director control a business o department and the 
‘peaple, equipment, and money involved in it 
2to5ucceed in doing something difficult, especially after trying 
very hard 
management ] the ity fcotrling and organisig the 
wiork thata company or organisation does 
2the people who are n charge of acompany or organisation 
3 the process of dealing with something difficuit and controlling the 
effectsthatit has 
change management . (U] the process of organising and 
intraducing new methods of working in 2 business or other 
organisation. 
conflict management . [U]the abilty to dealwith arguments or 
disagreements i a sensiole, fair way 
time management . [U] the actviy or il of controlling the way 
You spend your time inorder to wrk as effecively as possible 
waste management . U] the actviy of controliing or organising 
o company or area gets id of unwanted materials or 
substances 

‘margin also profit margin) . [C, U] the amount of profit a business 
‘makes when selling something, after taking away what i costs to 
produce it 

market n. [C]1.a particular country, area or group of people to which a 
‘company sells o hopes to sellts goods or services 
2 the business of buying and seling shares, the place where thisis 
done, or the companies that are involved i t (-stock market) 
mariet research . (U] a business activity that involves collecting 
information about what goods people n  particular area buy, why 
they buy them, etz 
market share . C. Ul the percentage o sales ina particular market 
thata company or product has 

maximise (also maximize) v [T} to increase something or se itin a way 
that gives youthe best value or resultlopposite minimise) 

‘measurev [T} o judge theimportance, value, o true nature of 
something 

‘menial ad) merial work needs tleskilland s usually bedly paid 
‘mentee n. €} someane who s getting help and advice from a mentor, 

%o help them in their work 
‘mentort . C] 2n experienced person who gives advice ta less 

experienced people o help them in their work 
mentort v [T] to be someane's mentor 
‘mentoring . (U] 2 process in which people with 3 Lot of experience give 

dvice and help other peaple at work, o young peaple preparing 
forwork 

‘mergev. {1, f two or more companies, organisations, etc. merge, or i 
they are merged, they join together 

‘millennial n. [C]someone who was bornin the 19805 or 19905 and 
became an adult during or fter the year 2000 

minimise (also minimize) v. [T to make something seem less important 
or dificult (opposite maximise) 

minimum acj. the smallest orLeast that i possible, allowed of needed 
minimum wage , sngulr]he lowest amount of money thatan 

‘employer can legally pay to 2 worker 
mixed adj. having some good and some bad parts o features 
moral ad. rlating to ideas about what s right and wrong behaviour 
morale . (1] the {evel of confidence and positive feclings among a 

group of pecple who work together 
mtiuate 1] 0 encoutage someone and makethern w0 work 

ard 
motivated 2d] eager to dosomething or achieve something, especially 

because you find it nteresting or exciing 
mriuation, U] eagemess and wilingnessto dosometting wichout 

needing o be told orforced to doit 
movement (€2 roup ofpecplewho har the samedeas o beles 

and who work together to achieve a particularaim 
sl k. relating o eelingsor helpthat two peolegve esch 

other 
needsanalysisn € the procesof fnding ut hata persrn or goup 

needs to learn or know in rder to improve their skils, knowledge. 
etc 

negative 1. (C] something bad or harmful opposite positive) 
negotiatev [, ] to discuss something i order t reach an agreement 
negotiation n [C usualy plural, Ul official iscussions between groups 

whoare trying to reach an agreement 
netad]  net amaunt of maney is ane that remains afer things such as 

costs and tax have been taken away 
objective n. (C]something that you are trying to achieve: 
abstacte n (] something thet makesit difficult to achieve something 
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nline training . (U] the process of using compuiters and the internet 
toteach the skils or knowledge needed for a particular job 

on-the-job adj. while working, or atwork 
‘open adj. willing to consider something new or to accept something 

new 
‘openness n U] the quaity of being honest and wiling totalk about 

things and accept newdeas and people 
open-plan adj. an open-plan office, school, etc does not have walls 

dividing it into separate rooms. 
operating cost . [C usually plarall 2 cost involved in the general 

funning of 2 business or organisation 
opportunity . [C, U] 2 chance to do something, especially something 

Interesting or Something that wil improve your situation 
‘optimistic ad] believing that good things will appen i the future: 

(opposie pessimistic 
option n.1C1a choice you can make i a particular situation 
‘organic ad) relating to methods of growing plants without using 

artificial chemicals, or produced or grown by these methods 
organisational behaviour a(so organizational behavior Amé) . [C, U] 

the way in which the people in an organisation work together, and 
how thisaffects the organisation as a whole 

outside the scope of something to not beincluded in the range of 
things that a subject, activity, book,etc. deals with 

overlaaded s having more ok, infomation.ex.than you can ceal 
wit 

oversee v (pasttense oversaw, past partciple overseen) T to be in 
charge fagroup of warkers and checkthat 3 pec of workis done 
satistactorly 

oversightn. €, ) a mistake in which you forget something or do not 
notice something 

overtime n. (U] time that you spend warking in your job in addition to 
yournarmal warking hours 

overview 1. [C]ashort description of asubject or ituation that gives 
the main ideas without explaining althe cetails 

overwhelmed 2. having too much work and feeling ke tistoo 
dificultto deal with it 

paraphrase u [T} o express n ashorter,clearer o different way what 
someane has said o written 

partnership . C, U] a relationship betuween two people. organisations 
o couniisthat work ogetfer,or e stuation fwerking 
together 
ot partnership . (U1 busines rlaionsip i whichtwo 
companies or orgarisations work together on & particular project 
and share the costs and profits 

‘partner up ph.v. ] to work with someone on a business project 
passion 1 (C]a very strong liking or something 
pay n.[U) money that you are given fo doing your ob 

Ay ate 1. C 2 paymentor 3 obthts et accarding to a sandard 
sca 
pay rise aiso pay raise AmE) . [€]an increase in the amount of 
maney you are paid for doing your job 
pay structure 1 ] the way in which dfferent amounts of pay are: 
connected with ifferentjobs and levels ofresponsibiliy 

performance . (U] the way that someone does theirjob, and how well 
theydoit 
performance-elated pay . [U] money that you earnfor your work, 
‘which s increased ifyou do your work very well 
performance review n. [C]a meeting betyeen amanager and a 
‘worker to discuss the quality of someane’s workand how wellthey 
dotheirjob (-appraisal. 

personalisation (350 personalation) L0 te proces of designing 
o changing something so that it s suitable or a particular person 
—personalised ac] 

personalise s personalize) 1] 0 designor chinge something so 
that tis suitable fora particular person 
rspective 1. [C] 2 way of thinking about something, especally PR which s nfuenced by he e of personyouare o byyour 
experiences 

persuade 1. [T] to make someone decide 0 do something, believe 
something or feel sure about something 
ssimistic ad], expecting that bad things will happen in the future or 

Pt omething will e  bad el oppasie optmistic 
petition . [C]a written request signed by a ot of peaple, asking 

someane n authority o do something or change something 
pickup on phr v.10 retum to a point or an idea that has been 

‘mentioned and discuss ftmore 
picture . [C]the general stuation n 2 place, organisation, etc. 

the big picture the general situation, considered as 3 whole 
piece rate . (C]an amount of money that s paid for each item a worker 

produces, rather than for the tme taken to make t 
platform n.(C] 3 partcular type of computer systern or software that 

can be used to create applcations 
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policy . [C] course of action that has been officially agreed and 
chosen by a politcal party, business or other organisation 

position n [C] formalajob 
positive . (€] quality or feature that is good or useful (apposite: 

negative). 
pastpone v.T]to change the date or time of a planned event o action 

103 laterone 
potential ). ikely to develop into a particular type of person o thing 

inthe future 
practice . [C] something that people do often, especialy a partcular 

way of doing somethiing 
predict . [T]to say what you thinkwill happen 
prediction . [C, Ul a statement about what you think s going to 

happen, orthe act of making this statement 
predictive adj.relating o a systen'sabilty o use information tosay 

whats likely to iappen next 
present . [T toshow or describe someane or something 
presentation . C, U] an event at which you descrive or explain a new 

productor idea, or the way i which you show or explain something 
press release 1. [C]an official statement giving information to the 

newspapers, radio or television 
prioritise (als prioritize) v [, ] put several tasks, problems, etc. in 

order of importanice, 5o tat the most important ones e done first 
priority 0. [C]the thing that is more important than anything else, and 

that needs attention frst 
High prioity importantand needing o be done o deattwitn 
quickly 
Low priority not important and not needing o be dore or dealt 
with quickly 
top priority the thing that you think s most important 

‘proactive agj making things happen or change 
‘problematic ) involving problems and difficultto deal with 
‘process n. [C|aseries of actions taken to perform a particular task or 

achievea particular result 
productiny . [Uhe e ot nhich goads reproduced and the 

amaunt produced in elation to the work,time and money needed 
o produce them 

prfile (€1 ashort desciptonof sameane or something, guing the 
most important detals 2bout them 
2 raise/increase your profile if2 person or an organisation rases 
their profle, they get more attention from people 

profitn [C, U] money that you gain from selling something, or from 
‘doing businessin  particular period oftime, after taking away costs 

profitabilty n. U] the amount of profita company makes 
promote . [T]1to give someone a better-paid, more responsiblejob i 

acompany or organisation 
2 totry hard tosell a product or service especally by advertising it 
widely, reducingis price, etc 

promation . [C, T the factof getting a better paid and mare 
responsible]ob or position ina company or organisation 
2an activity such as specia advertisements or free gifs ntendedto 
sell prodctor service 

proposal.n. (€, Ula plan or idea which i suggested formally to an 
official person, r the process of suqgesting 2 plan or ce2 

propase v [T} tosuggest something such as 2 plan or course of action 
public [singutar] the public ordinary peaple who do not work for the 

governmentor have any special position in society 
publicity . (U] the attention that someone or something gets from 

newspapers, television, etc 
putsomething s off i 1 toelay dong something orto aange 

dosomethingat a lter time or date, especially because there s 
problem oryou do not want to do t now 

‘qualification . (C usually plurall an examination that you have passed 
atschool, university or in your profession 

‘quarter n.[C1a period of three months 
‘questionable adj not ikely to be good, honest or true 
rapport . [singular, U riendly agreement, communication and 

Understanding between peopl 
real economy n. (U] the real economy the part of the economy that is 

concemed withacual producing goods sndsevces, s opposed 
0 the part ofthe economy thatis concerned with buying an 
selling on the financial markets 

realtime n. (U] system in which a computer deals with information as 
it receives it and s able to use ths information to change how itis 
doing task 

re-assess, reassess v.[1] to think about something again carefully in 
‘order o decide whether to changeyour opinion orjudgment about 
it 

recapy. [, Tlto repeat the main points of has just been said 
recede v i prices, nterest rates, etc. recede, they decrease 
recession . (C, Ul a diffculttime when there s less trade, business 

activty, etc ina country than usual 
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recagnise (2150 recognize] v [T] 1 to 2y publicly that someone has 
done a good job or achieved something gaod 
21 notice samething and know wht fisar what it means 

recagnition . [singular, U] public respect and thanks for someane’s 
wiork or achievements 

recommend v [T} 0 aduise someane to do something, especially 
because you have special knowledge ofa situation o subject 

recover . 1] o return to anormal condition after a period of trouble 
or difficulty 
2[1]to get back maney that you have spent orLost 

recovery . (lural recoveries) C, Ul when prices, sales, etc. increase o 
the economy grows again ater a dificult period of time 

recruit . [C] someone who has recently joined a company or 
organisation 

recruitment . (U] the process or the business of finding new people to 
viork for your company 

redundancy . (plural redundancies) C, U} E7E a sizuation in which 
someone has toleave their job, because they are no onger needed 
(=lay-off AriE) 

redundant adj B ifyou are redundant,your employer no longer has 3 
o o1 vau claid o AE RIEETORRLG 

re-entry . [C, Ul the act ofstarting to be involved in something again 
refine v [T] to improve a method, plan, system, etc. by gradually 

making slight changesto t 
reflecty. L Tto thik el abou omething that s happenedor 

1033y something that you have been thirking about 
regret . [ notIn progressive] o feel sorry and sad that something bad 

has happenad, esecially when you caused the problem 
reinvent ¢ reinvent yourselfto do something diffrently from before, 

especiall in order o improve or change your career 
relocate v [, T}ifa company or worker relocates or s relocated, they 

move to3 diferent place 
relocation . (U] the process of moving to 3 diferent place for your job, 

or ofa campany moving toa different place 
rely on ph v [T]totrust or depend on sameone or something, 

especially 0 do what you need 
remately ac. from far away 
reputation . C]the opinion that people have about someane o 

something because of what has happened in the past 
request . [T] o ask for something i polite r formal way 
resst 110 efus o acept o agree 03 changeor o someting 

Someane wants youto do 
resistance . (singutar, U] a refusal ta accept or agree o something 
resources . [C usually plurall something such as money, property,skil, 

labour etc thet a company has available 
respect . (U] the belief that something or someane isimportant and 

Should not be harmed,treated rucely, etc. 
responsiblead abe o b uste,becase ou cceptyou e 3 ity 

to look after something or sameane and behave in a moral way 
socially responsible 2] behaving in 2 moral way towards socity, 
for example by being far taking care of the environment, being 
involved in your commurity, etc 

responsive ad) ready to react in 2 useful or helpful way to problems, 
‘complaints, market changes, etc. 

restructure v.[1T] fa company restructures, or Someone restructures 
. itchanges theway it s organised orfinanced 

retain v [T]ifa company retains workers, the workers stay with the 
company rather than taking jobs with other employers 

retention . U] when workersstay witha company rather than taking 
2job with another employer 

retire [ totop working, usually because you have reached a certain 
age 

retirement 1. C, Ul when youstop working, usually because of your 
age 

return (a1so return on investment, abbrevistion ROI . [singutar, Ul 
the amount of profit that a company gets from something n a 
particular period o time, n elation to the amount it has invested 
init 

revenue (a1 revenues pLural n. ] maney that  business or 
organisation receives over a period of tme, especially from selling 
goods or senvices 

review' [T to examine asituation or process carefully n orderto see 
ifchanges are needed or it can be improved 

review? n.[C, U] a careful examination of a ituation or process, 
especially tasee ft can be improved 

revise v [T} to change something by adding new information, making 
improvements o correcting mistakes 

reward' n [C] something that you receve because you have done 
something good or helpful 

reward: T} v someanesomething,such s money, becausethey 
have done something good of helpil 
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reward system 1, [C] s system in which employees receive extra money. 
or other advantages from their employer, especially for achieving 
particular results 

vewardingac) making you el happyand satifie bcauseyoueel 
o are doing something usefulor important 

rise thraugh the ranks to make progress i your job, moving from a 
Lo positon o 3 high position with more respansibity 

riskyn.[C, U] the possibility that something may be lost, harmed or 
damaged,orthatsomething b, unpleasnt of cangerous may 
appen 

ik assesment . c an examinationof the possberiss nvotved 
in doing something, 5o that organisations can decide whether 
Something s worth doing and how they can reduce the risks 

role . IC] the way in which someone or something i involved i an 
activiy orsituation, and how much influence they have on it 

raom 1. there is oom for improvement used to say that something s 
ot perfectand can be improved 

routine . [C. Ul the usual order in which you do things, orthe things 
you reqularly do 

sabbatical n (€] 2 period of time when someane takes an agreed break 
from theirworkin order tostudy or travel 

salary n. plural salaries) (€] money that you receive s payment from 
the organization you work for usually paid to yau every month 

savings n. plurall all the maney that you have save, especally ina 
bankor financial nsttution 

schedule (3 planofhatsomeone s going o dond when hey 
aregaingtodo it 
behind schedule when events are happening later than the time. 
thatwas planned 

scheme . Cl an official plan or system for doing something or 
providing something (~program Arél 

sector . (clall the organisations or companies n aparticular area of 
activity industry, etc 

seminar . (C]a class on 2 particularsubject, usualy given as  form of 
training and often & few hours o days long 

senior ad) having a high position in an organisation, company, etc 
sesslon . (€] period of time used for a particular activty, especally by 

3910 of people 
setv.[T] o decide that something should happen o be achieved 
setback . €] problem that delays or prevents progress, or makes 

things worse than they were 
sectle v {110 feel comfortable, calm and relaxed in new sicuation, 

place, job, etc 
severity . (U] the quality of being very bad or very serious 
shadow v.T] towatch someane very closely or work with therm in 

order o learn how they do their job 
shame . (U] the feeling you have when you feel guilty and 

embarrassed because you, or someane who s close to you, have 
done someting wrong 

share..[C] one ofthe equal parts nto which the ownership of a 
company s divided 

shareholder n. [Cl someane who awns shares in a company or business 
short-term adj. continuing for anly a short time, or concerned only 

‘with the period of time that is nat very far into the future (opposite 
long-term) 

significant a. Large enough to be naticeable or have noticeable 
effects 

sicfigure 2. oy beore toun used todescrbe number thtis 
100,000 of more, especielly an amount of money. 

skilLy, [C]an ability to do something well, especially because you have 
learned and pracised it 
skills set 1, (C] all the different skls that are needed to do a 
particular job 
soft siill . C usualy plural] an abilty o get along with and talk 
o ther people, underscand and deal with your own emotians and 
tasks, and behave properly i many diferent situations 

slowdown . [C usually singular] a time when thereis less activity 
social integration . (U] the process of including people from different 

countries, races,religions, abiitie, etc. into  group, organisation or 
society 5o that everyone feels hat they belong there 

sourcev.[T]f3 company sources materials, parts, etc from a particular 
place, it gets ther from there 

specialised (also specialized) ad] designed or trained for  particular 
purpose o type of work 

specialist n. (C]a person or business that has 2 lot f il or knowledge 
ina particular subject 

spidergram 1. [C]a way of organising informatian,in which you put the 
subject in the middle and draw lines to other information about the 
subject (-spider diagram) 

stable ad) not likely to move or change 
stakehalder . [C]someone who has good reasons to be nterested in a 

company, orgznisation or saciety and what it does or what happens 
toit, often someone wh hasinvested money n it 
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standard . (€] asize, shape, quality, exc. that s usualor accepted, and that can be used i measure or udge something s status . [Ulyourscia o proessonat ankor posn, considered in relation o other people 
steady . Gteadie,steadiest) continuing or developing gradually o “wthotksopping 
stock market 1. singular]the business of buying and seling shares,the lace where s done o the companil st are el i 
straight answer 1. [C] an answer that is honest and direct and does not. e anyaces 
strategy . (€] a plan orseries of plans for achieving an aim 
stressful ac) 2 job, experience o ituation that s stressful makes you oty a ot 
structure! n C] the way in which the parts of something are connected with ach other and orma whole 
structure? v [1] 10 arange or organise the different parts of something ntoa et order 
strucured . caretulyorgrise,planedor aranged 
style . (C]the particular way that someone does something or deals ithother peope 
subsidised (a(so subsidized) adj, if an activity, food, housing, etc is subsidised, the qovernment o an organisation has paic or part of the costs so that peaple do not have to pay a3 much 
sufficient acj as much s s needed for a particular purpose: 
sum (something «-»1up phr v [L,T] to use only a few words to describe Someiing o Gue he mait ormatan 1om  eper, spesch, e summaris oiso summarize [, T o e or <oy ot stement giving only the main nformation and not the detals o a plan, S epbit etc 
summary n. (ol summaries) Ca hortstatement o pice of writing that aives the min information about something, without qiving al the details 
supplier n (€] a company that provides 3 partcular type of product 
supply chain . [C]the series of companies tat re involved in making ‘bartsof a prodiict and getting the product from the manufacturers 

1o the public 
suppart 1. [U] 2pproval, encouragement and often help for a person, e plan, e 
sustainability n (U] the abily to continue doing something or making Something without causing damage to the envitonment 
sweatshop 1 [C1a small business, factory, etc where people work hard inbad conditions for very ltlé money-used to show tisapproval 
‘symptom . (C]a sign that a serious problem exists 
system n (Clan arrangement or organisation of ideas, methods or ways Srwerking 
takeover . [C]the actof etting control of a company by buying over S0 percam o s hres 
take something on board to listen to and accept a suggestion, idea, e 
talented ac. having a natural abilfty to do something well targett (] et uch s ot an amountor s me whichyou St achieve 
target? ad] target market/audience the group of people that 3 

‘product, service, idea, etc. s aimed at 
team-building n (U] the process of getting employees to work Dgether welland commiricate Shentuel 
team up ph v 1 t0join with someone n order to work on something 
tension 1. (U] the feeling that exists when people do not trust each otherand may suddenly start arguing think ut loud 0y wht you e thinng, without talking 0 anyone in particular and someimes in order to Givean idea that s not fully deleloped 
time . 

ahead of time done earlier than the time when something should Secone 
by the time after somet 
intime done or finished 
dane or finished 
make time for something to lan so that you have time available forsomething 
out of ime not having any more time available for something spend time to use time doing a particular thing,or pass LM i 3 particular place ime ismaney used o say that wasing tme o delaing semething ot money 

timeline 1. (Ca plan for when things will happen 
to-dolist . (C st of all the tasksyou need to do 
tool n. [C] a piece of software, a piece of equipment, a device or a skill Uit you e 0 Go s partcult ook 
track . on track continving to workin a way that makes you lkely to Schiove te ety wont 

else has already happened 
efreth time when et mustbe 
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trade fair . (C]a arge event when several companies show their goods. or senvices n e place, to try tosell them 
trainer 1. (C]someane whase job i to teach peaple skils fora particularjob or activity 
training n ] the process ofteaching of being taught the sils for a particular job or activty 
transformation n.[C, Ul a complete change in someane or something 
transition . [C, Ul the actor pracess of changing from one stateor form toanother 
transparency n. (U] the quality of doing things n a way that s easily understaod or can easily be seen 
transparent adf. doing things in 2 way that s easily understood or seen 
transport . [7] to take goods, people, etc from ane place to another in avenicle 
triple bottom line . [singular)a way of examining or measuring how a ‘company's actions have affected It profits the peaple who workfor itorlve n the area, and the environment 
troubleshoot v [, 110 examine problems and find ways to solve them 
thust! . (U] a strong beliefin the horesty, goodness, etc of someone or something 
trusti v (1] o believe that someane is honest of willnot do anything tad orwrong 
trustwarthiness . (C] the qualty of being honest and being able o be trusted or depended on 
tum {something) ¢ around phr v 1T o do something in order to be: successful sqain after a period of being unsuccessful, or to begin to be successful again 
turnover . [singular] the rate at which workers leave an organisation and are replaced by others 
underestimats 1t inkor gussthat somedhings e, cheaper, easier, etc thaniit reallyis 
under pressure having 3 (ot of things that must be dore 
unethical ag] morally wrong 
unforeseen adj nat expected to happen and not planned for 
nion . €} an organisation formed by workers to protect thei rights 
urgency . U] the quality o being very important and needing to be dealt with immediately 
urgent adj.very important and needing to be dealt with immediaely 
valid ad) accepted as reasonable, sensible or useful 
value! 1. [Coften plurall a principle that a business of organisation thinks s mportant and which it tiestofollow 
value . [ o think that someone or something isimportant 
venture capital . (U] money Lent 1o someane sothat they can start a new business 
vintage ad) old, but high quality 
viral ad. goviral 2 picture, video, joke, etc. goes viral, many people. see t and share it on sacial media 
virtual eaity 1] mages produced by a computer hargive you the experience of seeing or belng inside.a real place or physicalabject 
vision . [C]an idea of what you think something should be ke 
visualisation (z(so visualization) . 1U] the practice of using pictures, tables, 6raphs,etc. o show data, so that it is easier to understand 
visualise (also visualize] v [T 0 use pictures, tablss, graphs, etc. to show data, sothatit s easier to understand, 
voice recognition . U] asystem i which a computer understands and obeys nstructions spoken by a person 
volume . €, Ul he totat amount of something 
volunteer » [C|someone who does ajob wilingly without being paid 
water . bein deep water o be n trouble o in adificultor serious situation 
wavelength . be on the same/a different wavelength to have the same ordifferent deas, opinions and feelings as someone else webinar . [C]a lesson or training that is done using the internet, 50 that people n diferent places can al take part using their computers 
weigh something «» up pir . to consider something carefully so that you can make s decision about it 
wiki . C, U] a webite with information that users can change or add things to 
workforce . [singular 3l the people who warkin 2 particular country, industry o factory 
worklife balance . [U] stuation in which you are ablato give the st amouneoftime and ot 0 your workand o your persanal Ufe utside work, for example to your family o to other interests 
workload . [l the amountof work that  personarorgaistion has todo 
workshap . (€] meeting at which people discuss asubject and do practical exercses,especially i order o find solutions to problems workyour way up to work hard and make progress i your job, moving from a low position to. high position with more responsibity 
yield v [T]to produce profics 
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