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Introduction

Career Express Business English B2 s a multimad Irsa, which naz been spacil ¥
desiznad and s ped for students in higher educar . ses the B9 lawsl &% the ME
vhich refls a'hip ture" &r o g B iy i v kr

One of the cormerstanes of Career Express i= the conviction that students need to assume

responsibility for thair own leaming, The course has been devised in sccordance with the principle
is divided u class time and self study. To make the best use of class

aching specialist business [anguage through reading and

ravding ample opoortunity o use the new I3nEUge In discussion, rale-glays

n all of the topics and skills addressad in class is available for axtra practice

ok you haisiura

regl, wrnting actrbas snd fasks for Bu ded wekb rezearch. The re

outside of class can serve 38 3 basis for class presentations. The online digital warkbhook in the

student Sei Study offers the opparlunity for independent pragtice in addit

lessons (sae next page lor details)

e Sludent Web matenal. Caveer Express self Study Online page 3

In Carger Express fluency ks key It is 2 vital skill nat anly in higher education
professional life. This emphasis on natural Ianguage production has the a
enabling students fo develop &nd rainforce their ability (o work in a feam

impartant "soft skl

In short, Career Exprass provides abundant material for stimulsting and realistic

interaction and puts the student in the driver's seat on the exprass journey from stu
CEIEET

The authors

fane Maier-Faircloueh s
was born and raised in the U,5, and
has taught Busmess Studies at a
university for over twenty yvears,
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atch the Wideo "Ar internship abroad™ about business
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alizing and smak

Turn to page 172
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» Businass 10 business (B28)
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* Saying the right thing

Presantations
= Fresenting a prodict
* BDescribing 8 product

Prasantations
* Dpaning and stracturing
present ;

® |cebraakars
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= Achieving a good deal
* The key stapes

* Getling what you need

Meetings
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= Parficipating in meetings
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iy oiishare

A multinationasl’s

strategic approach o
the Chinpse market

Stratagic managmmant -
fakmng the ngnt decismons

The pitfalls of
franckiming

Self Study [sslaction

Thae robis of tenses in carcer [alk | Gremmar
Action verbs for the job-hunt | vocabulary
falking about your achievements | Skille

Finding the-ather hall: slaternents an wark
and pay | Viocabulary

Faormal and infarmal style in emalls | Skilks
Fomming guestions: asking about working
conditions | Grammar

Customer sernce verbalized Vocabulary
Talaphoning: anticipating the customar’s
neecs | Skille

Timawiza: for - Eince -3g0 | Orammer

Aduerhs: Comparstively speaking |
Grammuar

Frequently confused words: sccount for and
amonl o | Vocabulary

Then and riow: comparing ple charts | Sidile

Apaloging for a mistake or an
inconvenience | Sikdills

Using prepositions of ime | Grammar
Liging the right verhs: from warehouss to
cusiomer | Vocabulary

Verbs usad in production: ba precize |
Vocabulary

The passiee: talking about production
poosses | Grammer

Describing & product: features and

specificabions | Skills

Cipantifiers, some, & fof af or hargly any
Grammar

Collocatiores: WUNNINE an advertising

cAampaleEn | vocabulary

Dpening and closng & prast

5l | Grammar
Do wau take your rigk small, medium ar
large’ | Vocabulary
Linking ofters ta canditions | Skitle

Positions in comparry heerarchy |
Vooabwlary

Gat the verb right! say or £V | Grammar
Cpening and closing a mesting | Bkills

ceaunting collocations | Veocabulary
What you cwre and whel you owe: baiance
sheel terminology | Bhille

Canditionals: apeculabon, speculalion |
Girammaar

Veros and nouns of changs wilh prepesitions|
Vo bulary

Mixed tenses in graph descripbions |
Giramimuaar

summarizing informatian froem a graph

Bhills

Putting together the esecutive summary |
Shills

Starfing a business: egal vocabulary |
Vooabulary

Future tefis=s in a Dusiness plan | Grammer
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Self Study

F iergas i carear talk

= LEming the regnT adjecings: whien

Have 2 laok at the job advert below. Would you be interested in doing an internship
al Amernican Felds? If so, what makes it interesting for you?

23 Baga
218683

E Vigil our wobsiie EEE Corlact Amoncan Finids

American Figlds' internship program

Amarican Fislds 3 based in the U.5. and inawn wondwida for 18 in
food products. We'ne inaking for talented endesgracuales froem a wids
range of backgrounds wio ane interested in taking part in an interratianal
Imarmemna Drogram Goos Englsh i2 a must, Pralarenca will Dé Qiwen 1o

! possible Spanish

\;:

= analyzing market frends

applicars with & sacong omsgn angiesge

= identitying and evalualing business coportunities

= working in t2ems to develop plans for new products end new peoQrams

Dur internshios are full-time, paid poaitions. You w

anargaedic team. YWe can ad

il D8 WOrkeng 1 a3 yourg and

t be prepared to oo

Email us your details ta internships@americant

ng: Finding an internship

1 How weuld you go about finding an internship? What has been your experiance of

looking for

an internship?

2 Match the terms on the left with their definitions on the right.

T transcnpt

degras

majar

e U W N

A00Catan

rasLImE

SAMpEn

vayment for wark performed

d an outline of the main evaniz m 3 |-..-.-!.-_.'-*-_'!- career develnpment

@ the guekification that vou get after

completing your shur
milwersmny

L=cH



3 Form collocations by matching each of the adjectives on the left with one of the
nouns on the right. One naun will be left over.

negotiable s
custamized e
corporate
valuable oae
deadhines
4 The student organization International Student Network is hosting a panel l.'f_.

discussion on how to find your dream internship. Listen to tha following people
describing their experiancas and tick the correct boxes.

PR i

/e
Creoted e/verown i
Wes paid for tha internship

‘Recelvad no compensation for the internship
Talks atiout his/her job interview

5 Listen to the interviews with three of the speakers again and fill in the gaps.

Marc m M
1 I'm in accounting 2nd 5o | began an a number of websites i that fiald.
2 | wasabout to give up my when | found the parfect -teven
and included housing,

31 the apphcation and was going to it

had on my computer.
Jennifer E W
4 | fram Lake County Community Collzge in May with a Office

Management.
5 One waek later | found mysalf sitting in the at booksanline.com meeting

with Shirley - my

Marion

& Thenl o six of thiem, stressing my personal qualities - you
kriow,

7 lcananly recommend using your own imagination and creativity, IUis one way 1o gel

around the and really
6 Listen to Brian and Simon talking about their experiences. What was stressful m S
about the recruitment process they took part in?
=,
7 Discuss the following questions: 2
i
1 What motivates studants to do an intermship abroad? “Mﬂ“_" . Bt inght c
2 What are 3 company's motives in emplaying internst v resume . v cyrricubum vitag (GV)
« 1o graduate from high schaosl  * o do your A-devsls
* 10 g0 1o college + 10 g0 10 university &
* fodo an internahip v io do 8 work plagement

afver kalter - i‘.ﬁu’él‘il‘l,_ﬂ L hei g

=
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Heading: Recruiters’ pet peeves

1 Imagine that you work as a recruiter in the Human Resources department of a
major company. Every day dozens of applicetions arrive on your desk. You must
make quick and efficient decisions. What criteria would you usa?

2 Read the article and compare your criteria with those mentioned in the text.

Recruiters’ pet peeves

Several thousand recruilers from o
wariety of Industriss across the U5 and
Canada were recently interviewed ina
study mude (v determing why resums 1
gel thrown intm the “excluded” plle.

Recruiters receive hundreds of
resumes a day and can often spand only
510 seconds on each. Understandably,
they wanl 1o narrow down the range of a0
applicants and the best straregy o do this
15 through the process of elimination. The
human resources professionals confissed
thar they ook for reasons o exclude
resumés, not inglude them, and that 1
resumiés are ganarally axciuded on ths
basis af the recruiters’ per peeves.

Ihere was a high degree of consensus
a5 10 what these pet peevies are, They
start with spelling errors, typos and poor
grammar. Poor formatting was also
frequently named as a source of

File 13 (he: frash can

frustration. “Many applicants don't seem
to b aware that thelr resumes will be
read pn computer screens,” <alil one
manager. Recrifters are also annoyed by
information that |s poordy ereanized or by
parsonal informarion that is not relevant
i the Jah They particularly want to know
what & candidate’s focus is and what his
ar her achisvements are. Applicants whao
do ol mest these expectations shoukd
nat be surprised if thefr application lands
in File 11,

Mamy candidates seem 0 think they
can use the same resume for apphving o
any b, One recruiter compares this w
buying anv old suit off the rack and then
rushing 1o church for your wedding.
*Candidates should teilor sach resumé to
fit the job they're applying for,” she says.
"Evary company and svery posithon 15
different, so you have © highlight the

4

5

details of vour experience that are most
refevent 0 each company.” For examiple,
& young woman applying tm an anline
trave] organizer ent & brief application
directing the reader to her own vary
professional website. (n the wehsile sha
had dacumentad her own recent trip to a
number of Asian countries along with her
personal qualifications. A design studant
applying to o famous fashion company
enclosed photos of clothes she had
craated harsalf with her applicarion. And
then there is a story aboul & young man
who desparately wanted tn work for 8
fameous T eompany. He appearesd in the
affice of the HE offlcer and said he was
prepared toowait until e could dellvar his
resumé to her In person. After six hours
he finally gl an interyiew,

Of courss, unusual approaches should
alwirys be used with discretion. The
important thing is o make vour

w4 applicaton stand out from the dozens or

hundreds of others that the recraiter will
be dealing with.

Discussion: Making your resume stand out

1 In view of the fact that there is 5o much competition on the job market, whal can
you do to prevent your resume landing in File 137

Tha manager of an advertising
agency * A bank mareger = A last
food chain looking for a Franchizes »
An NGO looking for a FR direstor

candidate’s application?

2 Apart from the traditional cover letter and resumé, what other media can be used
to apply for a job?

3 What would the people listed in the box on the left expect from a promising



Business Skills

Applcatons: Drafting your resumeé

1 You have already heard Simon talking about his Internship. Read his resumé below.

Has he followed the criteria mentioned so far? Skills
=
SivoN MicHaer Hur
Personal Dara Address: Email: smhulli@yahoo.com Date of Hirth: Febroary 1o, 1984
Himmelgeister Str. 49 Phone:  (0049) 211 634027 MNationality:  German
goz2s Disseldor! Maobile: (oogg) 171 2516304

Germany

Seeking a marketing internship in a multinational company in the United States

— EnucaTon -

University of Applied Sciences Dilsseldor?

= BA in Business Studies — Expected date of graduation: September 2011

» Current grade average: 1,7 (corresponds o A-)

= [Degree Program Highlights: International Business Economics, Intercultural Management, General Business
Studies, Acoounting and Taxation, Business Spanish, Intemationa] Marketing. Regional Studies

Goethe Gymnasium, Dibsseldord (secondiry school) - Graduwated in May 2005
Kalamazoo, Michigan — High school vear, awarded a high school diploma in 2003

— ———— TRAINING ;
Miihlenfeld GmbH 2006- 2008
Two-year truining program 4t & major paper manufaciurer

« Gained experience in the following departments; Purchasing. Personnel, Marketing, Production, Accounting

» Certtficate Industrial Business Muanagement Assistani {Industriekaufmann)

Henked GmbH Summer 1009
Internship in the Marketing department

= Caurried oul customser survey by phone, collected and processed data

Thyssenbrupp GmbH February — June 2010

Temporary Job in the Purchasing department
» Asmisted the IT officer in setting up new supplicr database, checking and updatmg customer databases

OrHer EXPERIENCE
President of student organization in the Business Studies department 2000) [0 present
Represent students in facully mestings and advise first semester students during Orientation Week activities

Student assistant to Dr Herbert Schmidt. Proflessor for Accounting 2008 to present
Hold tutorial sessions and assist with research

Commumity service as paramedic (alternative o military service) 2005 — 2006
Drove an ambulance, assisted doctors and worked in a hospiral

Cownselor at Stony Ridge Summer Camp, Indian Bay, Michigan July— Augnst 2004
Taught tennis and swimming and worked as a cabin leader for the age group 10-12

- SPECIAL SKILLS
= MNear-native proficiency in English (CEF C1)
Giood knowledge of Spanish (CEF B 1)
= Basic knowledge of French (CEF A 1)
+ Proficient in Word. Excel, PowerPoint

INTERESTS
American foothall - Played for four yeurs on local team 2000 — 2004
Saxophene — Have plaved the saxophone since | was ten, played in university hig
band for two years

References available upon request

2 skim Simon's resumé again. Does he have any special skills or job experience
which can ba used as his unigue selling proposition (USP)?
In what way do you think his skills and experience wauld be valuable for Amarican
Fields, the company which has offered him an internship?

<
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Vocabularv

Action verbs

Nouns

3 When writing or talking about your job experience, it is Important to use action verbs,
because they show the employer which skills and abilities you bring to the workplace.
Form collocations by matching aach set of action verbs on the left with a noun on the
right. Sometimes there is more than one possibility.

Callacations

povrbicipate v decisicn-making

4 Mow think of your own work experience and write at least five sentences describing the
jobs and assignments you were responsible for during your training program or

internships




Business Skills

Applications: Draﬂ:mg a cover letter E Irdesstanding b sdverts

1 This is Simon's letter of application to American Fieids, He tried to adapt it to the Readina
internzhip which was advertised on the company's internet site. Read the adverlisement
on page &. In his letter did Simon refer to all the points in the advert?

Simon Michael Hull
Himmelgaister Stir. 44
40225 Disseldord
Germany
smhulligyvihoo.com

Mr Rodnev Smith
American Fields
rooa Minnghaha Drive
Minneapols, Minnesota
55039
LSA
April 15, 2010

Dear Mr Smuth:

A
I would hike io apply for the position of intern as advertised on vour website, | believe that my
background, traming. work experience and education have prepared me for this joh

B

I have always been inlerested in the food markel and especially in the market for organic foods.

As you probably know, Germany has one of the largest markets for organic foods in the world

and as my parents have been running an organic supermarket for the last ten years, | have 4 good
knowledge of the natural foods business. | am certain that this knowledge could benefil American
Fields. In addition o that, | am a very conscientious worker. My organizational skills would be an
asset Lo your company. Thanks Lo an extended stay in the U5, my English is fluent and 1 also speak
good Spanish.

C

During my two-yesr training period at Mihlenfeld, a paper manufaciurer, 1 was able 1o familianize
mysell with the vanous departmenis of a company. This experience convinced me that T would
like to pursue & full-lime career in business, ift possihle in the food sector, afiter graduating from

university.

D

1 am enclosing my resumé and 1 would be happy 10 provide references upon
Teues]

I can be reached by phone al (00491 211 634927 or on my mobile al
(oog4g) 171 2916304 1 look forward 1o hearing from vou

Thuank vou for your attention.

Sincerely,

Simten Michas! Hull

Simon Michael Hull

Encl.




Applying Tor an
imtermship

E it bzl g s 2 A letter of application can be divided into four main sections. Read Simon's letter
Skills an page 11 again and label each section with one of the following functions:

Business Skills

s harke
= Uok IMICILE SEiEng Drofeosat) or ' whal makes . hin

3 Applying successfully for a job or internship is all about salling yoursalf. Using
meaningful adjectives helps you to emphasize your strengths. Here is a list of
adjectives which are frequently used in applications. Sort them into the grid.

How to say that Adjectives
- L -
’ 2 you hizwe objectives
* g » ' you are good af what you do
: are good peogl
ng = methodical » you like gatting things done
. . t 1
you [hink outside the box
4 i you were to apply for en internship at American Fields, which strangths would
you mention in your cover letter?
I gasl | and her n
- o = 5 | ¥ pacia

Hole-play: Selling yourself

You have five minutes to present yourself as if you wera going to apply with a
video. Include what you have done and achieved so far in terms of education,
training and work experience. Act this oul in pairs or groups of three.

E Frasanting yourset

i e
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A challenging internship

Was it nafve of Sabine to choose India as a
country for her internship?

What factors might account for the sudden
change in her mood?

Was there anything Sabine could have done
befare her internship to malke her stay sasiar?

What can she do now to help herself out of
the crisis?

You ere an organization which places interns in
companies abroad. How couid you bast prapara
them, so as to reduce the likelihood that they will
go through similar crises? Brainstorm ideas and
then use them to draft a flyer to be sent to
interns headed for a foreign country.




Hesearch yoursell. SWOT analysis

1 A personal SWOT analysis is a powerful technigue to identify your skills, talents
and abilities. Knowing this makes your job search more focused and successful,
SWOT stands for Strengths, Weaknesses, Dpportunities and Threats.

Take a large piece of paper, divide the paper into four quadrants and labeal each
area like the page below. Then lock at each area and cansider the questions.

Strengths” Weaknesses"®
i A 1 skills do you need to develop o
What can do espacially wall? What sk
What can you B y = ,
f ider your f :
it duu- E.L':t . What do ather people consider your
b weaknesses?

s wovk expevience
¢ education
s Stvomg teclhwuical

¢ lack of wovk experience
s educatiow: Low wiarks,
wrong wmajer

e ¢ weak rechnical
+ specihic skills s
- EE . o skl deficit

i s wegative pevsonal

chavacteristics

Opportunities®* Threats™*
What current trends could be 15 your 'nh._fr:at_ current :rends coubd put you at a
advaniage? disadvaniage:
What skills da you hayve that your What is your competitian doing?

compelition [acks? X hggm{-i\rg LTI
s positive trends in youv

¢ cowmpetirors
Seld * Strengths and weaknesses form an
2 l"l.Ei ﬂlr"ﬁ.s innate port of who vou am and vour
Characreristics. Thoy are within vour
cernirol

** Opportunities and  threats  are
normally extarnal o bevond vour
contral. Opportunities rafar o oon

titions which cauld be helpful W
achieving vour obiective, Threms sefsr
o conditions which can mecatively

Impact your objective

2 What to say when asked about your weaknesses in a job interview? On page 15
you will find an axcerpt from a book called Best Answers to the 100 Most FAQs in
Job Interviews. Study the excerpt, then look at your SWOT analysiz again and note
ideas about how you could deal with your potantial weaknesses In a job interview.
Practica presenting yourseif with another student.



So don’t tell them that you have had severe difficulries with vour
spelling since second grade at school because il shows that this
wizakness of yours cannot be carrected.

Tell them stead about a weakness you are working ar overcoming,
.2 that vou have difficulties with speaking in public bul that vou
have utlended several presentation seminars which have helped 1o
imprive vour confidence

What employers react 1o most positively is when you are hanest about a minor weakness which you have been able to turn into
something positive. Sa for example you could tell them that vour desk sometimes becomes quite disorganized but now vou force
yourself to tidy it up in the evening so that everything is organized when vou start again the next morming.

e e e e e e o R T T ——— - S - ———

Web research: Job opportunities on the net

Think about an area you would like to work in as an intern abroad or a foreign
company you are interestad in. Then gat an the internet and search for a suitable
position. Print out the job description and bring it to the next session.

Writing: Drafting your resumé

After you have found a suitable offer for an internship on the internet, write your own
resumé in English. Make sure that all the points listed are relevant for the job. Also
take the issues discussed in Lhe unit regarding a good resumé into consideration.

Below you will find a list of selected action verbs. Try to integrate as many as possible

when drafting your resumé,
accomplish consolidate evaluate natwark shape
achieve consult form abeerve “mimplify
advise co-ordinate found arganize salve
analyze GOIMECt generate perfarm streamiing
arrange corespond guida pign strengrhen
attain create identify prepara strictune
e responsible for design Improve present sucoeed
build deveiop increase pramate suggest
calculate discover introduce raaliza suppor
collect distribute launch readesizgn teach
combing doubla lacture repart train
complete draw ug manags research
COmpose edit maintain schedule
congenss establish negotiate sl up

Bring your resumé to the next class for feedback.

Writing: Composing a cover letter

Now write the accompanying cover letter. Make sure that you refer to all the
requirements listed in the job advert. Make sure you use at least five action words
fram tha list above. Bring your cover letter to the next class for feedback.
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Learning Focus

+ Descriting your job and working
conditions

* Talking about banafits at work

* Writing business emails and

respending appropriately

Self Study

* Writing an emall to reschedule
d meeling

* Agresing and disagresing

= Recognizing paraphrased ideas

rus lalse

Warm-up

What are you looking for in your future job? Rank the following in order of
impartance for you.

|2k security

opportunities for promotion

2 stimulating workplace envirgnment
& flexible working schedule

2 high salary

& pood work-life balance

an opportunity to work intemationally
the reputation af the company

fringe benefits

Explain your ranking to your fellow students.

Heading: Best places to work

Google is considered to be a very desirable employer. What have you heard about
working canditions at this company? Before looking at the article on page 17, jot
down a few benefits that you would expect to find there.

Scan the first part of the article Lo line 39 to see if Goagle in fact offers these
benefits. Which benefits did you find that you had not axpacted?

Maw read the article to the end. Which of the following perks are mentioned at the
company Baston Consuiting Group?

1
2
3
4
]

Emplayess can choose the clients they want 1o work with,

The company offers courses in professicnal development,

Workers whi are pursuing 3 university degree receive help with fees.
An employes's husband or wifie s insured along with the employes.
The company provides a kindargarten far its workers” children



N

0

Where work meets play

Playful perks propel Google to top of
Fortune's 100 best places to work

SAN FRANCISCO Deoes this sound like
your workplace: On-sita poal, 11

\ gourmet restaurants, pool table and

climbing wall, plus unlimited sick leave,
five weeks' paid time aoff after a year on
the job, %8,000 in tition reimbursement
and classes in fareign languages?

It's 8 safe bet anly Google Inc,
employees would answer that question
In the affirmative. That helps explain
why Google catapulted to the top of
Fortune’s list of “The 100 bast

i companies o work for” in the company’s

first year as an entrant,

Google's perks "are quite amazing,
but also what really pushed them over
the top was the enthusiasm of
employees who work there - they just
lowe working there,” said Miltan
Moskowitz, 3 Mew York-based writer and
co-authar af the list with Robert
Levering. Levering is a co-founder of the
Great Place to Work [nstitute, which
surveys the employess and compiles the
list for Fortune.

At Google, “fun things go on there
that don’t go on at other companies,”
Moskowitz said. "Yau can come to work
in your pajamas. Some come in tuxedos,
just as a contrast to the pajamas, Thay

have all thase games gaing on there,” he ;

said.

News of Google's workplace perks will
no doubt pump higher the some 1,300
resumes the company recedves each day
on average, but it's not the only firm
that's likely to see a rise in applications.
At Baston Consulting Group = No. 3 an
the overall list and No. 1 an the break-

45

50

%

o

aut list of best small companies -
employees anjoy setting their own
career paths, sald Kermit King, a
Chicago-based partner at the Boston
firm, which employs about 1,500
peaple in tha U.S.

“Consultants are largely free to
choose from a variety of industries or
topical problams and to determine the
shape and trajectory of their caresr
and the types of work that they work
an over time,” King said.

But workers aren't without help in
forging that path: BCG spends tima
and moaney on employees’ profiessional
development. Tha company has caneer
devilopment counselors on thelr staff,
King said. Plus, some workers have an
"office spansar wha has an utterly non-
evaluative role and who is there salely
as a mentor, sounding board, and
confidants.”

Alsp, the company offars classes in

5 communication skills, as weil as ]

technical training. "You really end up
with a generalist sducation in businass,”
King said, all "whilz being well-paid.” [...]

BCG employees also enjoy 12 paid
weeks of maternity laave (for regular ¥
part-time workers, toco, and mothars
who adopt), full benefits to spouses and
domestic partners, and emergency child
care, free to workers in mast U.S.
hocations.

Your company naxt?

Maybe your company isn't on the list.
The good news is some companies who
don't make the list use it as a
springboard for changing policies,
Moskowilz said.

4} Read the article a second time and make a list of all the benefits you have found.
5 Find expressions in the text meaning the fallowing:

2

= toreply 1o a question with jes

firms not included in the ranking
the person to whom you are married

the form ane's prafessional bfe will take
& parson responsible for young employees who will listen to their problems

to adapt the work schedule to an employes’s individual needs

Discussion: What matters in a job?

Of the benefits you have listed above, which of these are standard benefits ina
company? Which are unusual? Would you say that these unusual benefits really
enhance an employee’s working life or are they just window dressing?

Which benefits will be important for you when you look for your first job after

graduation? Make a list of must-haves.

3 Why do you think a company like Google offers such generous benefits?

L=

h
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L=

"Companies learm from this list. The
people at Google have said that when
they started their company they wanted
o make it a great place. &nd”, he said,
“If you loak at, for example, the benefits
gnd programs at the accounting
companies, you'll see they're very
similar. If ana’s going (o give six weeks
of fully paid paternity leave, pretty soon
you'll see all of them are doing that.”
That's just what has happened with the
accounting firms an the list, he said.

One trend seen at many of the
worker-friendly companies an the list:
ongoing efforts ta offer Aexible wark
schedules, Moskowitz sald.

“There are a lot more flexible work
amangaements that are being tned out in
many companies.” he sald. Employeas
might opt to work six hours on two
days, or take a Friday off, he said. "They
customize the program to try to make it
easy for employees to deal with their
lives.™ [ ]

adapted from Market Watoh Inc

IFl A rca mace Lo work

Vocabularv



Listening: Talking about professional life

1 You are going to hear a radio program called Career Rap, which features young people
Just starting professional life. Before you listen, please fill in the gaps with an

e - i appropriate form of the waords an the left.

enpense acoount = probabionary period = 1 His failure 10 come to work an time was the reason for his
TEEIJI'IGHITC"" » remadigtion * retwement

2 His plans for nclude buying a yacht and sailing around the workd
3 Ihavwean of $20,000 2 year and spand most of it on entertaining clients.
4 If tha company autsources its production to Southeast Asig, there are sure to be a lot of

5 If your employer is not satishied with your work during your , ¥au won'l be
Eiven a permanent contract

& The workers who had been kaid off were offerec some financial

7 Modemn technalogy has provided salutions for the speedy of contaminated

inghstrial sites.

2 Now match the following expressions on the left with their definitions on the right.

1 to troubleshoot a 1o ocour unexpectedly

2 o hit the jackpol b {0 play various roles

3 to happen out of the blue ¢ 10 provide expert halp in a cnisis
4 towear 3 lob of different hats d 10 be very lucky

"5 3 The following interview with a young woman named Joanna Harris took place on the
radio breakfast show Career Rap. Listen to it and decide whether the statements below
are trve or false.

true faden

loanna began working for the prestigious consultancy Immediately after laaving universily
Joanna's pab ot the big consultancy was a very stressful one.

Her first employer didn't offer any parks.

Ioanna was laid off because the company was dissatisfied with her wark

loanna is paid by the environmental consultancy as wail as by her first employer.

In general, she is satisfied with the working conditions at the new company.

She is thinking of setting up her own business.

e - T



4 Listen to the second part of the interview again and answer the following E i
questions:

1 What are jeanna's responsibilities at the emdronmental consultancy?

2 What kind of work Is done at the environmental consultancy?

3 loanna claims that “the enviranmental consultancy business is a growth market”. Can (TS e
you think af any reasons why this might be the case? =
' Skills

P o

Hole-play: How to make good
people stay

 Getinto pairs and read your role cards. Suggest ideas and try to
W negotiate the best model to encourage good people to stay with your
company. Agree on a package that would have the desired effect and
still be ecanomically feasible,

e Siudend A pape 124

Situation: A few years 2g0 you and your partner started Alaundars, a company
which manufactures sports poads for autdoor enthusiasts,

Al prazent AilRpunders is in 3 crisis, due o its high staff tuimover

You want to be able to attract talented staff and you know that such pecple are
difficull to keap. It i= claar that thare should be some changes made in the

company’s HR policies, but you and your partner advocate ditferant approachas, « Why don't we .7
Read your role cards and suggest your ideas. Feel frae to suggest ather benefits, » Wouldn't it be better if wa .7
as well « Well, | think we can both agree on

= | don't think | can go @long with that.

* How might this work?
You are a passionate surfer and mountain climber who dropped out of coliege R

to start the company.

You want to offer bright, young graduates two maonthe’ paid leave to work on
environmental projects or participate in expeditions in which they wauld try
out the company products. You also want lo subsidize employess who are
working on a masler's degree. You ara convinced that these measures will
have the desired affect without straining the company’s finances loo much.

& Canwe keave it here, then?




Business Skills

=mall writing: Sending the right message

1 Which of the following forms of communication do you prefer? When and why?

face-to-face conversations | relephone conversations | postal cormespondence |
emails | text messages

2 What kind of mistakes do you think business people often make when writing
emails? Do they matter?

3 Read email A and discuss the function of the highlighted parts. Then have a look at

the other emails and highlight other functional phrases.

a

Fram:  Roy Ellis, Mercatus Property Development
To: Joanna Harris, Environ Consultants

Subject: (Chemicals) Factory site, Southfield

Hello Joanna,

(¥EUEe glad toihesr that ['ve finally succesded in gatting

hold of the environmental officer at Brunswick Council.
His name is Cecil Summer and he's agreed to arranga a°
wisit to the former chemicals factory site, which as you
know, is going to be the site of our housing project.

SEEERE Then we'll drive out to the site, where we'll also
meet some representatives from Southfield.
[rEalize Ehis TS ShOFEROtER, but it's very impartant that

your consultancy should be present. Please let me know if
this date s convenient for you,

Subject: Enguiry

Dear Sir or Madam,

1 am a second-year geology student at Southfield
University. As part of my course | am required to do 2
two-month work placement. Since [ am very interested
in envircnmental consultancy, I'm-wnting Lo enguire
about the possibility of doing a placement with you. 1
would be available full-time from mid-June. Please find
all the relevant details in my attached CW.

'

From:  Jill Masters, Engin Redevelopers & Sons
To: Joanna Harris, Environ Consultants
Subject: Your tender for Swansea Harbor project

Dear Ms Harris,

With reference to your tender for the remediation project
of the former Swansea Harbor Basin, we are very pleased
to inform you that you and two other consultancies have
been short-listed.

Far this reason we would like to invite you to a
presentation in which you will have the apportunity to
outline a detailed remediation strategy for the
redevelopment of the site in question.

We would like to suggest Monday, 21 September for the
meeting, which will take place at our office.

Please contect us as socn as possible to confirm this date.

Ve are looking forward to hearing from you,

Yours sincarelhy

Hape to hear from you saon. s

All the best

Aoy From:  Bill Bowden, Environ Consultants E
- _ o To: Joanna Harns, Environ Consultants

== s Subject: Portreath site
From: David Billing Joanna
i
Ta: Environ Consultants

I'm just proofreading the report on the Portreath site
which has to be handead in by 21 Sep. - that's in a week!
What [ think is missing is @ reference to relevant
European directives on brownfield sites,

Dh, by the way, how was your trip to Paris?

Lots of shopping and eating good food, | bet!

Well, I don't want to hear about it.

Anyway, can you do some research to find the ones
relevant to our case and send them to me ASAPY I'm
attaching the report for reference.

Thank yvou wery much for your consideration.
I am locking forward to hearing from you.

Yours faithiully
David Billing

Thanks a lot.

brownfield shtes 1. a0 Gres of [and
Cheers In & ciry that was wsed by Industry
Bill or for uffices in the past and thet

mey now be cleared for new
bulbding development




Businass Skills

4 Which of the emails is:

8n anguiry | & request for action | an arrangement of an appointment | an atlempt to inform

S Essentials of good email writing - discuss the following:

E Wiriting e eernll 12 reschadube
Bmesing

Which of the emails has a clear structure? When is it important to have a clearly
structured email? What is the relationship between each writer and Joanna?

6 Find expressions in the four emails to complete the grid.

| eues locking Forward o

L,

ity Th 1 Inearing from you seon,

Hew albout wmeebmg ...

We are hapry bo tell veu

Ermal writing: Getting the answer right

Read the replies Joanna wrote to the emails. Which replies don't carrespand in
style to the email received? Can you think of any reasons for the change in styles?

Find more expressions to add to the grid.

From: Joanna Harris, Environ Consultants
To: Bill Bowden, Environ Consultants
Dear Bill,

Thank yau very much for your amail,

I don't want to saund unhelpful but 1 also have a
deadline to meet, which is actually on the same day as
YOUTE.

The webpage www.enyironment-agency.gov.uk has
direct links to the Europsan directives.

I hope that this information will prave useful.
Jaanna

From:
Ta:

Joanna Harris, Environ Consultants
Ray Ellis, Mercatus Property Development

Hello Ray,

I'm glad that we were finally able to get an
appantment,

1l be there at 9 o'clock.

Looking forward to seeing you
Joanna
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From: Environ Consultants
To: David Billing
Cear David,

Thank you very much for your application,

We arz happy to tell you that we found your research
experience guite impressive and would like to invite
you to an interview during the first week of April.
Please call aur secretary Erica Jansen to arrange a
date.

Best regards

From: Joanna Harris, Environ Consultants
To: Jill Masters, Engin Redevelopars & Sons

Diear Ms Masters,

We were delighted to learn that we have been shartisted
fior the Swansea Harbor project.

Monday, 21 September fits perfectly into our schedule.
Please let me know haw much time will be available for
our presentation.

We would also appreciate it if you could send us an
agenda and instructions for reaching your offica.

We arz looking forward to the meeting,

Joanna Harris Yours sincerely

Joanna Harris

Writing: Finding the right style

Choose one of the following writing tasks and afterwards swep your email with
somebody who did the other task. Discuss whether the tone, style and content are
appropriata.

1 Joanna has given you the job of answering the following email. Take everything you
know about the consultancy into consideration.

Farmal and informal stybe in mmasks I

Skills ——

— — ¥ —

From:  David Billing |
To: Jeanna Harris, Environ Consultants |
Subject: Internship in London in June

Dear Joanna,

Thank you far the positive reply regarding an intarnship at your consultancy.
I em very much looking farward to working with you. !
Could you pleass let me know when the internship would begin so that I can
start lacking for suitable accommodation in London? Would you also, by any
chance, have infarmation on where T could find assistance in this regard?

1 look forward to hearing from you.

‘Yours sincarely
David Billing

— — . -

2 Imagine you sre HR Manager at Googla. You have just received the following email
from a prospective intern. Write an appropriate answer.

From: Christopher Franklin
Tao: John Swift, HR Manager
Subject: Internship sales department

Dear John,

Thank you for your email. I am delighted at this oppertunity of doing an
Internship with you. However, I'm afraid 1 won't be able to work far the entire
six months as proposed by you since my semester begins on 15 February.
Would it be possibie to cut shart my Internship by one month? T was also
wondering if you offer any internship compensation for my basic expenses,
I'm looking forward to yvour answer. .

Yours sincerely
Christopher




Amancan Computers Corp. had operated & successful
Compa ny case pay-by-performance scheme in its domastic plants far
- ! R 3 the previous two years
; ! ! The praduction lacility was proud of its self-
managed teams, wha were remunerated according 1o
& team-based pay scheme with three levels of
compensation. The majority of leams usually hit level
2 or 3, which was guite culstanding. Although over
the pariod ofits usa the pay schame had required a
ot of readjustment, overall oulput coupled with
quahty had incraased

Headquarters. therafone decided to introduce this
system in the compeny’s plant in South Kores, which
was run by an Amarican managemant team, 5o far the
teams in produstion had received a fixed amount of
pay, which was very low by Amarican standards. The
company haped that the new system would motivate
the waorkers to work faster and harder, thus increasing
the plant’s productnaty

Tha new pay system was explained to all the
workers in detail and no complaints or concerns wers
vaiced. Shartly after the introduction, probiems
began. The basa pay hadn't changed but none of the
i 4 teams reached level 2 or 3. A coupla of months [ater,

cultures ! most of the taams weren't even meeting level |
. Anymore.

Talks with the foreman didn't reslly provide any
insighls, 20 management decided to watch the teams
during their wark. This revealed a very interesting
n: the formeriy high-performance teams
ed] thelr work pace to the teams with tha

What had gone wrong? Why did the pay-by-
performance scheme, which had been working
so wall in the company's home country, not work
in the Korean factory?

RhEnGmear

had adjust

lowest performance. As a result, menegemant startad

Discuss this case in your group. In thinking B 1o manilor tha workers whom they axpacted would not

about the case, you might consider the following e D able to meet a faster pace of production, signeling

quastions: 5 to the staft thal those whose performance didn't

= What do you know about American culture? improve would be dismissad. This resulted in ar

= What do you know about East Asian cullure? uproar; workers threatened to hand in their notice

= What false assumptions might the American The American mensgemant was flabbargasted. They
management have made? refurned to the ald pay scheme as quickly as possible
Why did the workplace atmosphere not because production threatenad lo come o & halt
improve when management returned to the Mewarthelass tha work afmosphere had deterinraten
old scheme? { sharply and within the next six months half the
If you were a manager, how would you have '
dealt with this situation?

ree et the company

Prasent your observations to the class.
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Skils: Softening feedback

Joanna is supervising David, the new intern in the
consuitancy. She has noticed that he tends to be a bit
direct when writing emails. Balow are some sentences that
Joanna waould lika to see softanad. Express them using a
maore diplomatic and formal style.

1 You don't have the quaiificatians to wark in our consultancy

2 I'm too busy to help you with your praject.

3 Did you notice that the figures in your repart are all wrong?

4 Mes Clark wants to meet you next Friday gl 12 o'clock in

her olfice.

5 We decided lo call off the meeting.

& Yippee, the new project has reslly taken off,

7 [Doas the time suit you?

Reading: The blue-eyed salaryman

In the book The Blue-Eped Salaryman, Niall Murtagh writes
abaout his experiences in 8 Japanese company. Read the
following axtract, which describes the author's first day
at work.

A security goard ooks on, dressed in @ ey bloe uniform, the red
thres-diamond Mitzubishi loge on his peaked cap. He stands with his
lags apart, his hands behind bis back like an army officer, looking at
cach face passing through the gote, Army vibes already. If this
cantinues, 1 soon be @ deserter. Desarters won't be shad.

The seourity guand shouts good morming ot each face becatss I's
oflicisl company stiquatie to greet vour collesgues enthusiastically in
the morning, although many paople don't say amahing, they're et
in the mood o those whe do merely grumble because it's hard o
be enthustasti early in the morning after commuting from the cater
subiirts of Tokvo or Yokohama with twalve hours of wark ahead

The few rees near the enfrance give way 10 corrugated-steewalied
factory hudldings on one side of the company road. On the arher
there's @ small Shinto shring o keep the manufacturing gods on our
slde, Mext to the gods' Hitle home s oy building, o new office biock.
The receptiondst tells mé to go W Personnel, where they glve ma
bupllets aboul the company history, rules, benefits and emploves
ohligations. They glve me a company jacket and a cloth cap with the
three-diamond logs What's the cap for?

Kawall-zan |5 In charge of Kitting out new recruits. She sivs it s a
safety cap hecalise ving never know how of whers you might hump
your beed, Then she adds that if you're not working in the faciories
wyou don't have o wear i

1 tedl her | don't think ') wear it too often 171 be careful oot tm bamgp
my head.

Bt you migst wesar the (D badeean il times. And ot no Goes should
you walk around with vour hands in vour pockets.

What's wrong with walking around with my hands in my pockers?
There must be o reason, bet ' better go sasy on the guestions
fior nimw.

She brings me to the photo studio. The photegrapher gives me-a
blank number plae and helps me pick out the digits of my personal
mar-number, svan for this women. He arranges my man-aumbar an
the phete and teills me o hokd iFup i front of my chest.

Up a Hirle Bigher pleass, otherwiss vour man-numbsr won 't show
Lok strofght ahead. Try not to ook so serious. [t's not a prison,
i knaw,

He rakes my mug shot wWith the man-nimber for the company files
and | go back o Personne! with Kewalk-sn,



4 Pleass introduce yourssdf with o little spesch, she says. Al the new
empivyess do it

Thie biksy Parsontel people ook up from thadr desks and siop
working o moment or fwo, [ stand up straight, look at the desk in
front of me because no eyve conlact B necessary yer,oand say

s something - my nams, whers I'm from, what elie? An apology.
Apologies always gu down well It doesn't matter what the apalogy (5
abwiut, anything will do. Plesse forgive my poor apanese. Please
correct my mistakes. An apology breaks the lce, He can't e that bad
if tve suarts off with an apology. Almost ke one of us. My speech

o oontinees = what | did bafora arciving in the company, how | studisd
bard in graduate school amd 200 my degree (ke mmy new recruit, |
don't mention my carear as an docidental saflor and Intercontinental
hitchhiker, drifting whichsver woy the wind was hlowing and ending
up here becouse the wind happenad o be bhow g east,

w1 ontinue my e spsach by telling my new colleagues what they
want to Bear, how plesised |am o be joining the compsny amd bow |
look: forward 10 geiting to know everyone, and have a ot o learn,
pleass teach me about company |, that's all for now, thank vou
very much. | linish with o nod that will have W 8o for o bow,

s EvEryons rerne i work and 'mopart-of the organlzation alresdy
The right souff

mlapdod Erowm Miall Murtagh, Fie S Eved Smarymen

2 Find tha words in the text with a similar meaning to the
following:

1 tha parson who protects the comparry from thaft

2 totravel daily betwean your home end your place of wark

3 aresidential area situated outside & cily

4 3 persan who has just been hired by a8 company

§ alittle pin & parson wears to show wha s/hea is

& the department concerned with hiring (and firing) employess

7 & statement in which you tell someone you are sorry for
samething

B aplace whare you can do @ masler's degres or 8 PhD

& material, substance (aleo: a set of unspecified abjects)

Answer the following questions in writing.

1 In what ways is the company described in the axtracl ditferant
from a company in your country?

2 What do you find out about the narrator?

3 What do you find out about the company’s empioyaas?

Below you find some statements about work culture in
Japan. Write the lines in the text which provide an
illustration of each.

1 Direct sustsinad eye contact = avoidad in ordar to show
respect.

2 New amployees are nol expecled o promole their
accomplishments and abilities, in order to avoid
uncomfortable situations with colleagues who might be less
well qualified,

3 It is essential to demonsirate good manners:

Achieving harmony is more important than achisving good
sales and profits.

B The Japanesa are family - and group-orientad.

Pratocol, rank and status ere of greal impartance.,

7 The japanase are highly organiced.

o

Web research: Benefits

Choose two internationally known companies - e. g,
Starbucks, Nestlé, Practor and Gamble, Gitibank, Caterpillar
- and using the internet, research the benefits thess
companies offer to attract employees.

Company Position Pay package  Other benefits
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Learning Focus

* |dentifying reasons for poor
cusiomer service

* Tetephaning: smploying the
principles of good customar
service [B2C)

* Evalyating telephone

performance

Self Study

* Fraguently used nouns in
cuesiomer service

* Telaphonae phrases: saying the
right thing

* Lising modals to form polite

questions

refund * youcher o vercharge sb e
be entited to = replacement »

recoup sih » warranty

0ustdmerg_ service

Warm-up
Have a look at the definition of customer service and discuss the guestions below.

CHSTOMER SERVICE 1S THE 4
SERIES OF ACTIVITIES A 00
COMPANY OFFERS T
CREATE AND MAINTAIN |
THE CUSTOMER'S
SATISFACTICN WITH THE ™.
FRODULT OR. SERVICE -

* Have you or someane you know ever worked in & call centar?
*  What are some potential problems a call center agent might have Lo deal with?
* Whal probiems might a customer face?

Think of a recent experience you have had with customer service. Was it good or bad?
Tell a partner about .

Reading: Customers’ complaints

Replace the underlined words with an appropriate word form from the box.

1 The company made the customer pay more than the real vakee of the product,

2 According to the sales contract the customar had the right to take advantage of special affers.

3 Although it was the customer's fault that the product stopped warking, he was sble to get tha
money back.

4 The usual guarantes for a product is six maonths.

5 There are three different ways @ comparny can compensate a customer lor & mistake: offer a
piece of paper which ¢ : for anathar ek, provida the customer with another
produclof the same kind or give the customer the money back in fill.




2 Read the following consumer blogs, taken from a consumer group's website, What do
you think ceused the failure in customer service in each case? Try Lo create categories
far tha differant types of mistakes.

Cell phone bill
Jamuary 50 by Donald

A while back | found a new cell phomne prosais: with what lookad like

agoad package. Then | got my first month's bill, Thay had Archives
avarchanged me by $300 | had signed a cortract endifing ma 1o the “"""’1"":""
so-calhed family plan with unlimited tox) but the company was t:*,'.:'(_::

4 chamging me for ssch lext message! | had to dial the number of the 'M”_J.',.,,
Customer 3ervice department again and again bafora | could sven Rrer 208
get througih, | once waited for 50 minses to speak 10 8 representative  Fol ey 5000
wiha théen disconnected ma. | had to repaat my siory ot least 20 timas Moo
bweshone | could even find somebody who wes sympathetic. Thay finally - Casgnces

i feed Bhe mrror bot | oould onty recoup $200,

Tags: Coonglnds, Gilfiog, Thoughis

Pepila's Patio - poor dining experience
Tussday, March 2 iy T

My family and | had been sating at the Pepitc’s Fatic chain for
years batause we really bove Tex-Mex food, Then last month we
ware viziting my mather in Peoria and | wanled fo treat the whobe
family to dinner. OK, the restaurent was busy, but we had to wak
an entire hour to placg our order. When the food hinally ceme, my
steal was birnt and my wife found a hair in her enchilaga. Of
course we sent everything Back and had to wait half an howr for
the fresh order. | complained 1o the manager, who apelogized
and gave us & refund, but we were sl pretty upsat, Anwway, we
6 decided o give Pepito's & second chance & week Later in another
town. This time the food wes 50 spicy that no one could aat i
We sent the food back and then They tobd ws Thal we just weren™
familiar with Mexican saassalng, which isn't true, This time they
§ave us 8 voucher for a meal at another Papito’s Patio, but | can
15 proaTiss oo we wion T De using

| Bat parvice el BlectroMart |

Last yoar my o and | wanlae b surpese my hushand with 8 new TV lor his
tarthday. We picked one oul af BeciroMart, winch we tngd out in the siors
and seemed 1o work fine. At hame my husband unpacked it, furmed it on end
it fusriec dself ol again, Wi trind to switch if on again bot the same thing

3 happened lime: and agam. Finally, wo took if back fo the store. We were sent

fo the Custormsr Servoon deparimont, whene we had o wall ten minutes 1o
ber helped, The ‘associadn’ wes talkng to his gitfriend on the phone. When
he finally spoke fo us, ho was protty nade, He seid § needed u part and gave
us a ship with the estmatod completion date, thees wesks Inter. Whan |

¢ ualled the store on fhal dale | got no respones, oo | went back there in

parson, | finally found a rep who seid the TV had to be sant Back 1o the
manufacturer and | was supposed o come back in two weeks, YVWell, anclber
v woeks later | wenl back o the siore ard firally lound someons halpiul.
She said the TV had been urder waranty and shouldn't have besn returned
1o the marulachurar in the firet place. We should have Eaan given a refund or
i teplacemant but now it wis too late, | asked to see the manages, wha toid
ma to contect the ElectroMan Customar Service Canter, YWell, | ically got a
rifund and want 12 & compatiton, What o hasale. We ane névar going to shop

a1 EleciraMant mgain.

sy ety . o T Faeeiney FrreTY, | |

R B LTI T,

Busmass Blog o i
Good Dinner
Thoughis

e
the Customer
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.

3 Choose one of the consumer blogs and answer the

following gquestions:

1 How should the company have acted in that particular case?

2 How could customer servica ba mproved?

3 Ara there any ways in which the consumer could have
influenced the quality of customer service?

that could be posted on a consumer websile.

i

Detoter 10 Archives
Advertialng

Baggage delay - World Air Aucadermics

iy Angry Temwalar Tarsbnen

st

A maonrh ago | used my smmer vacarion o artend my coasin’s wedding in Pacichok

Warerw:. The World Abr Right From Seartde o New York was taking off % housn Groaghe

lnte Bt reatans char were never made clear 1o s passengens. As a reale. rr!u.m] e

my connection bn Mew York and spent 16 howes in cranac o JFK. Finally the Muarketing

slfline pur me an a fight o Landon shich connected o Warsw: | amved o

day afier the wedding and without my bags, sdhich had not been rowted Categories

sppropriasely, Retwming eo Seartle From Warsas, the plan: wis bits once again. Canmmet Advvice

oty apparen teason, | misscd may connection and the aidine sent o 1o the Misellanooas

Hilran, bt at the botel they wid they didn’t have an sgrosment with Wodd Renmrces

Adr, T had 00w B balf an bious on the phone wich an sidine presencaive, Service Pawd

whe wintad noc to reoem 10 the alrport, | nfused to meove and finally g Spchery

e, | ot back 0o Scande one day lasg for wouks, My b wa futiom, Tech kg€ st

| have wricten ansd phoned dhe sicking & mumber of e asking for & sefund
bt che airlie chaims dhar circumssances (i 4. the weacher!) weare out of’ their

15 oonirel, Anyhody with & soilar experience

4 Think of a typical, bad experience with customer service you have hed and write 2 blog
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Listening: LEARNing to listen

m 51 The principles of good customer service can be practiced on the telephone, e.g. by
following the so-called LEARN concapt - listen, empathize, apologize, react and notify,

Listen to the fallowing telephone conversation between Frank Meier and the Customer
Service department of Street Wise, an American company, Does the agent chserve the
LEARN concept?

E | 2 Now listen again and fill in the grid with the telephone phrases the customer service
sgent and the custamer use, Some have already been given,

Starting a comversation

Sfating the purpose of the call l've jusk been frying .
Checking information Irthe .7

Apologizing U'va very sovey ‘wiak ...

Showing empathy

Confirming nformation

E Telephoning: wnticigating tha Spalling words

CumomE"s Nekds

Skills

Saying that you didn'l undarstand
Assiring Tiow's werry.
Ending & conviersation

3 Read the following email and role-play a telephone conversation according to the
instructions on your role card. Make sure you follow the LEARN concept.

From: orders@streetwise.com
To: Frank.Meier
Subject: Credit card verificetion

Dear Frank,

We are very happy to tell you that the verification of your Visa card want through withaut any problem,
Please use our telephone ordering service at 0800-959-B754 fram B a.m. ta 8 p.m. Manday through
Friday EST to place your order.

Sinceraly,
StreetWise.cam

Please do not respond to this emall,

= Slugen 8 page 133

You are a Customer Service agent for Strast Wise, This is your first day at work, so you are especially careful
about checking and double-checking the cestomer details.

Product prices:

! =il badieve [ Santa Clavs, 517.99, number 118869381 {in stock)

Green stripe tee $16.99 reduced from £19.99, number 121213134 (in stock)
College Hero $19.95%, number 126037307 (in stock)

Mr Mezsy 317.99. number 113572610 {ourrently out of stock)

Shipment canditions: By standard courier service = 3-4 days
Owvernight delivery - extra charge 525

4 Would you say that the LEARN concept could be useful for call center workers?




Business Skills

Telephoning: Evaluating telephone
performance
1 You are attending & training seminar on customer service for young managers and

have been given the fallowing questionnaire, which is to serve as an aid in
evaluating telephone calls.

The seminar leader has asked you to listen to three recorded telephone
conversations and evaluate each one, using the guestions below.

Fill in the questionnaira below using the following rating system:

If the guestion doesn’t apply to this situation, write N.A. [not applicable).

5 = axcelant
4 = good
2 = salislactory
3 2 = had
9 questions for evaluating { = forrible

customer service on the phone!

] i b &
Conversafion | Conversaklon 2 LanTrrss

" o) " ol " of)

Was the customer pot through prompely
1o the right person?

Daoes the representative give the custamer
her/Mis undivided attention?

Does the persan sound interested and
concerned?

Was the representalive able to ldentily
the problem guickly?

[id s/he appear knowledgeable?

Didl the person avoid techmical jargon and
use langnage the customer could understand?

If the employes was unable (o answer the
customer's request, did s'he ofler oplions
or plternatives?

If an error had been made, did the etaployee
apologize?

Was the representative’s telephone behavior
courtenus and professional?

2 As part of your training seminar you hava been asked to create a sat of
guidelines that could be used to train new agents. Consider some of the good
practice from the previous exercise.




Hole-play: Complaining and apologizing

Business Skills

Role-play a telephone conversation between a frustrated customer of a health club and a Customer Service
agent. The agent should try to observe the LEARN congept and both parties should come to an agresment in

the end.

- Stucent B page 140

Customear
Yoo are a member of Hercules Gym & Haealth Club. You signed a year's contract for membership al Hercules and were tald
by an employes that you could cancel at anytime. You have now moved to a town ten miles away and haven't been to the
gym In six months, You canceled the contract by email and thought you had stopped paving fees, but Mercules is stil

$300 and threatening you with legal actian.

e — e —

CDiversity |

Consumers’ refusal

charging your credit card for use of the gym. Yau have just received a latter from Hercwis:

The following table is from a study on customer satisfaction which shows the
percentage of people who changed service providers. What does the table tell
you about customer expectations in various countries?

Compare different countries. Why do consumers in some countries switch
their providers more easily than others?

In the past year, which of the following types of service providars, If any, have you
switched away from because of poor customer service?

Global

2008
Banks 51%
Internat service providers NE
Retailers e
Call phone 0%
Heme telephone 9%
Gable fSatellile television 8%
Utility companies ik |
Hetsls 4%
Airlines 22%
Life insurance providers 15%

Global
2007

0%
ey
4%
3%
26%
6%
23%
0%
%

s
2%

India

Canada

53%
51%
45%
3%
44%

47%

ad
h

%

fead

3%
e

253%

21 %

LLE,

China Austrafis Fronce Germoany Brazil

46'%
23%

%%

G i
455
A0%
23%
4%
17%
iE%
6%
3%
13%

lawyer saymg yau owa them

0%
0%
JE
it%

4%

Nk

4%

2%
0%
10%



Company Case

Consider the quastions below and then design
a package of measures which Lehmann could
implement. Present these in class.

+  How do you explain why customer service
was 50 poor?
Why do people tolerate such poor customer
service?

How can the customer service in a chain with
1,600 employees be improved? How would an
improvemeant affect the business?

ago after doing a Master
of Business Administ 1 (MBA]J in the

iather, whose awn father had started the chain «
stores after WIWIL was cag
place in the femily businass. Af
culture and & first-class

was prepared 1o see the family busine

&yes. He decrded fo spend the first by
siores in various towns to observe staff and =0 went
an a tour of all the Ledwrana branches, What he saw
an Site was sobenng, Sales stall often ignored
customears, cantinuing convarsations with each oth
or on their cell phones. The
customears’ quastions grud

He was amazed (o witnes

ticket?” :
multiple signatures, which sant
fram one part af the store to another, In many

gepartrments of many stores. he came away with the

I

cuslo 5 chasing

nuisance and that staff simply stooo around waiting
far quitting time. What a contrast, he thought. 1o the
customer-fniendly business praclices of the LS. Ha
returned to the company headouarters determined to
turn anaund the customer service offered by the
thain's 1,500 employaas




Held recearch Customer satisfaction

Write down ten questions that could be asked to find out
how satisfied customers are with the service they receive.
Then conduct your survey, either in your class ar in a public
place - for example, outside the university cafeteria - and
write a brief summary of the results.

=mall practice: Complaining and

apologizing politely
Read your role card below and write an email to anothar

student who for the sake of this exercise will work for the
airline’s Customer Service department.

e Stodent B page 33

Three waeks ago you booked a fight onling to London with
a chaap alrline callad EasySlight.

Because the email confirmation didn't arrive and there was
no record of your booking on-the "My EssyFiipht” page,
you booked the flight onling again,

This time all went smoothly but when your bank siatament
errived, you saw that EasyFifeh! had debired your bank
account twice for the seame amount.

Wrile an email Io the airfline’s customer service demanding
that they corract the mistake.

2 PRead your rale card below and write an email responding to

student B.
- Studant A page 33

Yau work st customar suppart in ScanFurnituee s head
offize in Norway.

Write an appropriate response to the email you will receive
from student B,

(1]

=2

45

40

Heading Victory for voices over
keystrokes

Read the following article and answer the questions on
page 33.
HILLSBORD, Ore. — Megan Funk had béen on the phane for 30
miliutes and fesd alresdy untangbed ane iling kool Dsteocd oo
woman insist thei she had returned a Pilaes DVD when It was clear
2ha bt lesg It and recelvid one request t replace a cracked copy of
Hote! Rwanida,

Ms Funk Is one of 200 cusmmer servics representatives at tha
Netflin call penter here, 20 miles west of Forthnd, whene she s on
the front lines of the online movie rental company’s eflfoAs o wse
CHEtOMAr service 45 a Srategic wedpan against Blockbuster's similar
IND-muiling service,

Netflin set up shap here & vear agn, shunning other lower-cost places
in the United States amd overseas, because i thougzht that
Uregonians would present a friendlier voloe 1o s customers. Then (n
July, Netflix mok an unusual step for a web-based company; i
eliminated emall-based cuslomer service inquiries. Now all
quesstions, eomplaints and sugesstions go 1o the Hillsboro call center,
which (5 open 24 hours a duy. The compamy ‘s 1olk-fres numbsr,
previoushy buried on the websioe, (& now prominenty displaved.

Poerflix {5 hucking several trends in costomer service. Booe Allen
Hiumbitor, o management consulting firm, and Duke University
snurdied &) compandes last year and found a continued increass not
Just in owisourcing, butalso offshoring, ln which call centers are
e owerse s,

*I don'r think thara's any trand o pull back,” said Matt Mand, 4
senior ussociabe ol Boox Allen. *This is 8 unigue strategy for Netfliv.
There's 20 much more comperitdon, this s something theyve done 1a
get closer tn (he customer, because without that, there's really oo
connection & customer hag o Netflis."

Nutflix's decision to greet anxlous consumers with 4 human wice,
not an émall, s olso anusisl [n corporate customer service, TIt's very
interesting and counter m sverything anyhady slse 15 deing,” sakd
Tom Adams. the president of Adams Media Research, o muerket
rezaarch firm in Carmal, Calif *Fvervong gles (& making it aimesr
impassible to find a human

In contrast, Blockbuster vulsources @ portion of its customer seryice,
and whan people do call, they are ancouraged o use the wehsie
instead. s call center i5 open only during buskess boars, said
Shane Evangellst, senior vice-presidant and general manager for
Blockbuster Online, begause the majority of costomers prefer emall
support, which is available 24 hours a day, “0ur onling customers are
comfortabile using email 1o communicate,” he sald,

Thes degision fo [nvest heavily in fdephione customer seryie was an
expenzive nne for Natflix, bt 1f maty be ane advantage that the
company has over its rival, pnalysts say. “IE's vital in o world whers
ey “re nwo lomiger growing thetr customer base,” Mr Adams said.



L]

Michael Dsler. vice-president for information technolagy operations
and custorner service, sald he rejected citles Lke Phoenty, Salt Lake
Clry and Las Vegas, which are known as cellcenter capltale, hacmiss
af their high empluyes tarnover rames, He sattled an the greaper
Portland area hecauss of the genlal attitude on the part of most
SErVICE WOTkErs.

“In botels and coffes shops and the airport, it's amazing how
consistant paople are in their politeness end empathy,” sald Mr
Usier, who |s based at Netflix hedgquarrers In Los Gatos, Calll,
“Thers's an operational language in the ndustey that peopls sre 20
jarted atwul — phrases like *due m kigh caller volume." We're very
consviously trying o counter that mentality®

Mz Furk has bean working at Metflix for eight months, s vetsran by
call center stamdards. {Mr Csler sald his goal was to keep people
there for an averags of two years, twice us lung as the indusry
average. | AL $12.50 ap hour, she sald. the pay is slightly higher than
in her previous job, In resall sales,

Ore of the first questions customers ask, Ms Funk said, |s where she
is, and they express their approval ar the answer. *They [ike hearing
ir's not heing outsourced.” she said, Very few callers have asked
about the disappearance of the amall oprion |

sdapsed from The Sew Jork Times

Tick the following statements true ar false:
true false

1 Neitliz customers can call the call center
to arder films which thay then download.

2 Biockbustaris Neffiv's most important
competitor,

3 Netfix procesgas mast of its custamer
Enquiries by phane,

4 Mere and more companies are
cutsaurcing their senvices 1o external
suppliers as well as moving services

abroad.

5 Mast companies in the service sector
provide customer seryice thraugh call
canters,

& Blockbusier does not cperate a call
CRMer,

7 Metflix decided against locating in
Phoenix, Salt Lake Cityand Las Vagas
bezause the cost of maintzining call
centers there is high.

B Ms Funk Is ana of the newest employees
at Methix,

Emall practice: Complaining and

apologizing politely
Read your role card below and write an email responding to
studant A.

e Stodent 4 paga 37

You work at customer suppart of FasyFight's head office
in England,

Write an appropriate response to the amail you will receive
fram student A,

Read your role card balow and write an emalil 1o student &
who for the sake of this exercise will work for
ScanFurniture's Customer Service department.

e Student A page 37

Eight weaks ago you bought a boakshelf fram
Seenfurnitura, & large Norwegian furniture stare.

Ar home when you opened the package vou found thal the
glass door was crecked. You went beck to the store to be
told that they would replace the glass door, but
unfartunately they had run out of stock. They promised to
send & replacement as soon es possible,

In tha meantime you have checked several times with the
Customer Service desk of the local store but all they did
was promise thet they would sand the glass door to you as
soon a5 they got it.

Beoause you are fed up by now, you decide to writa o the
Customer Servica department at the company’s
headquarters in Oslo, demanding to have the glass door
sent to you from Norway.
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Selling I>The Boh=amET T
e .&ﬂf

wWarm-up v

You are going to hear managers in five different types of retail establishments
talking about their business. Match each recording with one of the types below.
Then find the corresponding picture.

mail order oo TRy

marm-and-pop store
specialty chain outlet
department store
bag-ti ratailer

Self Stucly

b W bk e

+ Adjectivas describing products,
locations and prices

+ Frequently confused words:
account far and amount 2

+ Talking about pie and bar charts:

appraximations

Match these words from the recordings to the correct definition.

1 suburban a easy to reach, accessible
2 upmarkel b located in the area just culside a city
E Types of ratallers and their 3 convenient € existing in reality, with real physical facilitias
Vncz-ibul-anr 4  bricks and d stylish and of good quality and therefore appealing Lo wealthy
maortar CONSUMErs
5 pnme e of the greatest commercial value

Can you find an example of each store type in your country?

34



Heading: Discount food chains

1 Do a quick analysis of your own consumer spending and answer these questions:

1 Where da you ar your family usually shop far essentials? Why?

2 Which retailers do you think ane the most successtul in the food market and what makes

them so successful in your apinion?

3 Which of the factors an the right are impartant to you when you shop for Erncenas?

2 Read the text and answer the following questions:

1 Which facts in the article suggest there is 3 global price war in retailing?

2  'Wha are tha winnars?
3 'What is the secret of their success?

The Germans are coming

Germany's “hard discount™ model of

It is es far from the charming ideal of
1 Franch farmers’ markaes and small
family-owned shops as you could

narrow range of products in ugly
packaging, displayed in cardboard baxes

i piled an thi Meor and on low shelves, But i “moment in the sun”. Ha was quickly
sales are booming at the new Lidl
discount supermarket in sonth-wesr 0 Aldi in Britain, who pledged to opan a

Paris. “Previously, the Cerman chain

stuck to the suburbs, where poorer falk
5 live,” says Fatouh Mouorad, the stare's

manager. Bur rising food prices and

d'uchal, or purchasing power, In France
have given Lidl the confidence 1o push
w0 dnside the city's limits.
As ECONOMIC PROSPECTS WOTSEN across

Aldi, another German chain - are taking
market sharn. They generally charge

ri some 30-50% less for groceries than
ordingry supsrmarkats. In Francs,

tn 11.2% in the second quarter of this
W year, up from 10.5% a year ago, whereas
the share fell at Carrefour, the warld's

Discounters affect prices well beyond
their own swores. “There's a massive
w  glohal price war in food retailing, much
of it provoked by the gains by Aldi and
Lidl and other discounters.” says lames ¥
Amarasn, & fosd-industry consultant.

o

Tesco, the world's fourth-higesst reraller,
supermarket retafling is spreading in -« is fighting an allout price war sgainst
Eurape. Lidl In Irefand, and Belgium's Delhakas
recently stashesk prices in respanse to
discrunters. Carrefour, oo, is under
Pressure 1w Ul prices,

Imuaging: strip lights glars down on a 45 Pul can the discounters hald anto thelr
gains? Tasta's finance director recently
suggested that they were merely having

contradicted by the head of buying for

store a wesk and win a tenth of the
market (It has 2.9% now), In Germzany,
the heartland of discounting, cot-price
aperators have some 30 % of the market,
widespread concern about pouvr 44 acearding to Planel Retail, 8 consulizny,
and shopping at Aldl and Lidl (s the
narm for tich and poor alike, The two
firms doubtless reckon they have a shot
al replicating that position elsewhens,
Europe, discounters such as Lidl - and a0 Discounters stock o fraction of the
goods that a normal supermarkat offers,
resulting in fewer suppliers, a high
volume of purchases end salss, dnd
massive economies of scala *You would
according o THS, a research lirm, i find 16 brands of 'omato ketchup in a
discounters incressed their market sham niormial big supermarkel,” sayvs Paul
Foley, managing dirsctar of Ald| in
Hritain. "In my store you will find a
thalce of one.” Discounters maostly sall
saond-largest retaler, m their own-label goods, which are more
profitabile than branded goods, whers the
brand owner takes a bix cut:

Aldi and Lidl, which dominate tha
worrld of discounting, hove annusl sales — ws
eatimeted gl €43 billion and € 35 billion
respectively, compared with € 102 hilllon

.

=
a

-1

1y

oo value for Wiy
Auality

shopping experience
Chstomer sevvice

convenience of locakiay

for Carrefour “They are privately owned
and can take a long-term approach to
expanding abroad. New stores cost [1Hls
i open and peneram rapld sales,” says
lirgen Elfers, retail analyst al
Commergbank in Frankfore, "so the
discountars can expand during hard
times more rapidly than any other kind
ol retailer.”

Whist shauld perhaps worry
conventional supermarkets most, in fact,
15 that the discouniers have proven
thamselves adept at moving uproarkst,
2ven as they retain most of their
efficiancies. In many markets, for
Instance, Lidl now stocks e limited range
of brandad goods alongside its cheapar
own-labal (lems. In Britaln Aldl used
b known for tinned and packagsd foods,
bt has now @lso ntroduced frash and
telivatessen products,

In recent years the German discount
model has axperienced only one big
sethack. In March Lidl pulled out of
Korway after foor years of trying to
establish itzelf. Rama 1000, 4 local
discauntar, will take over Lidl's stores
there. Executives at the posher kind of
supermarkst must be longing o know
how the Norwegians did it

adaaad from The Econcmst, ftns
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3 Tick the following stalements true or false:
true falze

Goods at the Paris Ligl cutlel are displayed attractivehy,

In Paris, Lidl locates its stores in low-income neighborhoods.

The German discounters are lorcing food retailers in other counltries 1o cul their prices.
German discounters in France increasad their sales by 10.5% in ona year

An executive of a major British supermarket thinks that the discounters’ success will not last long.
Afci and Lich ara optimistic about experting their success to other countries.

Discounters are krown for their wide range of goods.

Discounters are fikely to be hurt by & recession.

Bath Ale¥ and Ll have been doing well on the stock market,

10 Norway s an especially promising market for German discount retailers.

O mE -\, e W N -

4 Find expressions in the text which show positive or negative developments.

+ a5 eceummic profpects wersen

5 Find expressions in the text meaning the following:

1 Tescomnf

Al plans ta win 10% of the market.
Discounters stock anly g Limy part of the goods normally on offer,

Discounters in Germany have aboul ana-third of the markat

th &= W N

| sal ' igh il

6 Why do you think the American discounter Wal-AMfart was forced aut of the German retail
market?

Listening: The lowest prices around

. E o1 Listen to an excerpt from Cash Flow, an American radio program and jot down the prices
for the products below:

1 The typical shelf price for a tottle of (laundry) detergent in the promational
The everytay price for a bottle of detergent in the new Bast Sargain model
The typical grocary stara price for a bax of comflakes
The Best Bangain price far 2 box of cornflaves
The compelilors' retail grice for 8 microwave

onu

m ) 2 Listen to the second part of the interview again and answer the questions.

1 Inwhat way iz Bast Bargawn different from the German discounters? .
2 'Which reasons for Best Aargain's how prices does Brad Allan mention thet were not mentioned
ri the article abaul German discounters?
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3 What explanations for Best Bargain’s low prices does Mr Allan avoid mentioning? What

could they be? Do you agree with his statement: "The whole country benefits™?

Discussion: The future of retailing

The Shapping Buddy
= [Personal Shopping
Agsisiant) 19 & computar-fike
device mounted an the
shopping cart. It provides
infarmatian about the
lzzation of items in the siore,
makes personglized offers,
and 5UEESSIs recipe ideas, |t
allows the shopperto check
prices and add up the tatal.

R

Look at the photos which depict various modarn
technologies used in retailing and discuss the
following questions:

*  How do you think the barcode has chan

lirig?
‘i |E.I1 The Interactive Shelf-Talker = & systam for
act "--IJ-I' g 1 |54 b &

displaying product information. The device works

+  How could the other fechnohogies aff

25 @ shding interactive LCD momior, Customars
can access additional information using an
optional touchscreen.

L r g B g
tachnologas for the retailer or the consumer?
The Self-Check-Out
Machine snahbjes

customers to weigh
fruit and vegatables
Ang Eoan barcodes
or items they want
to buy. The machina
then totals up the bil
and acoepts payment
by card ar'in cash




Chart 1 Businass Skills

| 2007 Revenues of U.S. top 100 retailers

Rest: 613 b —, [t 379 b Charts: Understanding bar and pie charts

|

Home Cepot
57T

1 Have a look at the charts and answer the fallowing questions:

05 1 How could you describe the distribution of revenue gznerated by the top 100 retailers in

ot the U.5.7
[l an
opopingu i) Crogar- 70 4 2 Look at chart 2. Compare the growth rates of the supermarket sector with those of the
it apparel sactor, Where do you find the highest growth rate? Can you explain this?
L e

8 How s the infarmation in chart 3 different fram that in charts 1 and 27
Theget: Sa3 bn
Whalgraen. 554 bn ¥

SOUrCE www. 11D, OFF

" 0 2007 Hottest U.5. Retailers by growth Revenue growth 2008-2007 of the 40 hottest U.S. retailers
g 350 Rank | Company Revenue growth %
E 0.0 : 3 | Amazon.com 114.3
8 250 9 | Abercrombie & Fitch 85.5
B 15 | Whole Foods Market 70.6
= o4 19 | American Eagle B4
8 50+ 28 | Walgreen 33.3
w 00+ - . S 37 | Costeo 33,9
3 4 8 P g2l j, £ 3 1
: S i.gi S . R 39 | Wal-Mart 328
g Z z 2% 83 3§ =23 Average 45.1
Bources www siees g = | Sourom: waw. AR ONg
m 7 2 Now listen to an excerpt from a university lecture on the topic Retailing in the (.5,
in which the lecturer refers to the same charls, and complete the following
sentences:
I WalMart tops the list by far with 5379 bilion, which is
gll revenue combinad.
2 Although the pie chart shows anly retailers in the LS.,
ong thing is rather striking.
8 Costco's and farget s ravenue roughly 844 million each.
4 Supenaise, which ranks tenth, has revenue of 344 million, which iz 2%
Wal-Mart's revenue.
5 Its growth rate is that Wazi-Mart.
& American Apparel showed growth rate
7 Mone of the supermarkets are
8 Only the whale food sellar Whatle Foads Market them - with 70.6%
m Thés: and now
comaring e charts Charts: Describing bar and pie charts

Skills
1 One of you is Student A, the other Student B. Look at the correct chart and
describe it to your partner. Your partner will use your description to complete the
templale. Be sure not to show it to him/her until the chart is complete!
e Siugent A Chart | pape 124, Student B Chart 2 page 134

Pie Chart | /x’"_‘“‘\

|

Socialogists in the U5, | / b
recanlly published g ] | |
study on shoplifting. I . I
Student B will give you \ /
the relevant informatian. I"%,x /

Completa the pis chart. \_‘

O e [ |
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Businass Skills

B;:—i r ‘::’ |_|| EIL‘_.: a5 |
The graph shows the as

development of sales of :: - !
two different brands at o !
ane supermarket. iE 0 I
Student A will give you 10 1

the relevant information.
Complete the bar chart.

3 WhoOx &

Diversity

Consumer behavior
across cultures

Imagine a foreign food retailer intending to
break into the American market. How cauld
differences in the factors listed below affect
the company's decision as to where to locate
. its outlets and what goods to offer?

= age structure of the population
* populabaon dansty

» mailability of public transport
= GVErBES WOrking time per weaek
= athnic minarities

=  health consciousness

= price of fuelfoil

2 What would be different if the retailer were to
break into the French market?

B taxing about e oharts b

The higeest slice /segmant of the pla raprasants _ which had
miore than a third of the al lurmg

The largest propartion of thefis occurs in the .. age group.

I 7oing about bar end pie chants

counts for % of the wotal

The legend shows the brands represented in the chart.
.. 0l twice f threa fimes 3z many . as

"s market share is only & quarter £ & third S half that of ..
- 3howed the mast / the leest significant growth.

..’ ghare of the markel was slightly more than / less than % n
nas approsimately / just over/ roughly .. % of the market. c e

i|..;- ,q'.._..._|,-_.l.::r.:J.t.-lJ represents, shows Lurmnower in dodlars

Lakt yaar . s turnower ameuntsd to 51.2 milliocn




[he bakery.

SuperSirudel has become 50 successiul that it has caught the attention of major supermarkets, |t has
been approached by el six mejor food retailers in the area, who have expressed interest in distributing
its products: This is a unique opparturity to expand. The awner is now going to meel with his partner
and employee representatives 1o decide which retsilar would provide the best distribution channel,

You are the owner and founder of SuperStrudel. You went to preserve the integrity of your ariginal
business model. The high guality of your ingredients and the concept of employvee participation are
principles you are not willing 1o give up. You would like to have & distributor wha respects these.

—ole-play: Choosing the right distribution channel

Divide up into groups of four and read your role cards on the pages listed, Student A is the owner
of SuperStrudsl, student B the owner's partner and investor, students C and D are company

employees with different agendas. Present your arguments in the role-play, making use of the
graphs and company profiles an this page.

- Siucent 8 paga 125, Studen! C page 129, Studert D page 135

Situation: SuperStrudel is 8 European bakery which started operating in the U.S. five years ago. It
specializes in hand-crafted baked goods - breads, cakes and pasiries - which have bacame 5 fit with
health-conscious consumers who appreciate the use of organizally grown Ingradients. The company is
glsc unique in that it = run on & business model emphasizing employes participation, i e. employees
ara involved in the decision-making process and receive a share of the profits. A year ago the owner
Was pressed to buy new eguiprment and quickly found ar American partner whao was willing to invest in

Market share of grocery retailers

Bt Sergain 27.0%

Oahery 29.1% =

Graen Goodeas
Foodi 1.7%

Moty Marcst 4.2% = L i-:.:.'.'l.'.'.-.? %

- Kang's 15.0%

Mice Price 1405

Sales growth in the lagt three years

5.0% I
ooz | | : :

¥ L) T
£0% I

Bargaisy
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Bightant
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Marked

Le
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Company Case

2 right part of town

Read the text, then list the advantages and
disadvantages of sach location from a business
point of view. Put yourself into Sam's shoes and
decide on the best location for the shop.

Winstead: Changes in the last decade

Telal Populalion

Paopulation by age
Eroup

0-18

19-40
41-60
61-80
B+
Students enralied
Business start-ups
Sports clubs

Health and fitness
clubs

Just after S3am Pated finished his business degree &l

Winstead Metropalitan University in England, hig grandfather

died, leaving kim £100,000. Sam, shways & passicnate
decided Lo BiD

runner-and sportsman

his imberest i b

SpECIaITY T 10w has (o decide an the most

used to rely heavily on manufacturing, but since

the aarly 1920s there has baan an infiux of eervig

acially call certers and retaliers, It |

Etugant :nl._':_f}l_ul.)fu:‘.'. e 1

and several higher education 5. Winstead also boasis

i iere ange good sports facilites and 2 large
per of football 5nd ather sports clubs;
Sam has bean looking at various locations. Or

hand, a large retal mall has just opened gulside of lown, m

the ane

which he could still rent space. There s also an outlet mal

te revive its High Streel, which in recenl years has g
geching, Thanks ta redevelopment measures, gl [gast in the

first year he could expect subsidies from the municipsl

government to
area around i
thare are shap

# train station has also been upgraded and
in this neighborhood which could be rented,

#
!.
| §
o

i T

T TRt

=T

[T A T AT 5 F 5 o7 St fmr g




a2

Writing: Summarizing information

You are a consultant to SuperStrudel, the bakery described
an page 40, Your client has asked you to make a
recommendation as to which retailer they should work

with. You have collected your findings in a 20-page report

but, as a meeting s taking place with SuperStrudel this

afternoon, you need to give the owners a shart summary of

your findings. Write a memo summarizing your
recommendations.

Web research: Online retailing

Think of four bricks and mortar retailers you patronize.
Check whether they have online stores.

= |Feo, how does the range of merchandise anline differ fram
that m the bncks and mortar store?

* Arg thare any special offers?

*  What methods of ordering are possiblat

= What i3 thesr policy regarding paymant, réturning merchandisa
(e 2. mailing or plek-up service, return 1o store} time
restrictions, refunds?

*  How convanient would it be for you to order merchandiza?

Be prepared to talk about this in the next class.

Fleld research: Evaluating the
shopping experience

Choose a bricks and mortar book shop or electronics
retailer that you know well. Think about the total shoapping
experience they create in their point-of-sale (POS).
Consider the following elements and how the consumer is
influenced by them: entrance, aisles, shalvas, music,
spacial offers, customer service,

Then visit tha stare's homepage and ask yoursalf how
important the following factors are for you:

» the shopmng experence in the store

* peing able ta touch, feel, smell the products in the store

* converdence (onling purchase versus going inlo own)

»  meeting friends in tha siore and socializing with people while
you're shopping

Describe all this in a paragraph, finishing off by forecasting
the future of these bricks and mortar shops.

Reading: Big Retailers Still Struggle
in India

Read the following article and write a short essay
answering the guestions below.

By Mehul Srivastava from New Thelhi

Muast Indians continae to find big retall stores more interesling
as cultural phenomena than as places (o do their actaal

shopping.

Iusta few days before Diwall, the Tlive-day Hindy, Sikh and loin
festival, Rallaxml Pandit koew [0 was time o buy some 2ifte for har
family and friends, 50 she hopped on the Dethl Metro for g 45-minute
ride across town 1o the chosest Big Bazaar, a Blg-box wannabe
offering svervthing from saris and neckiles to comilakes and Trozen
chapatis. The J4-vearold homemadker spent negrly an hour sifting
thraugh piles of children’s clothes, admiring warches and rrying oo
el phones,

Then, withosut making a purchase, she hopped right back on the
Metro and hesded for the noisy stresst market in Bhogal, the working-
class neighborhood where she lives with her husband and three
children. Thers, shopkeepars called out to her by name as she mada
her way in and oul of mom-and-pop stores clutching a list of prices
from: rthe Hig Haranr She picked
out n 3120 phone for her sisien;
the price wis about 55 lese
than at the Big Bazaiar, and the
shopkeeper had it dellvered o
her house three hours later,
where her husband paid cash.
“Hig Razaar was niee,” savs /
Pandit. “But | just wanted tosee |
all the pricas. | don't by ar
those big shops,”

As Diweli firaworks light up the Indlan skies, millons of people
across the country buy new appllances, chothas and pifis for the
gotire fumily, In the duys leading up to the festival, markets in Delhi
have bean packed with shoppers welzhing gald banglas an tny
scifes they brought from heme. dragging annoved children from
strrre o #tors, stulfing them into Swesters oo hot for the Ociober
balminess and spending cash squirreded sway for months.



TRICKEY LAWS FOR FOREIGN RETAILERS

But ke Pandit, most Indlans find B retailers more interesting as
cultural phenomena than as places whers they would actually buy
anyihing. Indian regulations for foreign retallers are complicared;
bl g-bax stores such a5 Walk-Man or Carmefour are only allowed o
purtper with Indien companizs in the whaolesalz sector, rither than
z&lling directly o customars ke Pandic, Meanwhile, single-hrand
retallers like Levl Strauss thal primurily sell one manufactorer’s
products are allmwed 1o ssll directly oo customers, but they must also
et & |oinl-yenture partner

That means that Jor foreign-owned retsilers, much of India remalns
out of reach. Marks & Spencer, for Instancs, has just 15 sores
through an alliance with Reliwnoy Industries, although the British
redaller sald it plane o add another 530 surles in Indfa. Thoowgh a
jaint venture with Bhart Enterprises, Walk-Muort in May opened its
first Indlan store - called Best Price Modearn Whalsgale = |0 the
Punjala city of Amritsar, but it's allowed only to sell o penple who
register by showing tax documents that prove they own & retafl
oitlet, often callal o Kirana store: The jolnt venture b to i)
another 15 outhsts,

MOM AND POP STILL RULE

The market remains abmest completedy dominated by small mrmer
stores, though, with chains of airconditioned supsrmarksts and big-
b outleds now habding bess than 5% of the markes, accarding 1o
brokerage house Edelweiss Securifies. Because they don'l have much
of @ foothold In the cauntry, mast of thess companbes haven't Rad a
chance o build up the sort of elficient supply cholng thet allow
Western retallers to discount thelr wares desply. Meanwhite, the
nimbse mom-and pop stores explolt personal connections o
shoppers, homs delivery, sasy credit, and gifis and discouniz for
Joval customers, =Some things e cheaper al the hig stores, but if 1
il my cornar guy that | saw cooking ofl for 57 a kilo ot Big Bazaar,
fve: gives it to me for the same price,” saye Pandic

The suocess of tha smiall plavers = and the larger seonomi; shwdown
= hove confribated (o a shakaout in Indion retail. Nearly 2,00{ shops
have closed In the pust 16 monthe. Subhiksha, o 1 600-2mre discount
chaln, ran aut of money o pey employvess of reol sy this year aml
shut down. Spencer’s Bedail [no connection o Marks & Spancer) has
chosed down 150 of [ts 200 2hops. Pantaloon Retall, owned by this
same company thal runs Big Bagor, closad 103 of its shups
countrywida As India’s lareesr retalber, 0 still Has more than 1,000
shops. The Future Group §s rstructuring the entire compamy and
conskdering selling equity to rafse funds. Vishal Betall, which runs
170 dlisonunt stores, |5 retrociuring s debr.

Winning over custormers may not be o easy s winning over the
povernment. Hallance Indusiries’ remall chain, Raliance Fresh, had m
chose stores all around the country - includiag 12 in Litiar Pridest,
[rdia’s mast populous stare - o 2007 and 2008 ax polltbestly
copnected fraders led protests against i, alleging that it ripped off
farmers, That distrust cantinaes sven ioday, in spite of Bellance's
nlans tn open whobessbe stores Tar traders. "Th-':f. by oo mesdithes
like spinach, potatoes or fruit @t dirt-cheap retes from the poor
farmers, sell It ar thelr Reliancs Fresh stores, and mint monsy " Gapal
Bhargave, & stebe minister or rural development in Idia's largest
stars, Madhya Pradesh, sald, according o media ropors.

Indian companies have to tiptos around state SOvernmants trying 1
avidid i repest of what Heliance Fresh went through, Thay need (o
fieure things our in & hdrry, “Frannaally, oncs modarn retallars can
gt Chedr supply chaln infrastrociure in place, thens's @ lof mare in
rerms of prica compatitivenass that they can offer,” sayvs Mohan
Singh, Hong Kong-bassd analyst for Maoguane Securities. “As
Indians grow richer,” he wdds, "consumer spending will skyrocket in
the next ten years. craating an oppartunity that Indlan retaflars must
fgare ot how 1o es ploit.”

Wi bevy Ml nessiveek

What makes Ms Pandit typical of millions of Indian
shoppers?

What conditions must big retailers like WakAdart futhill
before they can open stores in India?

What axplains Indians’ loyelty to mom-and-pop slores?
Why hawe Indian chaing not bean much mora succassiul
than Western ones in thelr own country?

In your cpinion, i thera 8 way to combing the benefils of
the big-bow stores with those of the neighbarhocd
retadars?
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Learning Focus

USSINE BANSCEE ¢

Self Study (

Apologizing lor 2 mistake

Globalization and
international trade

Create a definition of globalization using the following sentence parts:

Eo0ds, services and capital

Would you say this is a good definilion? Does it leave anything aut?

Which of the following statements about globalization do you agree with? Discuss them
in class.




—

E Lising {He fight onm: scone-

Reading: Trouble with Trade

1 Enter the following terms in the mind map below.

retaliakicn against drop in price of goods * aconomis growth * snonamis inequality « aswsssmessalaaliutlan.
sther coustrier reshvicHons norms and standards « quotas = spread of matenalism + reduction of baiance of payments deficit »
Spladiaisnggangloihiar countres' restrictiong » special interests of domestic industries » Adem Smith:
The Wealth of Mations [i77) » eubsidies » sweatshope o+ taslilae forrorism s Soaveladtascpm
e e — F—..-d

2 Match the following terms with the best definition:

1 ripple effect a materials before being processed or manufactured into
a final farm

2 watershed b government services such as health care, old age
pansions and unemployment banefits

3 pact & aturning point

4 social safety net d aseries of conseguences resulting from & single avent

5 raw materials ‘& an agreemant betwesn two or more parties

3 What aspects of international trade could people find troubling?
4 In the following article the Nobel laureats in economics and Princeton prafessar

Paul Krugman talks about his attitude towards global trade. Read the article and
complete the lable on page 44.

Trouble with Trade i A

mist workers In this country, And that

While the United States hos long poarer thin we are and that pay their rility makes the politics of trade very
imported ofl and orher raw marerials workers much lower wages. difficulr,
from the third world, we used 1o import = For the world economy as a whole - s Let's talk for a moment about the
manufactured goods mainly from other and especially for poorar nations — ECHGMICE.
s rich countries [ike Canada, Eurapsan growing trade batween high-wage and Trade batwesn hlgh-wags countriss
nations and lapan. low-wage countries |s & very good thing. tends to be a medest win for all, or
Hut recently we crossed an important Above all, it offers backward soonomias almnst all, concerned. When a free-trade
watershed: we now Import maors 0 thair best hopa of moving up the incoma 35 pact made ir possibia o integrae the
manufactured goods from the third world ladder, LS, and Canadian auko indusiries in the
i1 than from other advanced aconomies. But for American worksrs the story is 12605, gach country’s industry -
That {5, a majority of aur industrial trade much less pesitive. In fact, it's hard o concantraped an producing a narrower
i muw with countries that are much -avehd the concluston that growing LS. runge of products on a larger scale. The
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i

Since 1962 the LS. governmant

resull was an 8ll-around, hroadly shared
rige in productivity and wages,

By contrast, trade Detween counirias
al very different levelz of econamic
development tends to create large classes
of lusers us well @s winners.

Althaugh the autsourcing of some
high-tech Jobs 1o India has made
headlines, on belance, highly sducated
workers in the Unfead States benefit from
higher wages and expanded job
ppportunities becaosa of frads

Bur warkers with less formal education
gither see their jobs shipped overseas
or find their wages driven down by the
rpple effect as ather workers with
similar qualifications crowed into thelr
industries and look for smployment to

Benafits

hias maintained restricthons an

=
&

0

Lr]

replace the Johs they last w foreign
competition, And bwer prices of Wal-
Mart aren't sufficient compensation,

All this Is texthook international
economics: contrary to what peopla
sometimes gssert, sconomic theory says
thar free trade normally makes a country
richer, but it doesn't say that it's
normally good for everyane, Stll, when
the effacts of third-world exports on LS.
wiiges first became an issue in the
19908, & number of econamists — mysell
Included — loaked at the dats: und
condludead that any negative effects on
L5, wages were modest.

The trouble now Is that these affacts
may oo kmger be s modest as they
wars, becatse Imports of manulactured
goods from the third world have grown
dramautically — from just 2.5% of G.D.E in
1990 10 6% in 2000,

And the biggest growth in Imports has
vome from countries with very Jow
wages, The original “newly
industrializing sconomies” exporting ma-
nufactured goods — South Korea, Taiwan,
Hong Kong and Singapore — paid wagas
thal were ahout 25% of 1LS. levels in
1990, Since then, however, the sources of
our imports heve shifted o Mexion,
where wages are only 11% of the L5,

aX

level, and Ching, where they're only
about 3% or 4%,

Soam | arguing for protectionism?
No. Those who think that globalization
15 always and everywhers a bad thing
are wrong, Un the contrary, kegping
world markets relarively open is crucial
1o the hopes of billions of people.

It's uften claimed that limite on trade
benefit only a small number of
Americans, while hurting the vast
misjarity. That's still true of things like
the import quara on sugar® When it
comes o manulactured goods, it's at
least arguahle that the reverse is true.
The highly educated workers who clearly
benefil rom growing trade with third-
world sconomies are a minority, greatly
autnumbersd by those whio probably
lose,

As | sald, I'm not a protectionist. For
the sake of the world 85 & whale, | hope
thast we respond to the trouble with trade
rut by shurting trade down, but by doing
things like strengilening the social
safety net. But those who are warrad

4 abaut trade have a point, énd deserve

SOME respect,

adagtzd from The Now Yook Times

S Does Krugman think globalization is a good thing? Highlight the words or phrases

which show the reader that he is vacillating between the two points of view.

SUgar imparts m the US. in arder
b protect Amenican sugar growers,
This hias disadvantaged American
sugar-using industries und the
consumar, who pay more than
twice the world price. The sugar
prugram has besn sharply
eriticized a5 an example of 1.5,
profectionist trade policy.

© Finish the santence: The trouble with trade is that

7 How, according to Krugman, has international trade changed in recent years? How
has his own attitude towards trade changed?

B If Krugman had focused on developing economies instead of the United States,

what benefits and drawbacks of global trede might he have mentioned?



Discussion: Thinking about globalization

1 In today's world it is not only manufacturing jobs that are outsourced but any jobs
that can be digitized. Can you think of some non-manufacturing jobs that hava
baan moved to low-wage countries?

2 What kinds of jobs are not cutsourceable?
3 it has been said that young people in the West whao are entering today's job market

are in direct competition with millions of young people in China and India, What
skills and abilities do young people need to make sure they will be able to compete?

Listening: The container revolution g

1 Fill in the gaps in the following sentences using ane of the words from the box
below.

1 The warehouse has hirad an additional security guard because of the problem of

2 Rail transpaort is often considerably faster than road
3 For some travelers, the 1= less mportant than the jpumsey,
4 The aircraft is designed ta carry a5 well as passengers,
8 The building is small and doesn’t provide much space far
& The afficers are on strike and refusing to check cargo flights. e
customs » destination » duty
7 Thereisno on goods coming from other countries within the £ freight « handling » haulage «
= ' v . LB ¢ » oclorape = vessel
8 Al items sent with express delivery will recelve priority i o Yo
¢ The has & capacity of 1,000 passangers and 304 cars
2 Listen to the excerpt from the radio program Business Warid and mark the m i
following statements true ar falsa: :
i =] Tl
1 Malcolm Molean began his career with @ small fleel of ships,
2 Today 19% of all poads are shipped in confainers
3 Michael Brown's father also worked in a container port.
4 The contaners are broughl directly ta the shig by lormry.
§ The terminal manager decides in which arder containars are |caded ont the vessels,
& The fee for a container transport can change dramatically from one year to the nest.
3 Listen to the first part of the recording again and describe how transport in the m W

past differed from modern container transport. Use the construction used to.

s Goods used Fo be transported in woodew crabes or ow pallets,
wherems Foday Higy awre bramspovted v coubminers,

£ What qualities of containers make them ideal for transport?

5 Containers are also used for purposes other than transport. In what other areas are
thay used?
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Business Skills

Telephoning: Business to business (B2B)

m 1 Adam Grimm of Mapet Enginaering in Braintree, Ui, wants to send a consignment of
equipment ta the LS. Listen to the Lelephone conversation and write down the following
E Using ‘h tanguage of trade and informatian:

L _tLTele g

Vﬂgﬂ_b”lﬂw deadline for the arrival of the goods in the U.5.

sailing date of vassel thal would reach Houstan by that fime
arrival gate of same vessel

lotal ime the goods will spend at sea

rate for 40 1. contaimer

customer’'s sgecial requirements

R

2 Have a look at the following Bill of Lading, which Adam Grimm has received from the
shipping company. Doas it correspond to his instructions?

BILL OF LADING i
Dats. xooacces Mumbar of oniginais BIL: 3

SHIFPER Bill of Lading Namber
Name: | YoM Enginessing R -

Addase: | # Radeny 54 CARRIER HAME Thatis Shipping Ltd.
Eraintres
CHTS BTH UK

m ApCiDERing fol & misTake o
Irmmaniense Fragile merchandise. Please handle with cars.

Skills L e G e 1~ Me—

rT———

mm O e 3 One of you is Adam Grimm, who calls Thetis to correct the mistakes in the Bill of Lading.
L e e v L W The ather is a Thetis employee. Role-play the telephone conversation.

Even whan you ane annoyed, It

i impartant (o express yourseif E =

diptomatizally. Here are some WM

expressions thal are used to soffan

criticism and complaints

* I'm afraid .. e

u.m.,..ﬁadnrmh.mv-#_“ﬂ**ﬂ
* I'm gory, but - Y e E.m
i will neead while wunking the on

» Unfortunataly ... L HMHYWYf“- o -

.l ek i your mebibude? 18 i IS anuopnnce, can you soften yiur
m BUre you realize that L i e W ._ E?-

* Would you mand ,_? lmngisnge :

.. NM—nmmmm}mﬂWﬂ
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Business Skills

talk: Saying the right thing

1 How do you feel about small talk? E

= Wy nd i 235y [0 [BIK [0 paaple you heva just mat

2 Colin Finn, procurement manager for a major British retailer, is visiting Infasystems in
Bangalore, India, to discuss outsourcing some of tha company’s back office operations.

mant

1 Wy TE |5
Z 0 1 3 R E
3 4 g with
4 st vis
5 H E Ng you D asLsiar
4 Listen to the conversation between Colin and his host at dinner and answer the W W
questions. )
1 15K
2 5 nteres ?
3 loes gige it
5 Listen to Colin as he says goodbye to his host and fill in the gaps in the conversation: E T
@ Sunil Kumerswam Colin Fin
& F " -
1il 4 2




Globalization and
intemational trade

Busmess Skills

Small talk or deep talk?

An Amarican company has organized a recaption to welcame a2 business
partner from another country. One af you is the visitor, the other an
empioyee of the campany receiving the visitor.

Small talk,
big effect

[ 1 !?_.Z"'_-."_: 132

Your profila:  You are an environmental engineer. You have been sent to your
company's subsdiary in the U5, to wark on a joint energy-saving

g a waste of .
= project, Your assignment i 10 generate Amarncan interest i new
mall talk RS -
wiays of eliminating emirnmentally unfriendly processes, You are
: weenly interested in this problem in generel and are well qualified far
I ng 2

this new project. You are looking forward ta finding people who

share your enthusiasm for environmenial issues. You lowe 1o argue

your ideas.

effest i= not The situation: You have just arrived and your hosts have prepared a welcome party

- E I i your honor, You are going 1o be introduced 10 a membe
3 weather. Ir af staff who you know has guite a lot of infiuence in tha area of
I5 Gmman sustainable business practices. You think this person will be

na it

5 and you ere looking lorward (o engaging
in the him /her in deep conversation

gs50edl m your 1a8

| remarks You think it is great to find people who care as much as you do about
d benng shared. By the environment and want to l2ad this hield in new direclions. You are

ngaging in small talk, you show Izoking farward to real dialag

Your task: Aftar you have met, iry to engege your colleague in @ discusaan

about climate control and the necessity for a glabal initiative to curb
ming. What doas s,/he believe are the ways your company
can become a forerunner in this opmentt Probe deeply o find
aut what your collaague thinks. You want to show your colleague that
you value his/her opinian and work in this field and are interested to
haar his/her views.

global warr

YEEE [

What conclusions can you draw from this role-play about cultural differences?



com pany ca$e ' Flayb¥oria inc. 1s a market leader in toys. For at least

twenty years it has been cutseurcing production to

China, & sirategy which brought the company
ENONMOUS COS! 30VANTAEES. HOowoyar, WO yesrs g0 a
SCANQal Drowe when loxc lead levels were dotected in

thepaant on vanous playsets which had bean ;
manufaciured by & Chinese supplier. PravWorld was f
torced 1o recell mare then ten million ilems. At the i
same bime athar toy companies, all of whom :.

cutsourced praduction to China, expenenced similar .
problems and hed fo make-gsimilar recalls, Paytord

15 assurad by its supplie this would nol oceur

\ : 208N ar S5 2d satigimad thal standards had heen
' Children at risk

va months ater 3 consumer

pratechon arganization reparted 400 cases in-which

15 loys had come Inose,

Chaose one of the aptions mentioned in the text . ; Dl i
This was a cause for congern, a5 the magnet B
and in groups discuss its advantages and ' y s TSPy
2 poweriul and wihen swakiowad can attract esch ather
disadvanlages, ) 1 -
- r oy rerf " ar bie ‘_.-'_s,al'. i TR
= . cases chifdren had in fact swallowed > [han on
Returning production to the LS. 4 . an
magnet and requingd surgery. Tarents have threataned
advantages 4 the company with class action suit

dla-.e‘lﬂvantﬂges h..--" I-'h nine 0oard 1s anadad. there are paaple

3L The Made in.Chire labe aw & liahifiy

ind are pleading for a retum of production 10 the U,
Industry alliance - | Anather fachion think&that there shou

Industry-wide alliance which would incraase pressure
an the Uhinese BOVEITImEnt Dthers fesd that the

edvantages

disadvanlages chicy s simply 20 put more pressure o
vipany's suppliers, possibly with 3
taring, &nd
Pressure on suppliers il cluss action suds

advantages

disadvantages

Before you start, think about the following
question:

* What might have cavsed the dangerous flaws
in the toys?

Then, in class, decide which of the options or

combination of options PlayWorild should pursue.

B



Witing: Wealth through trade

1 Write a short paragraph describing the graph you see
balow.

Worldwide trade volume and GDP per capitz 2B
. a1e
24541
740
15448
5831
T445
araq 4350
1172 | 2619
121 | 16% | 321 12Wj_
p—— .
1928 1 1w53 1 1963 1973 1 19a3 11993 1 2003 ' 2oos ' 2007 1 |
B r2ce volume (Sb) [l GDP per capita (5)
Spurces WO, UN
: 5 b . ?- o
-.'I. daieh s = = .__-i

I . jyear] X amounted to ./ stoad at
... alightly mone fless than .
. BPprEOmEtely .
nedrly
- JUEL OwEr
o B Sincressad stasply ..
doubled /trpled

2 In his article Trouble with Trade Paul Krugman makes the
following statement:

"For the world economy 83 & whale — and aspecially for poorer
nations — grawing trade between high-wage and low-wage
countres is a very good thing.”

Do you agree or disagree with the statament? Write a short
essay (200-250 words) expressing your reaction. Use
varipus argumants and examples.

| agree/ disagree with _

Firstly fSecongly ...

For example / For Inetancs

Ovve wmportant factor 15 ...

Maoracver ..

In addition 1o the previous palnt, there is
Herwawer

Although ...

O the whole

Allin all ..,

20

s }

Heading Is globalization good for
the people of the world?
Read the two texts and answer the questions.

Main Street Should
Embrace Globalization

by Dankel Griswold

Millkons of American familles bensfit fiom
fres: trcle every duy, We benelit whenever
wom bty & cart of grocerles, o new shire, 2
TV ora car. The mcglpt doessn't say, "You
have saved 530 (or SI00 or 53,000]
bsciuge of | mport competition,” but the
savings add up o hundreds of billions of
dallars every yoar for American households

Most Americans believe in comperitinn. We are better off when a
doean restaurants and a hall-dozen autn repair shops compete for our
business |nstead of only one or two, By expatuding the number of
producers salling goods and services in the domestic markel, trade
stfeguands and intensifies competlton The resulr is lowsr prices,
more variery and better quality for tredable products, Free trade is
the market's trust busisr,

Fres rade means we can buy fresh-cut fowers fram Colombda in the
middie of winter, along with fresh froit from Chile and fresh
vegretabiles from Mexico. Fres trade means we are mone likeby to find
the style nmd size of shirt we want on the shelves at department
SINeE,

The consumer benefits of varisty can be harder to quantify than a
slmple drop In price, but they are just 85 real, A 2004 study by tUw
Matiomal Dureau of Econdamic Research found that the real incomes of
American fumilies are about 3% higher bocause of the gréater variery
that [mpeirts hring. That transianes to 2 real gainof 51.300 per
person or more than $5,000 for a family of four just from the
expanding varietes thar rrade has brought o the marketplace

Impaorts from China have delivered lower prices on goods thar mater
mwst to the poor, helping fo offset other forces io our economy thit
e to widen income Insqualite. A 2008 study found thar trade with
China his helped o offset nearly a third of the official rise in income
Inequality from 1584 to 2005, Lower prices on goods imparted from
China have more than compensated for any downwand pressore on
lowe-ekllled wages because of US-China trade.

Imposing steen tariffs on Imparts fram China would, of courss, hurt
producers end workers [n Chire, bt it would also punish millions of
American ennaumers through higher prices for shoes, clothing, loys,
sporting goods, hicyeles, TVs, radios, stereos and parsanal and
laptop camputers.

It would disrupr supply chains throughour East Asia, imvite
retalition, and jeopardize sales and profits for thousamds of U5
crmpankes now delng husiness with the people of Ching. Sanctions
ol [he Kind contemplated in Congress would also violate the same sar
of Internutional trade rules that membeers of Congress aoouse Ching
of vinlating
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We shauld inciet thar eur government sdopt trade polickes that ars
b=t fior mast Americins, regamiess of what other countries do. And
that mezns pursuing trads palicies that spresd benefits (o the
widest possibile number of Americans, especially the poor and
midhdi= class, who have the mast to galn from removing the fing
rematning barriers that separate us from the global marketplacs.
Prariimd Grlswold 2 the Dirsctan af M Conter S Trnde Fofley Stdies
ot the Cany Inare i Washiimgcton, [0,

The arthele s @n oxrract from: his book M whow T Why o
Sirewd Amvien Shrewkd Smisere Globafizmsan, (209

Globalization versus
Community

bw Heleng Norberg-Hodge

Society today s feed with a choice
between two diverging paths. The path
endorsed by government and industry
beads towards an ever more globelized
geonomy, one in which the distance
btwetn producers ami copsumers
will cuntinue to grow. The other path is
heing buflt from the grassmats, and ey lowands srong bocal
soonomies in which producer-consumer links sra shortened

The path iowards glaballation ks dependant upon continuous
government investments, [ feguires the builfing-up of & kdres-ccale
indusirial infrastructure, Including roads, mass communications
factiities, enerey mstallations and scheols for specialized sducation.
Among other things, this keavily subsidized infrastruciure allows
goods produced on o kargs scale and transperted long distances 1o
e sold at wriificially low prices — In many cases at lwer prices than
gonds produced locally...

This is a tresnud that | hiave wimessed in Burope over the years with
the expanzion of the Comman Marksr, and In Anwerica, whers
*higser” has bong been assumed 1o be *better™, Triliions of dollars
have been spent all over the industriallzed world craating
supsrhighways and communications infrastroctures thit fadbsie
long-distance trunsport. Stll more is being speant on highly
spelalized aducation that makes possible and promotes (ndustrial
technalogies — from salellite communications o chemictk and
energy inlensive agriculure. In the last decads, vast sums of
Laxeiyers' money have besn spent on reseurch for biomchnalngy =
with the aim of allowing food to be transported even greatsr
distances, SUrvive even greater doses of pesticides and uitimately to
b produced without the troublesoms need far Barmers. The ‘unfuir
advantags’ these many subsidies give to large-scaké producers and
marketers s making il all but impossibla for family Brmens 10
compete with indusrrial agritiusinesses, for the small shophssper w
pompeete with huge supermarksts or for any small producer 1
compete with corporations thar can ba locatel wherever production
ENSTS AN Jowest

4
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Large corparate producers are given further odvanlages by policies
thut promot: “free trade”™. The premise underlying rrade agreemants
like Maastricht, GATT and NAFTA |5 tharwe will all be beter off if
we continbe W increase the distance batween producers and
consumars. Ak a consequence, Spanish markets sell Danish butter,
while Danksh stores soll bubter produced in France: England axports
roughly &= mich whear as ir imparts; the average pound of food in
Americs travels 1,500 miles befare (8 redches the kitchen table, and
the ol transport distances of the Ingradiants in a pod of German
yoEurt fodals over 1000 miles — even though all are available within
3 b,

Governmants around the workd, without saception, are promoting
theesss tremids [n the beliel that their giling sconomies will be cured by
throwing themsalves open W aconomic glabalization. Tranically,
these policies undermine the soonemles nol only of locak and
regional communites, bur even of tha natior-2tates thar sn pealoushy
eromte: them.

Bt there bs an alternative path, & significant counter trenid that,
desplte o lack of support from government or industry, contingess
Moairish. Throughout theworld, partivdlury o the industrialized
rouniries, inoreasing numbers of peopls are recognixing thi
importance of supporting the bocal economy. And within this
couniEncurrent, amemps io link firmers and consumers are of tha
greatest slondfcance |

Helema Nerbwrg-Hodi |4 the Foundes and Dinector of tha Memermemona

Spivfy diy Ciokwey mrad Cilinre (P00 amil co-fuuimdtsr of (e Padnrruiain

Forum an Clobalzanan (6}

1 According to Griswald, how doaes tha consumer banefit from
fres trage?

2 According to Nerberg-Hadge, whet harm 1s dane by
elobalization?

2. How do the points of view of the two authors differ?

4 ‘Which author co you think hes the best argumants?
Write 8 paragraph of 250-350 words explaining why.

Web activity: Researching trade
policies

Usa the internet to collect information about the current
trade policies of:

the European Limign | the Linited States | Chira | India
Do these countries implement any protectionist measures?

Yau will find useful information in English on the wehbsites of the
Wil Trade Qrganization (WD), the fternational Monetary Fund
{IE), tire Workd Bank, the ClA World Factbook, the 88C.




Learning Focus
* Describing manifacturing N

+ Talking about product

Jp&CINCANIONS
) T S : Ly
= Presenting a product’s features, [

fureclionshities and spacifications

-

s What can your preduct do?

Choose the right words fo
presenting & praduct
o Pagt rErfact EETi{nE QASE Wil

swpen?

Upsiream  procvesss a  Sers
T [} . | bl | | i
I3 al =LA
I i a1 )
Downsiream s F
15 ma

This production method is called push
production method. It = 2
comventional production sysem in
which items are manufactured in the
largast quantity possible in the time
available, Production is bazed on
gxpectations and projections.

Products and production

Warm-up

Match each diagram depicting a production method with the correct description of
the process.

This praduction method |s called
pull production method. The
finished parts store is linked
directly to the customer Only
those marts that have bean

| Delbvery | pulled out of the finished parts
| slore are-assemblad or
. E processed. The finished parts
[ E TR Intark Firilshad narts | Slore badances fluctuations in
- 1 | customer demand
—~| " 'Ir- | "I !
S ) - L |
- | . -

/ 1AG 4 a il %
‘ \ [ I / \J B 1. %— This pradustion method is
\Eﬂﬁ: E | called production in

Delivery sequence. If = 3 fower leyal
form of make-to-ordar
produstion. The final

E T i procassng.stage and defivery
i : are synchronized sa there s ng
" .f ) _’.;___1 need for a finished parts store
. = | 7 = anymare, The final processing
. % J / slege of 3 particular product

— slarts when the arder for this
@ﬁ Comes n

&
CEEER
0
I

Dlagrama from The Synchronized Production System by Hitoshi Takeda

What do you think the advantages and disadvantages of each of these production
methods could be?



Listening: Production and its management

1 Match the following tarms with their correct definitions:

a the total number of people who work in a particular

1 lead time
company

2 workfaroa b an imparfection in an object or 8 machine

¢ the productian area of a factory
3 inventory

d all the goods available In 8 slore at a particular time
4 defect & the period of time betwesn the initiation of any

raduction process and the completian of th

5 shop fioor p ['on process and th [} at

process

2 Listen to the radio program /n focus festuring a professor of production operations
management talking about recent developments in production systems. Answer the
questions balow while you are listening to the interview:

Why is production impertent for the aconomy?

What 15 lean manutacturing?

How s waste defined?

Why has it been so difficult to implament lean production in Western compenies?
What kind af skills do workers need when lean production s practicad?

Why might American car companies go out of business in tha near futura?

LB T T

3 Listen to the interview again and concentrate on answering the questions below:

1 Wrile down the different types of waste. Which type is most impartant in the speaker’s opinion
and whyT

2 What is the Japanese approach to improving results?

3 What are the challenges in production today?

4 Research the different types of waste.

1 Haw doas waste ocour?

2 What are the consequences of ignoring waste for a
companmy?

Reading: Birth of the cool

1 Match the words in the box with the correct pictures,

assembly line = barcode decal =
conveyer balt « meld « nuts and bolis

(81 L]

[

n

L
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2 How would you describe a typical fectory? Would you agree with the following statement
made by a formar factory worker?

“ve worked vra few factones in my ife and have haled K. § was mostly on an assembly line doing the
same repeinive work 8 ta 17 howrs 8 day, S0 aftar 3 whils [ bagan lo loss my grip. Sometimas | haa o
WK n extramedly Aar or ookd conditians ang Ihe constant noise required earphigs. Ar other times |
hag to wear an aoran, gloves; bools, haimet end ofber gear to protect the product or myself from
chamicals and such. [ don't think human baings show'd do factory work anymore. They sheuld ba
raplaced by robofs, ”

Raad the description written by a journalist who watched the process of manufacturing

refrigerators. To what extent is the statement of the factory warker from above
confirmed in the teat?

Birth of the cool

Yesterday, | saw a refrigarator baing
horn. Actually, | saw thousands of them,
in all stages of complation. | spent the
day af the Maha refrigerator factory in
Celaya, about three hours north-west of
Mexica City, They were kind encugh to
lst me [n as the company’s line of
Lusiness is one of the few in which
Mexico is successhully competing with
China on manufacruring.

A long steel sheet with some designs
on its fringes slides into a maching
comprising two huge paddles. The
paddles go up and ... two dimensions
become thrae. The sheet, flata spii-
second before, now resembles o smallish
metal delactor - & U-shapad block. It has
no function, anly a skeleton of form, but
the thing looks ke a refrigemion

Fleewhere in this spacs, onnss of
pelletized plastic are being melted down
and laid intg sheets. These sheots are
then stacked and laft to cool for a couple
of days until they reach room
IEmperatire.

Then they go back In the oven They
are hemted for 30 seconds then passed
down 4 conveynr el Then a maszive
metal mold poursds into the sheet. A few
seconds later, the plastic, cooled and
hardened, comes rolling aff and {5 caught
and set gside by a worker. Up to this
point the whole process has been mostly
autmaksd

Mt step: the inside of the fridge is
firted into it matal exterior, Wiras are
duct-taped 1o the back and o barcods
decal applied. The bar code |5 scanmad
and, In another part of the facory, the
door for this particular fridge will now

-
w

am
-

A

Th

5

start to bie mads
An intricate
BFTEY Oof COnVEYOT
belre zorts the
profo-ridees by
madel, and they -"w':ml
g0 Into & glant
enclosed building within the factory. [ts
purpose is m contain the palyethylens
foam that is injected between the plastic
and tha metal, which handens quickly
and gives the refrigeratars both rigldine
and insulation. The now-firm rafrigersior
shalls ol ot of the hullding. Hare is the
beginning of the assembly line

o

A

Friom the mament the refrigsrator shall
of & refrigerator starts its way down the
assemhbly ling to the instant it comes off,
sealed and cushionad in a box, four
hours and twenly minutes pass. This is
the crocial figurs.

The ather notable numhber: svery 26
seconds, 8 refrigerator ralls off the line.
Far this ghves yvou the wrong idaa. Ti
sounds so very fast. The line, though, is
slow. The fridges move al mavbe @ third
of thee speedd of 3 Llow human walking,
about the pace of the proverbial snail.

The measured creep gives workers
rime to put in the compressor-and 1he
mator, to insert the shelves and lights, w
attach thie door and install the ice-maker,
to serew In each nut and balt, ona
svalemelhc step gl a fime.

Surprisingly, thres<juartars of the
workers - around 3.000 people - are
women: many of the men [rom the ared
hawe gone to work In the United Staes.
Some operate machines that autnmare

By

(1]

the simpler =ks (more men than
wiimen here); some perform mons
complicated tasks manually. 1 don't know
which part to be more amazed by: the
robogs that act almost as paople, or the
people who act almdst as robots, 'm old
they change johsan the assambly line
every six manths o avald boradom,

After the fridges come off the
assambly ling, shout one In svery 20 is
pulled off for testing. Some of them are
dropped from & height, within their
bioxes, to pest the packaging. Some ars
put on @ vibrating, grated floor o re
create the trauma of & truck trip.
Elenwhera there (s an array of
refrigerators, lned up side by side,
which have autnmated -mefal arms
opening and slamming thelr doors shut
gvery three seconds or so. The goal i5 o
t==t the hingss, and simuolate ths
openings and closings that would take
place over o teneyear life span.

It's a.sanxible test, and, every time al
home the fridge opens and Closes
smoothly, I'm grateful manufacturars
have tasts like this. The doors are
slummead just hard enough o suggest o
measere af frustration, and | can't help
but wander If even the robots have
grown bored.

adapdad fom Lasanmistoam



4 Describe the manufacturing process as outlined in the article by completing the flow
chart.

The production process of a refrigerator

A long stesl sheat Peletized plastc The sheets ara
The ingiche is — inan enclosad bullding— At the asssmbly ine — Cina fricige In every 20 i

5 Choose the right verb in the correct farm from each pair in the box to

complete the gaps.

E Werbs uwesd In progustiong
gltach fscrew sort/stack b2 precise!
epply /it install/ insert Grammar
comprise/cantain

1 The apartment a mini-kitohan facility and an en-suite shower /WC.,

2 The home improvement guide shows you how 1o the shehes o the wall.

3 The car mechanic advised me to new cables and a new battery in my van

4 Cantainers are stowed by them on top of each other o maka full use of the
loading capacity.

5 By a thin layar of Car wax on & regular basis, you can protect your car from UV

rays and dirt

Discussion: Gan business expertise of the
20" century still be applied today?

Read the guote below. This is the philosophy which Henry Ford put into practice in his
own factories. How was this different fram European automakers? Can it be applied
today? If so, in which branches and industries?

“There is one rule for the industrialist and
that is: Make the best quality of goods
possible at the lowest cost possible, paying
the highest wages possible.”

Hanry Ford (1863-1847)

aF



Fresentations: Presenting a product

1 Imagine that you are doing voluntary work samewhere in a remote area in Africa. What
kind of computer would you need? What problems could occur?

T . 2 At the exhibition Educating the world in 2010 in London the capabilities and
functionalities of the LO laptop were presented to business leaders and educators from
developing countries.

Listen to Marc Lyons’ presentation of the LO laptop end answer the following questions:

1 Whais the praduct for?

2 What does the product provide?

d  ‘Where would the product ganerally be used?
4 What makes the product unique?

E,' 3 Listen again to find cut more details about the product’s features, functionalities and
specifications. Use the mind map below.

Describing a product: feafures prd
spesifications




Business Skills-

Fresentations: Describing a product

\What can yoor produot gof

Choose one of the e-readers and describe it to your partner. Compare the products in Skills
terms of readability, data input feature, storage capacity, size, weight and price. Then
discuss whether you would use an e-reader for reading and if so, which of the two you
would prefer.
= Student B page 133
E-reader: Kindle
Manufacturar: Amazan.com
Screemn: 4" |15cm) diagonal
600 x 800 pixels
W o il i Electronic paper display
' Operating system:  Linus
i Fam et et Input: Select whael, next/ prev/back buttan
:L‘EEE'ET"E'L:'“:‘::: Memory: ?GB [starage of ca. 1,500 nor-illustrated hooks)
:.'.".."'I.,_"'_"__'.E._,"_“_"':':."':"'_. Networks: ATET's international natwork
E:r_—_-_:;_—?_::}:: Connectivity: Wirsless modem, USE 2.0 port,

[ ——

iy s A, gty b s

e e e o s s Pt Battery: 3.7 W Lithium polymar

S BTy Wt s b by

Physical size: 185 x 114 x 8.7 mm {(WxHxD)
Weight: 170g
Price: $a9

Writing: Product descriptions

1 Study the specifications and functions of the handheld BrailleNote Apax and the
complemantary GPS Trekker Breeza. Then read the product description from the
company's website on page 60 and identify the product's USPs.

BrailleNote Features/Specifications

Apex 32 word
Processor:

Book Reader:

Web Browser
and Emall:

Voice Memos:

Media Player:

Iranslata between any grada of Brallle and text formats Streaming
including Micrasolt Ward, then print or emboss any document  Audie:

oF attach it o an email

Read baoks from Bookshara, RFBAD, Audibde and numerous Keychat:
other sources. Read Braille or text formats in your preferred

grade of Braille. Enjoy listening to sudio books and take

acvantage of tha powerful DALSY navigation features,

Surf thee Wb - do enline research, shopping and banking. Dimensions:

Serd and receive emails, and stay connectad via your

prefarred natwork connaction

Recoro lectures, class notes and memos, then instantly play Waight:
them back from amywhera in KeySoft with a single key press,

Ligtan In staran to MP3, WAV and Windows Media files and a

number of other formats. Creale playlists, enjoy internat radio

or music white reading, emailing or surfing the weh

Trekker  Features/Specifications

Breers Single-hand operation with large, distingtive butlons
Direct butions to functions and inluitive interface

Qwick volume adjustment with volume wheal - Inlegraled help

- Built-in highly sensitive GPS
- Built-n speaker

- Secondary external speaker - Weighl: 1938

J.5mm stereo headphone fack, built-in speaker

Enjoy listening to internat radia
programs that use MP3 or
Windows Media formats,
Communicate in real time with
colleagues, friends and family
using state-af-the-art instant
messaging (IM) services.

143 x 244 5 19 mm (WxHxD)

B1Zg

Built-an human sounding texl-lo-speech
- Eight hours of battery life

- Shoulder strap and carmying case for secure transportation
- Size; 125 x 50 x 25 mm [WaHaD)
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it comes with -

It Is eguipped with ..

It contging ...

It provices

It improves ..

It's [egsy) in handle/operats
it cambines - with ..

It s designed {0 ...

It offers ...

It aliows

Business Skills

Humanware —)
ErailieHote Apex

HumarnWam mads the 10th annmversary of the Braillshole by
launching o new 1 8-all version of the wlir-thin, ue-ight
BerailleMote Apex = & powerlyl notetakor designed for students and
prodessionals wha are bling

Intefigent Mrgonomics i patamomt m the desgn of tha BrailleMote
Apay line and assuros users with high periormance, comion and
agility, At only Jom (0787 thick and weghing just 734 grams (1.8
tgl. the BrailleMate Ages 18 in partabis and sfordable. The populi Apes full-slzed Bradle keyboand mokes
rote thking quick ang sasy, whiln HumanWass's sanature thumb kéys make axtensive reading o

Tha accinimed KeySolt s of appbeations. high computng power and multiol slorage cotons define the
Bradlaficte Apes 18's prochectity. Inoluded are 8 GB of memory and supeon for high capacity SOHG cards,
tour high-speed USH 2.0 porks, buill-in WiF, Ethemat and Blustooth. Powarful specializad options meludn
Sendens GPS, the Concse Chined Dictionany and Thesaurus, Nemath Math Tularial and many mors tools that
help suppart student lemrmng and continue to mest prodessionsl expectations.

Trekker Breeze

HumanWare introduces the very simple and sordasle GPS for peopls who an visually impared. As sampis gs
yout TV rmmata, the Trekker Broeze handhald talking GPS can be contralied by one hand It waechsally
aNnOuUnCed ames of stneeds, intersections and langmarks 48 you walk. Mo nead 1o stop passersby bo know
whatd you are.. simply press @ bution and Breaze tells you reur location on the soot. When you arm in 8
voheln, Bresse announons. all intersactions, allowing you to exit when you wanl.

2 How does the product description engage the reader while still providing all the
negessary technical details?

3 write a similar product description of a new navigatar based on the list of
specifications and functions below:

nﬂﬁ:_[_qnup-r_lq I:n_.J_q;-;:a".'--« iy
Functions:

- high-sanaitivity GRS receiver - reception possible in deep canyons or under
heavy caver

= &35y Wuch-scraen intarface

- {ext-lo-speech technology

Featuras: Functions:

- buflt-in 30 base map and LS. maps, free

updates every two years

user modes: driving, boaling. oyoling and

walking

- Wherigo player (pronounced: whers | ga) - for creating and playing kcation-based
multimedia experiencas in the real world
(e. g treasure hunts, histonical tours)

- navigation with Navirama Connect Photos - uging piclures from Goagla's Panbramio
photo-shaning community as & puide
- 3D terrain maps - topographic tarrain maps 1o know when to

expect hills, mountaing, larests and other
riatural featyras

Specifications

Display: - a5

Resalution: - Resolution: 320 x 740 puels
Average battery life: - @ hours

Dimensions: 107 2 85 » 23mm [WeH=D)
Weight: - 2158

Price: - $200



Crossing borders

Alamo Appitances Inc.'s board of directors,
discuss which oplion or combination of aptions
is reslistic. It is not an easy decision to make.

Then present your results to the class.

The options ara:

* Requesting additional incentives fram the city
Bovernment

* MNegotiating a pay cut with union officials

+  Putting the inleresl of the company foremaost
and shifting the production to Mexico

* Leaving some processes in Texas and shifting

the work-intensive processes to Mexico

&1
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Over to you

Product presentation: Preparing a
flyer for a product

Choose a product you like and research the tachnical
detalls, Then write a flyer to promote your product. Make
sure your flyer contains all the relevant information on
features, appearance, specifications, functionality,
durability, price, etc.

Heve a look at the lists of adjectives and attributes and
integrata same into your text,

exceflent

affardable

all-in-ane excing

benaficial handy

brand-new innovative =
compect life=changing

comenient practical

durable relisble

EEsy-to-use time-/life- /money-saving
efficient unigue

culting-edge technology

potential benefit
ground-breaking idea practical solution
high-tech solution revolutionary wea
kay feature sheek OBsiEn
major breakthrough statz-of-the-art technology

Reading: The benefits of
downscaling
Read the text and answer the questions on page 63.

Green design calls for small improvements across large
velumes and for reducing the resources, materials and energy

used in products

Open any magazine and you're Dkely to Mnd bn artdels on how to go
greedt. Thie Web, mesinwhibe, is awash [ sustainability sites, An
gen-reitgeist is forming, and designers and manafaciurers are

v ing quickly o adapt. Bur whils thise of us on the supply side
cen start to deliver greener products, we can't control demand. How
quickly will consumers adopt our green products?

While there has been an jmpregsive shift in consomer
ronsclousness, the truth is that consumer habits change graduslly.
Far that mateer, it takes tme far pew, greeness materials to bagome
truby effordabla, This means designers amwl our corporate clients
nisend to focus less on finding a killer green technology or selling
consumers on green products. end more oo the small design
chaness thar can make a largs Impact immed Etehy

i

rr

5]

[reslgn toame weirk with the thres hasic bullding hlocks of
sustainabifity: reduce, peuse and recycle, Much bas been
accomplishad on the récyeling front, and sven reusa has a newfound
foiting; - witness eBay, Craigslist and certified preowned cers. But [t
15 rime to gel serious about reducing. For compandes; the problem |5
that it's difficult to thrive in an e panding ghobal markes by making
fewer products, and |§ i hard [ make prodocts using fewer natural
resources, For deslgners, well, we kwe making coul stuff. Reducing is
also difleult for consumers who hove lsemed that variety is the
sploe of life, But the facr 12, of the three iliding biacks, raducing (&
the mostdirect. What green design needs today b5 not o silver bullet,
But tha simple notlon of small improvements acrmss s volumess.

Downscaling equals downsizing

Call it downscaling, o design approach that focuses on a product’s
miterial ind energy use. Downscaling enteils amall, conaistent
Improvameants acrass ong (of more) of three dimaensions: e,
features and lomgevity,

Taking size first, ook sround and coent the nomber of things that
arer just pladn blg, The STV §s the most prominent examphe of
oversizing in the LLS, but we also kove big everyiiay iems, such as
spacious wheeled luggape - whose overstuffed contents help
inerease jet foel consumption. Our culfune remains dominated by the
Idea thist bigger = better: And these oversized prodocts not only
expend mors material, they olso increrse shipping oosts and refod]
SpacE.

Fortunately, a go smal countertrend has yislded sucoeases, proving
greal deslen rumps bigeerts-beter thinking, Sales ol streamlined
prefab housing are rlaing, and the revamped Mind lns by BMW has
alevated the compoct car In each case, architects and dicign teams
have stressed size optimization as a key criterion of a well-designed
prcsduiet. While these rietrsized products might represent niche
markets mwday, the trend lines are clear.

Reducing features

The gecond way 1 downgcals 8 product (g (o reduce features. Most
companias aifd features as o way (o stand out from their competiton,
marketing belisves new features are the key (o sabes, and RED
belipves they are the natural outcome of technology, OF coarse. new
functions can be wonderful, bt we have & experienced feamre
overload, as brands including Sony and Hitachl try o outtuel one
anuther

Apple’s Pods, whise minimal imerfaces redefined digiinl muoslc
players, began o change that game. The recent success of Pure
Digital's Flip Video Ultra camcorder continues this frend. Smart
Design lod o team that discoversd that capruring memaries sasily
wis whl most people really wanted, so we dropped advancesd
fraturns, in favor of sveryday nlcares such as one-much upldaading,
slngle-handed wse and pocketabilicy. Curtailing featunes also
Improves the abdity o recych: a product, becise recyeling refles on
the ability W efficiently separate s product inko its individual
COMpOTHERS.
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Increasing longevity

Longevity s the third frontler lor dewnsealing, In this case the goal
i to reduce the product replacement cycle, or simply stated, © make
8 product lest longer. A great exemplar s Carharet, whose hard-
wearing clothing and no-nonsense image made (L stamdard for
trades poople, farmers and cotdear enthusiasts, The understated
Image has propeallad the brand o ew levals with voung adulis
focused on baste values, Often criticized as nostalgic, durable things
conserve row muaterkals and sacourage care and preservation

Obwtously many companies view langevity as oo impadiment o new
sales. Bul new strategies can help manufEcourers sustaln income
withaut habimal replacement. Higher marzins oould be sought:
today we g this primarily in luxury markets, but what if the bar
wie ralesd an mase?

Designing sostainahiliny

Just as deskgn movements such as ergomomics and interaction came
inta existence throogh a need (o sddress impartant and related
factors callectively, downscaling can evolve & an expériise within
the design industry, benefiting companies, consumers and the sarth
Taday, ro design team would think of releasing & product without
checking the ergonomics, Given our envirenmental sltuation, hould
wet cantinus m relesss produces without attempting oo dewnscafs
them?

Henewable materials, recyeling and |mproved production methods
are critical to antaining sustainability, but are not enough without
finding ways to reduce what we produce and use. Downscaling
dansn’t need to walt for gavernmant regulations or new technology
we can do il now, Amd, 85 designers, we don't sven have to stop
making eonl stuff = as ong as we keep (0 in check

udapited from Bloombere Dusineties

Why shauld dasigners and manufacturers conoantrate mare
an small product changes when gomg greent

To what extant have the three alemants of sustainability
already been accomplished by designers, manufacturers and
cansumers alike?

What have designers and manufacturars already done
reduce product size? Does the author think that this s
sufficient?

According to the article, will manufacturars warm 1o the idea
of increased longevity of a product? What strategies does the
author suggest?

Whiat is the author's conclusion?

Web research: The ideal business
location?

Use the internet to find out which industrial goods are still
produced in your town or region. On the other hand, are
there companias which have outsourced all or part of their
production? Can you find out to which countries?

Writing: Responding to a
company’s outsourcing plan

Choase one of the fallowing writing tasks:

1 You are the CEQ of Alamo Apphiances Inc. Wrile a confidential
memao o your board expiaiming winy you heve decidad to close
down the plant in Rio Secco and mave production to Mexica.

2 ‘You are the local union official representing the Federation of
Amencan Workars, Write an amail to your senatar explaining
the situatian and appealing for help

3 You are the egitor-in-chief of the local paper The Rie Secoa Sun.
Writa an arficle criticizing the plans of Alsmo dppiances inc
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How to interpret your score:

f=7 answers correct:
Congratulations! You ara-already
8 merketing axpert. You prabably
EOT tOp marks an your last
marketing exam,

4-5 answers correct; You have
g good foundavaon but there's

room for improvement]

1-3 answers correct: Maybe

it's teke a Marks!

it *

Marketin

commuhnications

How much do you know about marketing?
Tick the best answer to each of the following questions.

1 Whach of the following is not an elemant
af the classic markaling mix?

a Packaging

Pragduct

B an o
0

Pramatian

2 Which of the lallewing is not a form of
markeivd commmanication
a [ Advertising
b [ Packaging
¢ [ Persomal selling
d [ Public relatinns
o [ Theintermot

2 What would yois say is the besl

definition of atvertising?

a8 | anolcear message in 8 putic
placa offering 2 product of
SEMVICE
actons taken fo increasea the
demand far a compamy’'s
products
the activity o atiractin
public’s attention 1o 2 produet
the commercial lunclions

imrolved in bringing products or
SEMYICES [0 INe COonsumer
When markel researchers speak of
primary data, they maan
a [ articlesfrom & newspapsr

——r———

b [ first-hand information taken from .
respongents |

¢ || ipformation taken from professio E
journals '

d [ ] infarmacicn taken from the internsat |
|

r

Ouanhlalive dels |5 & term used Lo dascribe

a [ data that analyzes opinions of and |
attitudes to a product |

b ] datalor statisticsl analysis |

g ] datathat looks at consumer hahits

d [ data used in quastionnaine design

Cuaitative gala is information abaut j
a [ | oplnlons and attitudes ong product
Qr SE{ViLE I
b [ the guality of the information |
markel researchers have coliccted
¢ [ thelesturesofa ccmhﬂt-lﬂr's
product
d [_! new product developments i

f & company ENg3ERS in mche mankating, it

a [ concentraies its marketing effort an
the mass markel

b [ concentratesits marketing effort on
par

Cular countries

c : concantratas its marketing effort an

Al ] A{-gr-‘:r:f,-‘_&': a markeat
d [ concentrates its marketing effort ar

ang particuler segment of the

In what ways would you say you are influancad by marketing strategies?




Listenina: Passing the buck

1 You will hear an excerpt from a meeting at CoolFit about the company’s marketing
compaign and their sales figures. Listen and answer thess questions:

* What happaned to the company's sales figures?

+  What seems [0 be the reason for the company's
*  Whatis the

problems?

2 gutcome of the meating?

Richard: vice-
Christine; ?fem'?": of
Markat Viarkeling *

-
Ressarch b
manager

2 In this meeting Steve, Christine and Richard use a number of marketing terms. Listen ta b
the racording a second time and fill in the missing words in the conversation,

Tl o
———e /,—- We rana ‘-\\
= il Fansisis
S Walt a minute, we ;H‘a\ |:r et
I : 5 Ay

television coast

d OO,

h B,
; . ' . Py
ol m Yau'ra paid to know that this
CooiF th A i :
1f‘f st SER group doesn't watch

first renc of jERNS 1O WSS

L arymone, in facl,
they reject
o=

/,/ We used and

were sure we had an unbaatable

We hackad this up with

dng

- guarantead Bt
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Reading: Alternative methods of marketing

1 Which of these marketing methods have you heard of? What do you know about

them?

Viral mnhm?&m arketing technique that uses the
network effacts of the internst by offering a cplecned turget
sudiance an incentive to voluntarily pass on an ".‘!!!’.'L'll'l'lrllﬂl
messags to peers with simifar interests, This t_:remlﬂ.w growing
lrapr.u:tljrﬁ tm thiee miessage. This Kind of marketing iz ofien

referred 10 as wond of mousa.

Ambush marketing

In ambush marketing, companies find wa :
o ' ¥ 0f promot

products at sporting events without RiSmling thelr

| paylng sponsorship fees.
This usually involves glving out freeblas such as clmh:ﬁg. froned
o beverages and may give the ambushing COMpay an
advantage over the offick) Sponsar.

Guerrilla marketing

et ) &

fr; rf:m:l.:;mmmg 15 4 promotional strategy which fmvolves

;ampr:ﬁu;ln um{-ltuhr;-unrlund: activities on a very low hude-L. The
1 'S often unaware that they have b ik -

te. The : By have been marke

r:r||iLTqiri:'|['|:1$ of puerrilla marketing are controversial s a:::til

54y that the campaigns are daceplive o lnb!m‘:uing

ergaming
J:.rg:g;ngﬂ:g s tha use of inleraciive gu.l'nm:n ot
echnology 1o deliver embeddad m!vgmamgl r.-u-.arﬂ
0 CONSUMETS. Advergaming goes m_uch luntm: i i
sjtes which use games 1o atrach "-'15I|I\'.1T.‘- I:u-.um.«:..i bl
includes branding in the gaming Lﬂ¥1rﬂnll1an,1i . th
advartising message i central tn the game s

Word-of-mouth (WOM)

Word-of-mauth prometion is the passing an of recommendations
by varhal means. [t is cansidered the most effective of all
advertising strategies hacause of its credibility, Resesrch shows
thal Individuals are more likely 1o halisve WOM than more
formal promotion methods, as the receiver of word-of-mouth
promotion tends to think that the communicator is spraking

honestly and is not receiving an Incentive for his/har
recommendation

virgl marketing | gusrnilla markating | word-of=mouth | ambush marketing | Ao vErgaming

2 Match each definition of a marketing method with an example.

oS

ivitod & grou of frends to ry oul the new electranic product.

fany of the mathers had had fitlls previous experience with
mwmmwmwhm :
—pr—— —— -_—

E —— |

O 175 webiite, Drag
citiletren in witich
plirvers wers

28 COPkIES nlod 4 dame Sestaned For

ek hocolate ookies Fl from the thy, The |
o , ,upp-::-:.r.‘d:w SATCH Phei (i 3 glares o mitk
= Al KHOwin a5 the “Wanking Sativie” o wa
2R e Back of cerca) boye: and 1 00d

ll'.rﬂl'lf‘ Erﬂrc_pmt}r P it

EE—

Heatmall. an internet service provider, offered a free email
aceount to anyone who registered, Ench email sent by o
Hatmail subscriber included the simple tag at the bottom of
#ach message: "Get your free private email at hitp:/ Sfwww,
hotmail.cam”. Hatmail spent less than $300,000 on marketing
and within 18 menths attracted 12 million subscribers.

oy 1csson v 60 o1 0 stopsrangers on 1
e v oy Yunetean ciws. They then i
you mind taking my picture?* if a str.

R S

e

& ' 1 nsor of the 2010 World Cup in Sauth
:dﬁif:?:; m&s::ﬁn't. Nike, hawever, found 2 ::: af
getting huge exposure far itself during ﬂ'!emntr.ﬂ:lin up
with the Life Center, one of the taﬂﬁthm’af!ngs in Snuut:;m
Africa's capital city, Jﬂﬂnﬂﬁh_ urg, and nra;erled‘ A a :'ra ¥ :
video installation onto the side ufthel‘uuilﬂmg. o5 p:::m
wh visited central Johannesburg during the tournam
thead for Nike.

-
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3 Have a look at the following products. Which of the marketing methods from page 66

could be used? Give reasons for your suggestions.

* solar heating systems

* & unisex perfume from a laading producer of handbags
* @ new action movie

* &newencrgy drink

*+ 3 new medicane for malaria

* & state-ai-the-art laptop from a keading praoducer of PCs
* 3 shower gel for sensitiva skin

Hole-play: Bringing your marketing
knowledge into play

In pairs develop ideas for a new promation campaign for CoolFit jeans using alternative
and conventional marketing methads.

Then find a different partner and role-play the following situation:

One of you Is the creative director of an advertising company. Try ta sell your ideas to
the marketing director of CaoiFit jeans, The other is the CoalFif marketing director. Ask
questions about the ideas suggested to you.

Diversity

-

Ethnic marketing

1 Which sthnic group is being targeted in each of the ads above? Which needs and values of the particular r

group are being addressed?

2 What are the largest ethnic groups in your country, region or community?

Do companies targel these groups with particular marketing or promoticnal campaigns? If 50, give examples.

3 If you are a member of an ethnic minority, how do you feel about advertising specifically aimed at your

caommunity?

4 If you ran a company, how would you try to reach ethnic minorities with your advertising?

Ouiantilers Jome, 4 b of
T or hary amy misrkating?

Grammar

I-_: Developng ideas

What da you think about tr ying out .7
I think the best idea would be 13 ..

It seems that ...

We want to appeal (o .,

Hiowi nterested would our targst group

bain .7

67
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Business Skills

Fresentations: Reaching your audience
E Eruuiig & mhyig 1 Think of a terrible presentation you have heard. What went wrong?
campaign il :
' How should & presentation begin?
Video i s

E?" 2 Buzz World is an Innovative advertising agancy. Its founder, Bob Spencer, has been
invited to give a presentation at CoolFit. Listen to the first part of his presentation. Did
he follow all the steps outlined in the mind map below?

Saying whan
Greeting the WOoL wiant
auchance questions
Introducing Setting the
yoursalf tirmeeframe
1
Stating the Explaining
............................ ., Purpose of your the structire
i prasartation of the tallk

Explairing its o o A e -
mportance ;

= —_—_— - ————

Starting from the above left-hand corner you find steps typically used to begin a
presentation. Listen again and fill in the phrases Bob Spencer uses to structure the
beginning of his presentation.

3 After Bob Spencer from Buzr World outlined what went wrong with the farmer
advertising campaign, he explains what his agency would do differently this time. Listen
and answer the following gquestions:

1 What is the purpose of the campaign?
2 What are the four steps Buzz World is going 1o use 10 achieve its goal?

3 Do you think this s likely 1o work?

&3



Business Skills
4 Listen to the final part of Bab Spencer’s presentation. What does Buzz World expect to w "
achieve with the campaign proposal? m el _
affectiveness s Ghirgn ‘
Consider the following factors: risks C
COsts —————
SUCCESS

What is the purpose of this final part of the presantation?

Fresentations: Preparing slides

1 You will hear part of a lecture Prof Ainsley Barnes is giving on Forms of Advertising for m Signposting: pding e stener
students in her course Marketing 101, The fallowing nouns occur in her presentation. il
Use ane of them to complete aach of the following sentences: Skills _

approach * clumer ¢ drawhack = hostility = siol

1 Their relationship used to be friendly, but now there is g fot of . __ betwean the
CEO and the CFO.

2 TV advertising rales are generally quoted per 30-second time LA

3 A of television advertising is that viewers tend Lo switch channels during a
commercial,

4 Some people think that an a desk is 3 sign of genius.

5 Cwrown ssles methods haven't worked. We need a completely new

2 Look at the three slides. Which of them do you think would support the presentation ﬂ' .
best? Discuss this with the other students. Then listen to the presentation again.

Disadvantages of TV advertising

High costs

Expensive updates
Clutter

Low audience selectivity
Waste

Solution: Madison .

&%



Business Skills

Tips for Designing and Using Writing: Presentation slides

Presentation Slides

B Look at the text about online advertising. Prepare a slide and group the important
infarmation under four or five bullet points.

reduce message to key words

use the Fue af Sir (maximum

glx lines of slx wands each)

Shructure your presentalions

with phraszes such as:

'V advertising has the huge drawback that this farm of communication warks in only ane dirsstion

Eumn if 1t sucooeds in ra ming the -’,_ll"g-_’-! O, d PASSIVE EXpenicnod for Cconsumers, wihi

zafmnat react 1o LR FE mmediately ang r 0on l-'.-'_E"? about them.
s Ad e hrla = - @ 0 i

My next alige shows .

a Internat adwertising, on the other hand, has the benefit of being Interactive. When the meszage
* M5 AU CaEn 558 .. 5
reaches the targeted group of congurmers, they ane motnated (o reguest additonal i formsabian and

Don'ts can do Lhes oy sending an amail Tr“.’."f.: can avan maka an immediate online purchass T|'I-E:.' oo s
= yse full sentences on the slide veluntarily and are'na lenger hombanded with adwertising against their will, A benefit to advertisers
» digtract the audience with too many & that these actions ane all measurable, The effectivensss of @ cempaign cen easily be evalested.

special effects IF the campaign is performing badly, it can be madified or dizcontinued. And of courss the cost of
= resad oul whil s on the side

such advertising ks minimal. 50 in many respects, onling tools are an adverliser's dream

Fresentations: lcebreakers

1 Presenters can use different techniques to get their audience’s attention. Look at the
two examples below. Which techniques do the presenters use?

1 First slicke al the start of a presentation about the company Microsoft™,

The Microsoft team in 1976. Would you have invested?

2 This is an example of what Bob Spencer, creative director of Suzz Werlg, could have said al the
beginning of his presentation.

—— s

"Hallo everybody g

Do you know that the average city dweler
i an average rich nabon is bombarded Dy abo
eds and marketing messages avery singla day? An
peopla, because of their [ifestyie, are likaly ta

ancounter up 1o 5,000 marketing
messages @ dayi™

2 Can you think of other ways of attracting the audienca’s attantion?




Company Case

In groups of three, work out a strategy for
introducing Qkobrausa to the Amearican consumer.

Consider the lollowing questions:
What is Okabrause's USP?
What are Okobravse's targel groups
in Germany?
What distribution channels does it use?
What problems might arise in the U.5.7
Should Okabravse usa test markets in the
LL5.7 If so, which ones
What kind of advertising would reach
Americans?
Which distribution channels should be used?

Prazent your ideas to the class using
appropriate slides.

The Garman organic soft drink (kabrause, a tasty
low-sugar soda made of natural ingrediants, was
created 20 years ago to zave a family business. Back
then it was considered a bahemian drink and was
adwertised largely by word-of-mauth. It hes since
become a succass story an the domestic market with
record sales among health-conscious consumers. |is
range of flavors - including ginger, lychee and
alderflower — and hip bottle design also appeal to
mainstream consumers who like (o keep up witk
trends. The product is now sold in comventional
suparmarkets a5 well a5 in haalth food stores and
recently the company has even begun adverhising:

In the last two years the company has been
struggling to keep up with demand in the domestic
miarket. However, the new CEQ, Ute Schmidt, i2
anticipating a time when the home market will have
reached saturation; to continue growth, she thinks the
compeny needs o expand intemationally. It = alraady
present in mara than 13 European countries and
Schmidt has now decided to launch Chkobrause an the
U.5. market. This will not be &n easy underlaking
hecayse the L5, market is very difficult to breek inta
due o the country's size and diversity, On the other
hand, (kobrause has strong selling points: quality
pombined with organic ingredients in-a product which
50 far dossn't exist on the American markst




7 Over to you
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Presentations: Creating slides

Go over the audioscript of the Burr World presentation and
craate slides.

Hi, eservbody,

For thoze of you who don't know me: my nama {s Boh Spancer al
I'm the crestive divsctor of Buzz Warfd,

Huzz World is one of the smaller promotion agencles bhut we hawe
becnme very succassful in the area of unoonventional marketing
support.

I'm vary happw to hs hare with you to present our proposal for o new
CoolFlE mivertising campaign becuuse | think you have developed a
suparh product. In fact, the whole agency ks really enthusiastic about
the prospect of working on this campoign,

OK. Let me give you an kdea of what I'm golre ra ralk about

First I sum up what has been done so far at yoar eod aml the
results, il miso ouifing the reasons | bellave why your advertising
campaign may not have been so suoressiul

Then I'll come 1o the main point of this presenmation, which & our
advertsing cancsnt

And finedly U1 poiit out the advantages of our concept.

Thiz will take ahout tan minutes. Then there T b time for questions,
And afterwands 'l expiain the concept in detail, which, a5 vou can
Imagine, may take a linls longer.

Right. Let's start. Your jeans are stateobtheart ...

So. here we are - what can Buzz Wordd offer you?

We'd sugesst 4 mbvrurs of viral marketing measures with o little dose
of conventional sdveriising.

We've apred for a fourstep campatan:

First stepe we'll prodoce a trio of altre low-budget video clips: now
thass films won't show your producr and won'n indicate that this &=
advertising, The videos will show three different young men and
wornen wha are enjfoying themselves. The key k= that the videas will
loaik ey amateurish.

Seconck we'll zap these yideos to about 200,000 influsntial yaung
adults fram a tist of wob surfers which we'll provide: '

Third: we'll wait roughiy one month for the boild-up of the buzz. How
is this done? Very aimple: the reciplents of the vidao clips will sena
them to their friends and they will send them to their friends, e 5o
they get the hall folling.

Then - and this is the exciting step - afler @ month or s we'll doa
TV and radio sdvertizing blitz, a) revealing that the three video
characters were fictional Characters and that they were developid as
part of ap online computer game, and b) announcing thal the games
can only be plaved if the participants @et the product identi fioation
number from & pair of Coolfi jeans, which means that they hava to
visit & shop. We'll run the TV commercial and the radio spot only for
aboul {ive days because the rest is done by the consumers through
enmmunication in the net, but o spsed the process up a e, we'ne
thinking of emploving so-calied buze agents us well,

5o the ldea s that at the and of thiz campaign sverybedy In aur
target group will be tlking about the clever advertising dnd
consequently about CosFil [eans. Thank you.

Let ma now highlight the salling polnts of this concept. In ather
words: why ure we so sure that 8 campaign using virel murketing will
wark this tima?

Well, first of all, we'll e able o tanger abous 90% of the trendsatiers
in the peuns sexment.

Of eourss you'll b anxlous o know what the risks are. Let me
assure yuu there are hardly any righs involved because the costs will
be vary low. And most impartant: if it moens our that the campaign
Tan'T 05 successinl ag expected, wie con call it off @and nobody will
have ever noticed that It was us who produced those videos in the
first place. And, finally, costs will be absolutely minimal.

So, to put it i & nutshell: we are expecting & huge response fo this
campsibgn, with the result that your jeans will live up to their name.

Thanks for your tme. Now then, fire gway with any guestions you
mav have.

Web research: Okobrause

Find out if the American market is ready for a Garman
organic soft drink. You could google U5, combined with the
following terms:

size af market Far argenic food and beverages

average spanding on food a8 parcentage of toral income
expendilure for organic food by region

ratmll market for organic food and beveragez

miajar importess of arganic food

Share your findings in oiass in the next session,

Heading: The city that said no to
advertising
Read the following article and answer the questions below.

A gty stripped of advertising. No posiers, No Myers, No ads on
buses, Nocads on trains, No Adshels - no 48-sheets - no nothing,

It sounds Hke an Adbusters editorialan activist’s dream. But in Sao
Paula, Brazil, tha dream has bacams a reality.

In September last vear, the city's populist rlght-wing mayvor, Gillserto
kassab, passed the so-called Clean Uity laws. Fed up with the “visual
palluthon” causad by the cine's B.000 Bllhoard sites, many of them
erctid flegally, Kassal proposed g law banning all oubdoo:
advertizing. The skvscrapersized hoardings that Hned the city's
sireets wion d he wiped away ab a stroke. And i wis not just
hillboards that attracted his wrath: all forms of outdear advarising
were to be prohibited, including ads an taxs, on ises - even
shopfronts wers w be restricted, their signs limited w 1.5 meters for
aymry 10 merers of frontags. "I {s hard inoa city of 11 million people
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tw firwl enough equipment amd personnel to determine what (= and
Isni't leal,” restsoned Rassab, "s0 we have decided 10 go all the way.”
Boriler, the Bragilian Associathon of Adverisers, was up in arms over
the move. In & stmiement reloased on Octabwer 2, the dars an which
Tow PL 37908 was formally approved by the cily couneil, Bordar
called the new laws “unreal, ineffective and faseist™ b padnted o the
tene of thausands af small businssses that would have (o bear the
bwrden of alering teir shopfronts under regulations “unknown in
thielr virulsnes in any arher ciry in the world® A prediction of
/25133 milhon in lost advertising revenue for the city surfaced in
the press, whils the 530 Pauln ourdoor media owners' association,
Sepex, warnesd that 20,000 peophe would Juse their jobs.

Oihers predicted thet the city would leok even worse with the ads
removed, 4 hland concrete jungle repacing the chaos of the present.
Naorth kored and coanmunist Exstern Burope were clied a Indicativa
el what waz t come. There was alsa much questioning of whether
there weren't, In fact, far grewler eyvesones in the city - such as the
thousamds of homelass peopla, the peor canditian af the roads and
the nolorious favelas . Nevertheless, the councl! presiad shead.
“What we are-aiming for is a complete changes of culmre,” i
president Robera Tripoli said

In theory, April 1, 2007 was the first day of 5o Fauly's re-hirth ag s
Claan Ciry.

Who beanned advertising in S&o Paulo?

Why was advertizing bannad?

What were the arguments against the ban?

Yhat would you say was the result of the sgvartising ban?

=1 can't tell you what it's like to live in a city without ads ver,”
says Gustava Plqueira, who runs the studio Rex Design in Sao
Ponilo, “Because in o lol of places they still haven't been
removed. In Brazil, svery time that some new law comes in,
everyhody waits a little to see if i will really he applied and
serfously controlled, or if iCs just something 1o 1 the
newspapers for a week or two.”

I & lot ol places, Plgueirs says, this has led o the emoval of pesters
kut nat the structures an which they wers displaved. “It's a kind of
‘billboard cemeiery”. | goess they're walling (o s2e i the law will
really last. IT the mayvor keeps the law for a vear or 20, people will
start to remmove thesms anad the city will, finally, start to ook betier.”

Already the law haos led o some strungy discovenios, Becauss the
siting of billhoards was enregulated, many poor people resddly
aooeplbed cush to heve @ poster sibe [n thelr gardens or even in front
of thelr homes, With thelr remeval, & new Sty (= emerging: “Last
week, on oy wary to work, | ‘discovered’ & house” says Pigqueira “It

hiad beon coverad by a big billbogrd for vears so | never even knew
whiat it looked Jike.”

Bt thiers are downshdes - Phusira worrles: that moch of ths
“sermacular’ lettering and signage from soall businesses - “an
impartant part of the ciry’s hismry and culture”™ - will ba inst. The
arganizers of the 830 Pawls carndval have als expressed concerns
aboul the long-trm future of their event now that sponsors will not
b albowed tn achvertize along the roote. The city authorities for their
part have made | clear thet certoin public information and coloural
wiirks will be ssempted from tha riles,

After o period of zero wlerance, Pigueira believes that adveriising,
albeit in @ fer more regulsted form, will start to ereep back into the
elry, sither a5 o ressule of legal challenges, o changs in administration,
or compromises Between medio owners and the city, Already; the
counet| has srarad thar (0 wauld His o see the intmoduction of
approved street furnitune such ps bus stops, which may well carry
didz, As these will no doult be for the major brands that can affard
suih lucrative positions, a more sterile, bland visual environment
may reploce the vilrant, T chaotlc sireers of the past. Flyposters,
hand-lettered signs and club flvers will remain banned whibe
intzrnational ad campaeigns for global brands on dty-approved postér
sires will raturn

Meanwhile, acoording o Augusto Moya, creative director of ad
agency DB Brsil, the ban s forcing agencies (o be mare [nventive
“As a creative, | think that thens |5 one good thing the ban has
brought: we must now use mere traditions] sutdoor media [1ike bos
atops and all kinds of urban Artings) {0 2 more craative way,” he
savs, “Peoplo ot oll the agencies are thinking about how to develop
outdoor madia that do not (nerfens £a much in e physlical srructies

of the city.”

Muoya takes en enlightened vigw of the law. “As o citizen, | think that
future pererations will thank the currant ciry adminlstration for this
ban,” e says, “Thers's sl o lot o be donw o terms of pollution - eir
pollution, river pollution, strest pollution and go on. 556 Padlo (s sl
one of the most polluted cities in the world, But [ believe this law is
ihe first step wwards o better fulure.”

ingitend from Drevnine Sevteer nme oo ien’ s ul

1 Had the ban improved 580 Paulo's appearance a few
manths later?

2 What effects on local culture do people fear will result
fram the ban?

3 What do people axpect the fulure of advartising to be ikef

4 What advantages does Augusto Moya see in the ban?

Writing: Banning advertising

Would a ban on outdoor advertising improve the quality of
life in your city? Write a short assay of 200-250 words,

T3



Debts, savings and
investments

Warm-up “Banks took on (oo mueh risk.”
i, = savs Chancellor

Retremplsiosss o Taiwan sinks into recession

Tuition fees on the rise

Rate of inflation has risen

| corsur @ to record high of 6.1%

¢ Understanding negotiations

i vl codlogations: mf Bﬂ"b ngﬂg’l[lﬂd mﬂkﬂ

INCTRAEA your nierest

* Righting wrongs i-_u-;l:.-: E Closety : jbfk 1'5% inrmslt mrg mr

How could the developments mentioned in the headlines affect you?

a“b Listening: The debt trap

1 What services can you expect from a bank? Enter your thoughts into the mind map.

Exchancing

Safeguarding
i




2 Form word partnerships by malching & verb on the left with the corresponding noun
[cembination) on the right.

be enfitled to A currenl agoount cCoveEy ]ivi‘.qﬁ expemses
charge a penalty fee

contro living expenzes

COver —f-""f-‘__ A grant

draw up 8 buydpel plan

exceed arn overdralt facility

grant one’s ovendraft limit

ocpan one's spending

3 Mow use some of the expressions to complete the sentences balow. You may need to
change some words.

1 For making of receiving regular payments you need to
I you yau know precisely how much money
you need during a8 manth. This will stop you from
which your bank has cffared you
3 Ifyou take out more maney than thara is in your bank ascount withoul prior agreament, the
bank will
4 Some universities offer special grants for studants. Check out the details to find out if you

4 Listen to the radio program Maonay and mors about the prablems Ken, a British university %—ﬁ
student, faced when dealing with his personal finance and put the sentences below in
the right order.

Ken went aver his overdraft limit within thrae monthe.

ken opengd & current account.

Fen didn't succeed n finding & job

Ken used the credit card his bank had provided him for free.

ken's parents took oul & koan from the benk to cover their san's Iving BxpENEAS
Ken had alzo received a grant ta pay for his tuition fees

ken had to pay interest of over 28'% for going over his cwerdraft Rmil.

ken gave his credit card back to the bank

Tha hank provided Ken with a large, interest-free averdraft facility

ken falled to get help from his parents.

b =M an oce

What advice doas the student union give people like Ken who have fallen into the debt
trap?

Discussion: The banks’ interest

Do university students in your country face similar problems? How does the financial
situation of students in the U.K. compare to the situation of students in your country?

Can you imagine why banks use strategies such as those described in the radio
pragram? In whal way does il make a difference if you are a student, a privete customer
with a regular income or a business?

7

5




Diversity

Household - RSV —
| savings rate Savings habits across cultures

The rate is calculated as a What do you think are the reasons behind the differences in savings behavior? z
percentage of the disposabile

noome of private households. Experts explain Garmany’s high savings rate by painting ta the country’s nightmarish

edperiance with two mega-devaluations of its currency in the 20" century and the desire

'-:-. IL 13 the simplest indicatar = o h i sicbe e ] '(.
} sor Wustrating the spending sl peapie have 10 avord nsks by all means.
W behavior of societies, & Inyour opinicn, how much do the following factors contribute to certain forms of savings
— EE  habits?
Fraoe= TR 1 * property awnarship » the availability of a public safety net
Bermany __ 4 = a3 pasitive or nagative economic climate +  free education
LK 345 I} & 3 positive attitude towards the fulure * & ceveloped consumer credit systam
LUsA L5%" |
lapan T aane _ What ather factors could play a role in people’s savings habits?
PR O | Do the differences in savings behavior explain why American and British students
L Sratviy; A are less worried about accumulating debts of $/£ 23,000 on average during their
* the figures show the mverags rate of studies?
the years 2000 to 2008
Heading: Types of investments
1 Look at the words in the left-hand margin and classify them according to the
correct category.
Frfs e . Costs of assel
Types of assets Investment criteria it
vield
2 Now use these exprassions to complete the sentences balaw.
: ; This type of tmber investment fund is too risky, althaugh it will produce a high yield.
ey | 0P S e AREL N i
2 FashionEx has just 18w shares.
3 Gowsrnment bonds achieve steady and predictahle
4 Shares can be turned into cash easily, therefore they are characterized as
5 Because we'd like to keep you 83 our customer, we'll the axtra chargas.
& |won'tinvest in shares, I'll kz2p my money in my savings account and forgo the extra
An asset rafurs 1o anvthing of value ) ;
gwned by 4 company ©f an F The indicatar for shares combings the share price, the dividend paid and any ¥
individial It @5 often associnted ggins or losses due to exchange rate fluctuations
wilh the sxpressions ol B investment, which is the buying and selling of shares of stock and funds has

- become part of the Amarican way of life



3 Read about the following types of investments and decide for which type(s) of
investor{s} the examples would be most suitable. Then choose one type of
investment and write down its strengths and weaknessas. Present your results

in class. : . :

| Shares . |
| n—ﬂypumhuingm the investor gets par-ownesship of @ company. &dmur}'ihir::hm:
limited liability, which means that in casc nfdi:mtﬂp:nfih.nh'le:}fﬂu:lmi:I L
;.han-_hnidmhlhniudmdicwlmrfdwi:imﬁhummb:h?ughnmdsd o :ml
mckmchmﬂmlmmundmhupabmnnf:hmgummckmdmmmﬁumlﬂ
Inumltimnlml:m‘kﬂhudﬂmmdﬂmdﬂdﬂmﬂtwoﬂwﬂhﬁms
exchange indexcs are the LS. Do foues Judustrial Avenzge (DNIA) ..u:d the Japanese Nikker
225 Seek Average, The most important indexcs of global organizations are the Eunopean
FTSE 100 and the American Sundard ¢ Poori 500 index. - !
'ﬂi:s!-nielﬂdﬂ'hasvﬂingmhnu:hemudmudu;ud:mhm company

carnings by receiving a dividend on his ar her shares.

Bonds
&uﬁﬂhuﬂhylnﬁ]uﬂnmgnumm.ﬁmnddhmﬁummdlﬁp

companics m raisc money in order to Anance a variety of actividies or projects. They i

arc bought by privare or insticutional invesiors who uwsually receive fived inrerest
paymm]l:.wg‘mrnllrmha;nnh return for providing capital to the issuer of the
MMI investors per d'mrlmnm_r back when the bond reaches its maguricy date,
are :lfﬁ:-n-n uf]npg—m investiment and particular government bonds like the
American Treasuries ( I-Bonds), the Britich Gifes and The Giermman Bunds are
mm]d;:m{ m I:-E'rimullr risk-free. Bands are rraded by Anancial institutions which
: BT a8 mkcm(.ompmybqud;nﬂiuahiﬁm}dddmcompmnmfurduﬂsknf

bankruprcy. Thereface, bond raring syseems by credit agencies Pl
help investors ta determine rh:mpany’s:z;ltliﬂ:. - o

' ————
|
]
|

- o e ——

- B Furures
Futures or futares contracts are agreements berween two parties 1o sell or buy an asset ac
a predetermined date and price. Assers cauld be commuondities produces, such as
industrial or precious metal and eil. In ather words, when buying a farurcs canacr,
the invetor agrees 1o buy something ar a fixed date and price even though the seller has
not produced i yer
Futures can be used 1o hedge or to speculase on the price movement of the underlying
asser. For example, a coffee producer could sell furures w secare a cormin price and
reduce risk. This is called hedging. On the ather hand, the speculavor will try 12 profir
from the risk by buying and selling their furures in anticipation of rising or declining
prices, Other types of futures are Ainancial furares, which are based on financial assers
such as currencies. interest raes and socks,

a Commercial paper (CP)
Commercial paper is an unseeured shori-term loan issued by a company. Unsecured

is ot guaranteed by the company’s assers. As 3 result, ofien anly mp-
z:rmd::::i:uh:: able 1o find buyers, The investor purchases =L.CI’ at bess than face
value [ihe naminal value stated by the ssuer of the I and receives the full amount (face
aluel ar marurity. The difference berween the purchase price and '.ﬂ'lt face v.alue.. called
the discount, is the interest recefved on the investment. Commercial paper is usually o
issued in large denominatians. Therefore, smaller investors can only invest in commer

paper indirectly through money market funds.

H—ﬂ_ — S— SEP——

Unit trusts

Unit truses are affered by investment eusts, which pool che funds of small investars.
Unit trusts are managed by fund managers, who invet the fund's capital in arder o
achieve capital gains and income for the fund’s investors, The commission on unit
trusts can vary widely depending on the company and the style of the fund, Each unic
trust has its own strategy, so that investars are able 1o find a fund which best suits cheir
objectives. There are four main varieties of unit musrs: equity funds (smocks), freed-
income funds (bonds), money-marker funds and propersy fumnds, N

E—




Business Skilis

Negoliating: Achieving a good deal

1 Think of a negotiation between a team of buyers and a team of sellers. Which of the
following statements da you agree with? —_— ——

: T

A pood negatiator tries
o a0ig contict.

" =t

Suocessful negotiatons
study the market and
the athes party’s situation

i, N aQvwgdlce,

Both parties have Lo
ensure thet an agreament
2 reached at the and,

g
Suzcessiul negotiating
andsin 3 “win-win®

fo0dme

Each party has 10

[PErE 8 VaFIEy O

s baforehand e s

2 Deborah Besser founded a stert-up just shortly after her graduation and within only four
years she has developed it into a very successful business. Listen to her appointment
with a financial advisor of her principal bank to lalk aboul investment opportunities.

s o While you are listening mark tha fallowing statements frue or false:

The imvestment should guarantee her an income when she 15 old.

Thiz invest

1

2 ment advisar offers he v S ef— iy
3 The fund an offer s an internati
4 Deboran will be charged
5

-]

Debaran con

The return o

3 Listen to Deborah's conversation with the bank manager again and summarize what the
parties have agreed on.

4 Discuss the following questions:

1 Consider Deborah's situation and de

made the r
Z An DUTEREE
hagghng over mtage points o
Ihe extra chargas isn't worth the effort. Would

3 Have g look at the above stat

TIEMLS 800U




Business Skills

NEQ Otiﬂfiﬂg: The key mg“ = | thirik | gould make an exception ..
= | think we have a deal,
1 MNegotiations can go through four stages: * | zan't go balow 1.25%
= What do you hawe in mand?

+  disgussian
* Let me summarize whal wa have

«  proposaks

E agread an .
= bargaining
; = | think you shoulg be Olfenng me betier
= reaching an agreement :
condiligns,
On tha right you will find phrases used when negotiating. Insert each phrase into the s |'m gorry bt that's nat good enough.
mind map. = Alright, but only under the condition
that ..
2 Listen again. ldentify the different stages of the negotiation and check that you have s What do yau want 1o invest for?
completed the grid correctly. Compare your results in class. * | gould offer you .,
+ ‘What about .7
Stage Purpose Phrase
Checking what
Mhadtherpaty. e,
LJAEEERERERECEER R R R .-}.-'p'-:??.-p'-.i_-;-_--.--------------
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Student B

‘=0 ploy Negotiate your dream car

Business Skills

degoliating: Getting what you need

Succeesful nagotiating is not about pushing through your ideas but about taking both
your and your counterpart’s interests into account. Spend a few maments playing a new
version of The Harvard Orange game, then discuss your results in class.

B z i The t i " . N S -
Situation: There's or f e h buymng another one
anywhere. Both you and your f 2 feel you need the orange and have good reasons for thinking

You need the orangs to bake & cake for & friend’s graduation party. You can't do 1
with amything other than the orange bacause the skin of one whale arange is

L
&
o
3

essential for the success of the recipe. Whal is more, your friend is exp

=

Tamous orange cake

Studant A has beerthinking abautbuying a oar for some time. Now a friend-of a fuend has offered to
sell his car for 55,000, Student & has decided 1o talk 1o the cank about & standard loan to-ouy the car.
Student B8 the bank adwison

e Shictenl A poga 124

Study your role card. Work out your objectives and any cancessions you could make.
Then rale-play the negotiation.

You are the bank advisor. Your bank can grant loans to students who have no or no ragular o
incame anly under the fallowing conditions: .
1 the bormdwer nameas g guarantor (2 guarantee arrangament)

2 the borrower owns assets which can serve a5 a guarantee (3 pledping arrangement)

Your objectives:

+ [osell 8 pledging arrangemeant based an flexible barrowing rates ﬂ Bargaining
» o make small concession on fiked barrowing rates anly if another

= rC *d ]
bank product i purchased = &
hia AUl SLiBDe
What vou can offar: Haow important i it for you thal

o 3 fized borrowing rate of 7% IF 1 wra in your posit

* aflexble bormowing rate of 5% Ohir & 84y that
* repaymant perind of three to five years [y you feel vou can accept .7

Tne bank experts expect inlerest ralas to nse to 10% for loans and 8% for
savings in tha next two yaars. "



.

‘Company Gagé

="

Finding the right
partner overseas

Should GB/ bank consider Acosta Real’s offer
seriously or should they turn it down? Consider
the questions below and note the advantages
and disadvantages such a cooperation would

. have. Present your report to the class,

": * Does GBI Bank have enough business know-

how Lo help Acosta Real?
* l=itlikely that Acosta Real will be able to

partner?
* Weuld Acosta Real be a good investment for
GBY Bank?

avercome ils difficulties with a new business

G&! Bar
head office m 1
Germany and Ita

d in chiid ab

mpanias which act

reasons, tha

duras on the

SMpany reports

didn’t lve up to its
ted 3 lot of
s fedt by small
Lxweems.
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Web research: Finding the x
right bank

If you were gaing to study at a foreign university next

semester it would be a good idea to open a current account

for the time you were there. i
Decide on a country and a town you would be interested in,
choose two or three banks in this country and find out the
conditions for holding a current account,

Report back on your research in naxt week’s class.

Feadng: Islamic finance makes a
move into the mainstream
o i =R 't y . . .

Rl R g

I AAAAAAAAAAL

an

Read the following text and find out about the differences
batwaen conventional and Islamic banking.

Thers had been a substantial Muslim community in the LK. for ot
lenst 300 years, so LK. lnancial companies may have been o linle
show 1o cater for thalr monetary neads. But mainstream financil
groups are guickly waking up to the fact that thene ane somea 2
milion Muslims in the UK, whose financial needs must be met, as
well gs many more non-Muslims who agres with the sthics promaoted
by Ielamlic law, or sharia.

[0
Sharia governs, among other things, a Muslim's ecenomic and soCil
lifee, dfictating how believers should conduc themselves. It farhids
cortain activiriss and transactions: those involving alcobol and pork:
related products, but also armameants, gambling, parnography and
other activiries deemed socially detrimental. o5

Baskcally, [slam places no intrinsl: value on money, so earning o
paving inierest (ribe) ks prohibdbed - ruling out the majority of
traditional mortgages, Investments, sevings and insurance products.
n financial providers kave had o do some creativa thinking. The
result, however, kas been the launch of @ wealth of new interesting
and inmovative prsducts - same of which are now starting o capiure
tha atrantion of non-Muslims as well.

Morigages

Huying & home undér shar usually involves one of twa Tvpes of
Heome Purchase Plans, Unter an fars or lesse option, the bank buys
the property-and the client pays rent (o the bank. At the end of the
term, the bank hands the ownership of the property over W the
client. Alternativedy, a murabiha or partnarship approach means the
hank buys the property with the clienl who then makes regular
payments to gradually asseme ownsership. In both cases, the bank
simply adds its costs Lo the prios of the property which the clinng
pays ek a8 part of the whals,

Both aptions could prove interesting propaitions in an uncertain
scanomic climate, regardless of yoeur religions inclination, says Peter
MoGahan af the independent financial adviser Worldwide Financial
Flanning. “Thesz approaches coold mean that a home owner may net
have b0 worry abaut the uncartainty of Interest rates, You know
exmntly how much you will need o regulirdy budget and how much
your property will cast vou in the end.” But, be sdds, there are
potential pitfalls. *Bear in mind that, particularly with merabha, you
are paying a higher price for & property in a (aling marked. You are
invreasing your risk of nagative equiry, and this could mean yoo will
b unahile to move again in the short w@rm.”

Current accounts and savings

An slamie eurrent account will ghve vou the same benefits as a
standan gocount when i oomes 0 chegue books, debit cards, scoess
1o ATMz, anline banking and reguler stutements. But no inlerest is
paid on Belances or charged on overdrafis, so banks will go afizr you
nn horrowing fees. You will often have o keep a sienificant amotint
|0 the account to avold baing charesd. The minimum input for
savings ascoounis an be far higher than othér products and the
=profit” rate - generated from sale and lease schemes rather than
Interest-based borrowing - s raraly marketleding,

Investments

Istamic investment products are booming and even the LK
Government s rumaored to be consldering & sukuk, or sharfs-
compllant bond. Conventional Westernrstyle bonds offer nvestors
inteErest peyments an the sums invested. Sukuk bonds represenl
partial pwnership of the underlying asset. Bechlises the focus [s on
resi| assets, sukuk hands protect invesiors from geuring or evernge -
when the bond provider borrows agalnst i1 101y To boost raturns.

If you are lcaking for an easy Lst of what sharia does and does not
mean for your finances, there i oo stralehitforwand answer For most
Muslims, the Koran amd Sunng, the hily books, are apen i
interpratation. Althaugh UX «domiciled financisl companics are
regulated in thelr business dealings by the Financial Ssrvices
Authority, they are gulded in their shera complioncs by vanions
scholars. This roeans that thens i na abeolute definiton of what is
and what ix not considered shanas-compliant personal finance. Sa iv's
important to check each providers' processes belore signing up,

adapiesl from The fndwjeenient



Below you will find a list of Features which describe
conventional or Islamic banking. Use the grid to assign the
statements to the correspanding type of bank.

* 00 not pay interest on current Acoounts

* grant investars partial owrershig on real asssts

¥ nay inkeresl o mesiors

* shang profits with holders of saving accounts

v paEy InberEst on Shangs and current gocounis

+ gharge interest on gverdrafta, laans and Mmtgages

Conventional banks

2 Which bank products and services from Islamic banks
would be particularly interesting for non-Muslims?

Islamic banks

3 Have another look at the text on page 82 and match the
terms on the left with their definitions on the right.

—_—

prohibited
awnership
praperty
assetl

slatement

e M e W N

compliznt

o

sthowned, especially land and
buildings, ete,

illegal, formally forbidden
in gccordance with rules or standards

an official documant that lists the
amaunts of money paid inte or teken
out of a bank sccount

any property ar passession regarded
as having value in meeling debis,
commitments, etc,

lagal passession of sth.

4 Choose a non-Muslim country to research. Would Islamic
banking provide retail banks there with an opportunity to
open up new markets? Argue your case in a short

paragraph.
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+ Descrbing the strecture of

Crgan rATIonE

i Earuzal Evar Willlams and Biz
T sl Itz 2 Stone, bwo of Twitter's Sitting Bull
founders
All of these
» Pu ng ina meeting people are or were leaders.
= Chairing a meating

How would you describe the organizations

they lead or led? What do you know about

Self Study Anita Reddick their organizational styles? Mahatma Gandh

ks ot @

s Reparted spaach: what the boss

sl
* Cpaning &nd closing 8 meeling
« Tt arranes of Mminules
Generzl Gearge W, Casey
—
& Exhilaate Intar Listening: Spider and starfish organizations
:l"'-':"'.'i"r«'.'--..' in 3 the deon ong gl
it meeting. Can 1 Would you say the following features are characteristic of centralized or decentralized
thee team find solutions tagether? arganizations? Tick the appropriate box in the grid.
centralized  decentralized both neither
ambiguity
anarghy
CEQ
COETCIVE POWeT
command
contral
diztributad power
flemibility
headguarters
htararchy
leader

leadership by example
nOrme

open structure

Tules

shared power



2 Listen to an excerpt from a bock comparing centralized and decentralized T
organizations. Compare your answers on page 84 with the information you hear.

While writing thair best-selling book, The Stanfish and the Spider: the Unsioppable Power of
Leaderizss Orgenizations, Ori Brafman and Rod Beckstrom interviewed the anthropologist
Tom Newvins, a specialist in the history of nalive American paoples, He axplained how the
Spanish invaders had been atle to defeat the Aztes empire, destroying the capital of
Tenochtitlan, while never succeeding In subduing another peaple, the Apaches,

3 Consider the following types of organizations. How much centralization/
decentralization is useful or necessary in each? Discuss this in class.

@ university | an NGO | a self-halp arganization | a sar manutacturer | an army

Reading: The structure of organizations

1 Discuss the following questions and write down your answers:

1 Whal is the purpose of an organization?
2 How 0o the founders of an arganization decide which structure they will use?
3 What do you expect companies to leak ke in 10 or 20 years?

2 Read the text below and answer these gquastions:

1 What reasons are given for areating an organizalional structura?
2 Why would & company change ils organizational structure?
3 Whal prediction does the author make about the structure of organizations in the future?

—
Organizations: Past, Present and Future During the thentieth centify,
Every organization has been ssiablished for a purpose and 15 growth of large m‘u‘m
Ihewefore hias, implicitly or explicitly, a mission. How a!‘l’actiueljl_"'
the misgion will be accomplished depends to a large extent on making process mnnm
The way an arganization is stroctured. _
s Two crucial factors contribute to the structure of &n organi being ablg to co-ominste b
- by which we mean esternal forces such 4y giher hand, there are: seven
markets and government policies — and the complexity of exampie, the CED, becaus.
work o be done. The structure gusrantees thal there are form . complexity of its _
channals of communication and official SECOUNEBIGY for tasks. business. As 2 result of 4
i It alsa makes it pessible to delegate decision making, m;f devalop lmm'i_FI Ihe wo
We can distinguish two basic types of differentiation within an 45 difieuity this type 1 SEREEE
arganization: herizontal and vertizal. Vertical differentiation Decentralization imphes ¢ '
divides work accarding b3 lavel of autharity, with the higher levels 0 the employees who periom
exergiging more suthority over the units ar amplayess be makhghﬂmmm
1 them. Generally an crganizetion has cnly ona vartical quickly b changlng
which may be divided up into numeraus herizontal i % result In 3 sense of
Horizontal differantiztion means that the laotal work |
perfarmead is split into operational lagks, Depending an the
i the organization, the unit may be 2 division, & depsrtmant ar
v an individual, Such units are represented by rectangles in an
organization chart or arganigram, =
Crganizations may ba sither tall ar fat. A tall organization
largz number of management tiers with relatiely few people |
each horizontal level, whila in 2 flat organization there are
24 herizontal tiers but each tier cantains a relatively large nu a
of meragers acoountable to aach EUperiot.
The structure of an organization i ot static but can
time, a5 the business environment changes. For axampls,
5 early 19804, Jack Weich, a former CEO of General Eisctrie,
- nupmmmmﬂmmmw-ﬁ'_ &
: divitions. In tha late 1980s, Edgar Woolard of DuPont streay

Mﬂuﬂ-makl'g by elminlm!; the Execulive

a3



3 Have another look at the text on page 85 and match the terms on the left with their

{'.:: Comparing and contrasting:

tymes of orgenization dafinitions on the right.
Grammar
el 3 it Lo R
2 ervironment DWJ? a company who make decisions an how
8 tier company s to e run
4 board of directors ¢ _ the feeling of not belonging to a particular group
§ alienation d asudden increase in the number of something
& devalve & the state of baing responsicle for something
' f to transfer power from a central authority to a lower level
T proliferation
g oneof several levels

4 Using the categories in the lextbook excerpt, describe the organizational structure
represented by each of the diagrams.

n .. B

86

f i
- Organization and culture |

In different parts of the world we find =
ifferent arganizational types and diffarant

corparate cultures,

In his naw famous book Sidhing the Waves af

hd ﬁa Wﬁtﬂnﬂlﬂnu of of the m
types and answer the quutiuntﬂﬁw.

1 What I the connection batween culture and

N . odhay type?

‘*‘ 2 ‘What type of organizational structure do you
think is traditional In your country? Does this
differ from branch to branch?

3 ‘'Which metaphor do you associate with the
following countries: China, U5, Japan, ltaly?




Discussion: Talking about organigrams

1 Have a look at the organization chart and complete the text below with the correct form
of the words from the box.

Meport To

responsitle for

I used o work for a compary which manufactured persanal care and lood groducts. it operated on
& globel scals, with 3 in each of the five continents. The aperations in 2ach
Iril

division were further split into service which wera further divided up into

cepartments. | worked in the Salas and Marketing department and Jack

Pelos

L | WES mareat research and had four

assisted me In my job. | never met Ted Howard, but | know he was

execulive wice-presidant Tom Stevensa

n. Tom, in charge of the Marth American division, regarded

sor and Vocabularv

nimsalf a8 & charismatic leader, but his employees thought he was arr agant, and S

Howard didn’t like 2ach other very much.
2 Think of an organization in which you have been involved or a company for which you

have worked. What was its structure and what role did you play in it? If possible, draw a
diagram representing the structure of the organization.

a7



Businass Skills

Meetings: Getting ready

1 Think of a meeting of a prajact group at university. Which of the following statements do

you agras with?

Most meetings are
a wazta of time

Meetings improve [he
working anvircnment.

Meetings ara
boring.

Meetings are an
effective method of
finding salutions.

Meelings
mprove the
outcome of 3
projat.

Mestings can be
a good apporfunity to
Eel 1o know peaple

DETET.

2 The following emails are all invitations to a meeting. Write the correct meeting lype in

the subject line.

1 annual masting
2 fteam meeling

From: matthew. watson@intarco, nat
Ta: Mira Hafsett; Jane Goodall; Simaon Fynn
Subject:

Dear all,

After much preliminary discussion about our project, we
would like to invite you to our first face-io-face meeting

an Wednesday of next week, May 24. We are looking
forward to getting to know all of you persanally and

setting up a timetable for our work together. You will find

a detailed agenda In the attachment. |
The meeting will take place at our headquarters in New |
Haven. Our receptionist will direct you to aur meeting

OO,

Please don't hesitate to call me at 682-51437, should you
have any guestions

Sinceraly,
Mathew Watson

From: William.Grey@heitmann.com

To: Kathy Hope; John Taylor; Sam Kay
Subject:

Hi guys,

It's that time of the month again. Can we get together
early on Friday afternoon, just long enough so that each
of you can update us on any market changes siNce our
last meeting?

L,

Bill

8 kick-aff meeting
4 progress mesting

From:  jones@winbex.com
To: Group Prowind
Subject:

Dear all,

We are happy to see that the first phase of Project
Windpower has been campleted. It is now time to meet to
compare our experience and make plans for the next
phasa, Wea would like to schadule a mesting for Manday,
September 15 and hope that all of you will be able to
came,

Flease give me a ring at 743-85331 to confirm your
attendance

Best regards,
Famela Jaones

From: caulfielddac-international.com
To: [undisclosed-recipients]
Subject:

Dear Sharehalders,

This is to remind you that our yearly meating will be heild
an Thursday, Septamber 17 at 10:00 a.m. The venue is
the Palm Room of the Flaza Hatel In Palomina Beach. We
hope that as many of our shareholders as passible will be
able to attend

A detailed agenda is attached

Sinceraly yours,
Adam Caulfield
Chairman

3 Which of the invitations above includes an agenda? What is the purpose of an agenda
and what infermalion should it contain? When is an agenda not necessary?




Business Skills

Meelings: Acting as the chair

A
~
3

1 4 formal meeting involves a chairperson. Which of the following duties should a E
chairperson perform? Skills

welcoming the participants
taking the minutes

gpolcgizing for an absent participant

he minutes of the previous mesting

explaining decisions 1o the participants

;_.-_,:,'II.'.?_ _"'I’:,'.,'g!' their own kaas

Ao participant

conflicts

surnmanzing the results of the meeting
sefting the date for the next meeling

2 Sandham & Perry is a British manufacturer of hygiene and
beauty products operating worldwide. Its present CEQ,
Margeret Perry, called a meeting of its regional vice-presidents
at the headquarters in London. This is the agenda that was sent
to the participants. Discuss the main features of the agenda.

IANDHAM & PERRY

Strategy Mesting, SEF Beadquarters: Londan e

March 10 "
Participants: o
Margaret Parry, CFO (GRair) I?'

Susan Cuest, Personal ASsispall! (minutes,
ohn Hockney, Presidant of the Beard

Chyde ERis, Regional VP North Aligrice 4

Fernando Gonzalez, Regionai WP Latin Amarica i
Anite Gupta, Megional VP South Asia

Yee Fang, Regfonal WP East Asfa

|Crg Kramer, Regiona! P Western Eurnps

lgar Smurnov, Aegicnal VP Eastarm Eovope

Hem Time silot

1 19200 -49 45  Welcome

« Sratement from the President of the Board

2 0% 45- 11,040 = Heview of last vear's financlal results
11.00=-11.20 Caffan hraak

4 11.20-13.00 = Summery af consuiiant’s rapart
13.00 = 14 00 Areak for lnoh

| 14,00 - 15.30 » Rastr uCturing maasyras
1530 - 15.00 Bre i

8 5 7.0 » Radefining of VP roles

a 1730 ¢ Date snp time of next mesti g

a9



Business SkKills

3 Listen to the first part of the meeting: which of a chairperson’s duties did the CEO
perform while opening the meating?

4 Listen to the second part of the meeting and answer the questions.

* What changs is to be made in t nyT
«  What problerm arises among t57
*  How does the chair desl with it?

5 Now listen to the last part.

» How does tha chair end the meeting?
« Which of the points in the agenda did you hear coverad in the meeting?

Hole-play: Committee work at
university

Divide up into proups of six. Decide who will take the minutes. The ather five
students will read their role cards. Then, in groups of five, role-play the
situation, while the sixth person takes the minutes.

Agenda for the meeting

- Stuclent B pape 127 Student O page 130 Student D pege 138, Studen! E pape 138
s Date ﬂr th'? DI:JF'FI HOLSE B 1LY, E BE L 4 (L Dag & Pk 3

»  Events to be incduded Situation: The |

) - a nrablem: inr WEATS B % have =n falling. The dear thinks one reason
= Financing of the Open SR i : i T
nar this mar 1al | ents are simply not well enough mformed aboul

HOusE

the univarsity departmant. There zre several universilty-level institutions = including a

s AQR

ol of music = in

-

[
o
=75}
L=y
e
=
£
o
<1
[ =1
o
2
L=
L =]
uy
=
o

Tl in marketing thair grograms, n

le an Open House for secondary

5 who are likely 1o continue 1o university after their schooHeaving

it urikon has volunteared to arganiza the @went. A com

2 |5 Mi0w

meating to discuss detalls

Presidant of the Studant Union

Your job s to open and close the meeating and be sure that the committee comes to
8 conclusicn. You realize that the department sttaches a8 great desl of importance o
this event, as if anroliments continue 10 sink, the university will raceive less funding
and everybody will suffer. For this reason, it is important to make the Open House @
success. You will glso have to deal with any conflicts that anse-and make sure that
each participant has & say

Follow-up:

poing Over it again? Write an email to the Dean of the Business Studies department al Winstead
We're ranning short of time . Metropolitan briefly summarizing the outcome of the meeting. Tell him/har
that you are attaching the minutes



com pa ny ca Se Rowiings s an Amarican ENZMBEring company kang

known for its mnovative products. In recent vears it
s undergona & redical restructuring process andg
now gperagies v r1!JE||'|-' 25 3 '::-l.“:Eer- TUsINEsS it
-ensisting af platform teams. There i5 a strong
[eamwore sth'c and within the '._nppe-' lﬂ':f'f;r -L':
TErdgerment, 1. Smang the vice-presidents, &
matrix structurs s usad. The company is prowd of

and snesd of response and is known for

its history of contingous product improvement.
Several years apo Rowiings” CEC was approached by
the CEQ of a1 f-'-ETigi-:-L;s German en,u:n'r:'r:'ril.'g firm,
Luowig Belligmann . Helligmann wanted lo explara the
nierger, which Rowlings at that tima
. In recent years, howeaver, the

- a4 reahzed that it will have

ng miernationel markets on ite own
d in the synargias that su

,-':\ r"i"|ar‘:‘:i;_:1_ [ u::}'f Coxn '|"'u"f"f'r"|it":-'.‘r""|i ) merger would provide. Halligmann is canfident that

with Fowdegs’ help it would be able to expand its

M,
Work in groups of three. As board members of Heigmanm is a | onal Ge company
the newly formed company, design a plan to orgamized inte 20 sutonomous husiness units, each of
reduce friction between employees of the two which operates with a strict line of autharit
companies in the first year after the merger. figid corporate hierarchy, and s carporale culturo is
Present your plan to the class, marked by extreme formality, In contrast to Rowlings,
It 1= usual o use tithes and last names. On the whole,
+ What stereotypes are the emplayees of each Ihe atmosphere 8t Hedien
company likely to have about the other? conservative than at the Amarican company.

Each of tha companias would kave an égual
financial stake in the menger.

The two companies are aware of thairdifferencas.
Manetheless, each realizes that it could profit graatly
What cultural prablems would you anticipate? from the merger

facturing end salas m the

y. It hasa

e

What actual problems might emerge as a
result of the different organizational
structures?

Matrix struciure:

e i, el L




o | Over to you

Web res=sarch. Organizations and i 'ﬂ CED: Geod morning, evervbody, Can we get started? [F's nice to see
walt all hare. | know that vou"ve travelled long distances to take part
their staff

In this mesting and | hipe that woor et s sn't o severe, ['ve
1 investigste the structure of your university. if necessary, SEISMET Y0t iy Ao (Y L0t AR QUACIECH R SRS NS SRR
have a lack at yaur university website or ask an instructor

s plans instead of using our ususl eleconfarencing procedure becanss,
given the importance of the issue, parson-to-person inferaction is

ar member of administration. Share your findings in class. vital. I'm afraid 1 have 1o apologize for Antta Gugra. Her plane was
2 Do workers have any representation in company decisions :IEII}I::ji" Mumbai dog to the monsoon, but she should be arriving
E atar today.
in your country? ;
; Bl ARG A RN i
Use the internet to find out about models of representation = mwmfnl;u:ﬁb?;hﬁkl:un::nd I';;i::“ uws; ﬁl:.ul:': :ﬂl?ir:g
SEWEReS i dRTGERNE COUDNSNR. lunch at | . We'll be breaking for coffee around 11 o'clock.
0K I'think vou are all famillar with the agenda, &s Suzan sent it out
The following drganizations are useful sources of information GATs e
T ; i Unforionately, we'll have o skip the first ftem, as Sieven Alden is
e L e il We'll start with a brief report from each of the reghonal
Scoafiion «. Jolseatinu ik Esatie s = SRSV S B vice-presidents. Yee Fang, you hive the biggest market over there in
Confedaration (ETUC] China. Could wea give you the floor 2

. 'ﬂ CEC: Anal now [ 1ike to come to the central rem on the agenda. This
is our plan for global restreciuring.
Sorey, could | hwve your artention please? There will be planty of dime
=it o owi say for your guestions amd comments later As you know, since 1985
Mﬁﬂtlﬁg.m K“ ng Whﬂt to wi've heen operating using cur regional structure, Each one of sou
1 The Sandham & Perry vice-presidents has been in chargs of his or her own division and

Be prepared to share your findings in class.

strategy meeting was one il oo s dﬁ:f;:“*‘i &
new markets have led us o /8 thar this desizn = simply not

at which the participants flesiible encugh for wday's dynamic business eovimnment. For that

were physically present. reasan the haard has decided o implemen: a radical new design o

A conference cail requires improve the spesd of vperations, We now wimt o introdece GBLS -

different behavior from w  that ls 1 say, genaral businese unit - which means we will be

the chairperson and urganizing vut product supply by product category rather than by

the participants, grography. If you leak at the handout, you can 32 thet in the mew

Write & short paragraph Siruchun: then: are seven new

axplaining how thay Igor: Mlease, 'm sorry, but 1 don't se¢ any necessity for the

could differ. | PASTUCTTIRE

Clvies lzor, please lat Margaret finish .
2 Going over the audioscript of the Sandham & Perry meeting, i ¥,

find the phrases for the following: Fernando: I'm with Igor. | don't see the point In a new arganization
elther The present strucrure his bean working perfectly well,
Calling the meeting to arder

Saying when the coffes break is
Saying you'll starl with Ihe second point on the agenda

Jirg: Mo, you're wrong about that. Some divisions are well run and
#  others are not :

Farnanda: 4re vou implving that =ome of us are not doing our jub?
Saying (...} hias permission to speak Yee bang: | reallze this (s a delicate question, Margaret, but [ don’t
Calling the participants to order quite see where we'rz going W be coming 1o with the pew strocture
Referring 1o the hardout
Asking the participants to speak one after the other

lgar; Coold | suggess that we wail until Anita arrives to disouss this?
a5 s such an Important issue that it shodldnt be deall with without har.

CEL: Alright, could | have your attention please? [ know all of viu
hava 3 valuahle contribution rn make, Lat's take §t by tums. Yee Fang,
| bediwve you had a question ... and &fter that we'll hear from [gor

Saying haw much you've accomplished (fdiam)

aumming up the discussion

Finishing the meeting ﬁ CEL: Well, | ehink we've covered quile a ot of territory for teday: To
recap hriefly, wa've had a loak ut the new organizationsl design wnd |
think we v all agreed that the new stracture will provide oz with

o2



much mare flexibility, and hopefully, higher profits. We've also
talked shout your nes tokes, and | think that all of you are satisficd
that there will be an important one for gach of you In the structurs,

e Agto the necr meeting, | think we should see each other dgain
around thee midule of next vear W disouss the progress we're
making Susan will be intouch with you on thar

Well, it's been a long day, but | think we've accomplished a lot. I'd

like W close the oificial part of our meeting. | know you're all tired,
s bur we've hooked a table ar a fantastie fish restaurant amd 'm

looking ferward 1 having dinner with vou,

Ir's five now. 1've ordered o imousine o plok vou up at wour hotel st

seven. And so . see you this evening!

Writing: Expressing a point of view

Manzgement is nothing more than mativating other peopla.
Lew lecooos, former chaiman of Chryaier

A student has expressed her opinion of this statement in

Mﬂcﬁﬁ'ﬂ"‘
e, ST
Hask @ moinager needs i€ Hhe B e
sioiity b . o st infommantion o
it

Match the number of the sentence with the function it has
in the paragraph.

your first supporting argument or example

& summary of your position

your final supparting angument or examphe
statemernt of your position

a further supporting argumant ar sxample
paraphrasing the author's position

e ;B W oM -

2 Choose one of the following quotations and write a
paragraph commenting on the ideas in it Model your
paragraph on the one the student wrote.

MNow & businass, in my way of thinking, is-nol a mazhine. ILis a
collection of paople who are brought logether to do work and
not to write letters to one another. It is not necessary for any
one departrment lo know whet any ather department is doing,.
If 2 man i daing fis wark, he will not have time to take up any
other work, It is the business of those who plan the entire
work to see that all of tha department= are working properly
toward the same end. It is not necessary 10 have meetings w
eslablish good feeling between individuals or departments ...
Henry Ford, L5 automhile indostralst [1A43-1947)

People ara definitely 3 company's greatast assel. It doesn't
make any ditference whether the product is cars or cosmetics.
A company is only as good 8s the people it keeps.

Mary Kay Ash, My Eay ldusines

Today, a skilled managar doas mara than the ownar. And
owners fight each other to get the skilled managers.
Mikhall Khodorkoveky, former CEQ of thie Russien pedroleusm comgiany Meos

A boat can't have two captains.
Aklra Mo, President and Chief Exscutive of Bre dfon Trusr, lapan

The author suggests that /olams (hal .,

Thie author iz cormect in saying/stating that ...

In saying/stating that ., the author falls to see

While the suthor views .., | believe

The quotaticn may contain & grain of truth in the sensze that .., but the
guthor misses a orucial point .

To my way of thinking ...
Howaver, In my opinion -

I beleve it & 3 mistake o thenk _
Far instence, ...

A cage inpaint s .

Irv e, .,

To conzlude ...

23
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Learning Focus

* Using accounting terminaliagy

+ Understanding financial
statements

+ Toling about balance sheats

+ Breaking tha bad news

dipberrestially

* Who's who in accounting?
= Salen N2 your orthcism

= Conditional I; speculation,
speciudation

Acvounting (he syswm of reconding
il summarlzing

finencial 1

business  and
NSNS W8 well as
inrpredime, wngly Hng verilying mmd
rEporting the results in the frm of
dmeurments, which are submitted o g
compiny  or 1w e  Eovernment
Accountants have been preparsd fo
their work by completing & eniversity
degre:

trining

angd  addiviom professianal

Boakkeeping the work of kesping an
securaie reoomd of thie wosunks aof 4
Lis Ins2 Basically, this mEns

keeping track of the money snlEring

and leving o company. Dockkeepors
do not necessarily have professional
training and are gencrally emploved

by small and medidm-sized firms

Lo e

i
.
2

Warm-up

Why do many students have trouble with their accounting course at university?

What might be the outcome of mistakes and of the delibarate manipulation in financial

reports, commonly referred to as cooking the books?

Look at the definitions of accounting and bookkeeping. Read the activities below and

decide if they are the work of an accountant |A) or a bookkeeper (B);

1 collecting and filing purchase invaices fram supphiers

2 establishing rules and methods for determining the effects of financial transactions

3 recording sales made to customers

4 preparing and distributing financial statements

5 entering figures of sales mada in computer program

6 obtsining the figures of a business"s inventary al end of year

7 E-FE'ELTiI'iF-g and suomitting tax returns 1o government &

8 fEviewing and approving end-nf-penod antrigs



Reading: The Enron Story

1 Match each of the drawings with one of the axpressions below:

o W R -

be 3 baan-counter

blow the whistie

crunch numbers

kzep an eye on the bottom ling
massage the figures

What do you think these eapressions mean in the context of accounting?

1

4

-]

Now use a form of each expression to complete the sentences below:

Before we set next year's budgel, we will have to do a lat of

The chiet accounting officer confessed o having

a bit for the

last financial regort, but he was shill withm the faw,
Whnan Mz Bowers realized that her boss was invalved in insider trading, she

Shareholders should

doing

an mm,

, 1f they want to know how a company is

Accountants ane often said to be humorless

3 Match each of the terms on the left with its definition on the right.

Ot & o N

chief financial
aofficer /CFO

aditor
oversight
entity

net value
certified public
acoountant/
CFA

rasignation

B fraud

3 term for an accountant who has met the requirements of an
American institula

E Accounfing collooalions
Vocabulary

an independent business or subdivision of a company

a person employed to make a close examination of
something, &. g. 8 company’s books

deliberate deceit in order w obtain money or olher benefils
the formal natice that somebady & leaving a company

the corporate executive respansible far firancial planning and
racord-KespHng

the task of superising and regulating 8n activity

something's worth a5 recorded in company accounts

]
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4} Scan the article below and find the relevant information 1o answer the following questions:

What typa of business|es| was Earon imvohved in?
How many paople did the company emplay?
What was Emvon's net value in the year befare the company

collapsed?

What was the name of the chief axecutive officer?
Wha was responsible for cooking the books?
What was the trick used to cook the books?

What was the name of the firm responsible for chécking

7

the books?
B Who iz the hero in the story?
g

What is the U.5. government organization responsiblhe for
protecting ivestors against fraudulent end manipulative
practices in tha securitias market called?

10 What are the (legal) reasons why Enron executives were

sent to jail?

The Enron Story

Students who feel bored by their
pecounting lectures are probabby not
wwara that at the snd of 2001 frandulent
accounting practices led o the almos
avernight cu]lﬁps& of a corparation which
had heen considearad one of America's
mist successful, Enron's bankruploy
resulied in unemploymant far its 20,000
former employess, the loss of $1 billion
I pension funds and the disgrmce of one
af the country’s most prominent
avcountancy firms. This was a story not
anly abaut figures but about greed and
ambition, courage and corruption, and
Evin suicide.

in 2000 Enron had still bean operating
as an energy broker and energy provider.
It wais o publicly traded company listed
an tha MNew York Stock Exchange whooe
shares were considerad o blee chip
investment not anly in the U5, bot
araund the world. Ar the time the
company was dlso breaking into what
appeared tn be a fantastically lucrative
new market — the provision of broadband
services. lis finencial statements for that
vaar declarad revenoes of $107 billinn
and assets af over 565 billlon., Analysts
ol firms like Merill Lynoh were full of
pralse for Enron's performance and
management, never dreaming that one
year on the company would becoma the
biggest scandal in husiness histary.

The fifty-storey glass tower which
served as headguarters in downiown
Haouston and the flattering articles in the
business press had never reflected
Erron’s true financial conditlon. For
years Enron had been making losses
These had never appeared on ifs balence
shests thanks to the dublous finaniial
genius of Enron's CFQ, Andy Fastow,

Li]

L

L)

L]

M

=

o

L1

whi had created SP'E's, or spacial
purpase entlties, Le, largely fictithus
companies with evocalive names. These
were declared as Independeant
partmerships and used in offF-balance
sheel transuctions (o canceal Enron’s
deht. Enren’s true Hahilides far sxcesded
its vastly overvalued assets. Although
the company employed the prestigions
accountancy firm Arthur Andersen as
their auditors, these accountants did not
report the irregularities, either &5 a
result of incompearence or collusion with
the Enron management.

The crisis bagan in August 2001, when
the CED [effrey Skilling resigned -
allegedly for parsomal ressons. Al least
ang analyst had already obsarved thar
the resignation coincided with the
publication of the second-quarter
financial repart, which showesd that for
the first half of 2001 Enron's cash flow
wias 31.3 billion in the red. Was thi
captaln leaving & sinking ship?

There had been severdl employees
who had sttempted to Blow the whistls,
but the whistie-blower who bacame
famous was Sherron Watkins, Enron's
vice-prasident far Corporats
Development and a trained CPA. The day
Skilling resigned Watkins wrote a
concernsd letter i Enron’s head, Ken
Lay, in which she pointed out the
irregularities and warned him that the
company could implode in a wave of
scandals. Lay did not reply W her
MessHEE.

The scandal broke in Cotober 2001,
when Enron's third-quarter earnings
report reveslad lnsses amounfing to 5638
million and a loss in equity of over 51

a3

u

[rd

L LH]

A

1

this awiy with mislesding technical
jargon. The naxt day an articls appearsd
in The Wall Street fournel inter preting the
lusses as a sign of mminent collapse, The
artiche also pointed our emlbarrassing
conflict-of-interest ssues, since CFO
Andy Fastow had amassed a formne of
260 million in his dealings with Enron’s
various "special partnerships”™.
Mesanwhila, Enron stock had reached its
lowesr level In 14 vaars and continued to
fall. And then the American financial
aversight agency, the Securities and
Exchange Commission (SEC), began an
Investigation.

Enron had no chioloe bul o restate ts
profits for the previous four vears, In
effect admitiing thet it had been inflating
irs garnings and kiding debr (6 the
complicated partnership constructions.
(On December 2, Enron, which only three
months aarlier had claimed m have
assits worth almost $62 billion, filed for
hankruptcy proection, Its share price —
nnce at a record high of 500 = was now
warth less than $1,

Lay, Skilling and Fastow were chargad
with comspiracy and fraud. All three men
were [ound guilty of these offences and
recelved long prison saniences. Lay digd
af heart attack in July, 2006 Skilling and

billion. The compeny attempded 0 explain 13 Fastow are now serving tme.



5 Discuss the following questions:
1 Why was the collapse of Envon a disaster for many of its employees?

2 Why did the Securiites and Exchangs Commission nol inlervene earlier in the story?
3 What could be done so that this type of corporate fraud doss not occur in the future?

Listening: The world after Enron

1 The radio pragram The Lowdown is interviewing an sutharity on accounting about the [ o
consequences of the Enron scandal for the prafession as a whole. Listen and take notes -
on the following points:

1 The fallout from Enron.

2 How accountants can CooK the books;

= juflmbe cales Bgures
v inflate Rgures For expenies

3 ‘Why Arthur Ardersen’s benhsaal shocked the public:

r“ s pecante ik had kel guch a goed EpukaTion
4 Changes in the accounting profession since Enron:
v accoumkeney fomg nee acccnmbanle Ht o new vedulabory body, PCADE
SOK Sarpanes-UEIEY Wt
PCAOE Public Company A nuniing
5 Changes for accountants: tarsight Baurd
|
|
8 v Hasiv selaries hemye viden :
8 Changes for companies:
s CEO smd CFO mow pevsanally responsiple For mocurmey of Luancien) reports
wHher Sorpeames-Oxley Aot (o0
l
2 Listen again. Do you think the measures introduced after the Enron scandal were H‘ '
enough Lo discourage accounting fraud?



Businegss Skills

B ko s T Talking about balance sheets: Using the right
stemient # cheef aconunting Fas ® ih
+ credi terms
s
ffice equipment = | 1 Have a loak at the list of terms associated with accounting. Use the mind map below to
o ;. organize the terms into the different categories.
Types of financial o
stetemerts
Purpose of e L s L o L
"""" ACCounts '
T guavontee
cocETARSPATERCY, |
Balance sheet
ol Peophe at
WO
................................ |
2 Jim Turner has just taken over his uncle’s plumbing supplies company. As he is
completely new to the business, he has asked the company’s accountant, Vijay
T A o T T WAy e Sangupta, to give him a rundown on the company’s financial condition. Listen Lo their

EAAncE ATl mrmirddogy conversation and enter the missing figures into the balance sheeat.
Skills

Wigpin's Widgets, Inc.
balance sheet ending last quarter

SO00
ASSETS
Current Assely
Cash and cash eguivalents 515,000
Accounis receivable 32,500
Inveniory 7.0
Total Current Assels g
Plant and machinery 5300000
Less depreciation '
Laind 120000
Intangible asset= XL
TOTAL ASSETS -
LIABILITIES AND SHAREHOLDERS® EQUITY
LIABILITIES
Avcounts payable 530,000
Tanes pavable ¥
Long-term bonds issues 22 500)
TOTAL LIARILITIES y
Common siock -
Retained eamings &
TOTAL SHAREHOLDERS' EQUITY -
LIABILITIES AND SHAREHOLDERS® EQUITY 132,000

1R
ri



Busimness Skills

3 Satyam Computer Services Ltd., with a staff of 40,000 employees,
used to be one of India’s leading IT companies. The company's
chairman resigned after confessing that management had been
falsifying the accounts far years, inflating profits by $1 billion.

Satvam Compurer Services Lul (SAY), Balance Sheat

All mumbers i thousands

PERIOD EXINNG Year 3 Yoar 2 Year 1

Curment Assels

Cazh And Cash

Epurvalents L117200 152200 292,50)
Short Tonm [nvestments | - 12,500 | 403,700
Net Receivirhles 639,300 435,100 4,400
Ireminry |
Diher Cumrend Assels 16 (HK) & 100 17,800
Tkl Currend _-_\-ul.-n. | Bh 250 04200 1LO14. 700
Loy Term Investmesls 3.5900 786,600 3,500
Property Plant and
Equipmen 23 S G, 100 TR
ool K000 12, 70K *7 N
Intangihle Assers 15 6000 740 s LN
Accumulmed
Oither Assels 39,100 21,50 | 17.700
Deferred Long Term
Ause] L‘Impﬂ;—; 560K} 1 N S
Total Assels R :3-1' :'HII _I.h.!i.llbﬂ 1,181,200

Linhilities

Aocounts Pavable |5 5000 118900 | 1 20LEDD

ShortCurpent | (g
Term Dby 200, 30K] 12, 10N} 6,500

Take a look at the company's balance sheet, What
infarmation would lead you to believe that the
campany was performing well? Is there any indication
that the company would be bankrupt less than a year
later?

her Current

Lumbilitics 107,200 IR T 1 1.E00
Total Currest Lishilities 233,108 211,200 134, 100
Laong Term Deb 24,500 32300 17,500
Ui Liabilities 12 6K T ]
%gmm 11,000 | 1,600 BN
Minority [nteres 20,5400
Negative Goodwill
Todal Liabilities 812000 I3 10N | Kt B
Misc Stocks Options
Wirrants
Eedeemable Prefemed
Stock
Prefemed Swck
Commaon Stock 6,100 36 ) 1 7600
Retained Earnings 1,5 B0 721, 100 4971000
Tremsury Stock

Capital Surplus S0 400 532400 465 100
| Other Sockhalder Equity 163,500 fl 500 14,600

w. L8618 1371000 Y94, 20K

Net Tangible Assets 51,766,200 F1.330,900 SU50,200

09
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What s the bad news that Susan has
far lehn? = How does fohn react?

Businass Skills

4 Refer back to the balance sheet on page 99 and find the words or expressions meaning
the following:

1

gl of the money owed 1o the business  wek receivaples

the part of the profit not paid out as dividends, but kept by the company ta be reimestad or be
used to pay debts

Ihe net amount of capital recewved from investors

the value of intangible assets such as 3 strong brand or company reputation. On a balance
sheet, this can refer to the purchase of a brand name or the acquisition of a company with 2
good reputstion.

the goods or raw materials heid in stock

the portion of shares that & company does nol want 1o gul on the markel

the deduction of capital expenses over a specific period of time, usually over the asset’s flife
stock pwned in a corporation that has a higher claim on the assets and earnings than cammion

Stk
maney the company cweas but can only repay at some point m the future

10 maney that the company owes to its creditors at the present time

Diplomacy: Breaking the bad news

Susan Carter is an auditor employed by the sccountancy firm Smith Holmes and
Watershed. She is currently auditing the books at GigaCerp.

Listen to conversation 1 with GigaCorp's chairman John I.imtfnol and answer the

1

questions undarneath tha photo on the left

Listen to the second conversation. How would you
describe Susan’s conversational style now?

Listen to conversation 2 again and find the language
that Susan uses to soften her statements.

Jahi, ;

wa've been reviewing your financial statements for last year and, . there are a
numbar of figures that

Yes. that the figure far
gdarnings 15 not supporied by the other documents we've had accaess io.

Burt it a5
the figures in the iinancial stelements,

Wedl, that it is a deliberate

misrepresentation but
an ermor.
A= an extarnal auditor, |
the company restates the ariginal financial report.

But the earnings figure is claarly off by at least £5 millicn



Company Case

ar 3 fundre

with outket

A back office in India

e i e B e L L S

Consider the following questions:

*  What factors could make an offshare
arrangemant difficult far the company?

*  What potential risks are inherent in
offshoring?

*  What factors should be considered when
choosing a service provider?

* What measures could be taken to reduce
potential problems once the new
arrangement is in place?

Then make a recommendation o the class as to
what course of action Haclends Heaven should
take.

e
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Over to you

Skils: Paraphrasing

Reread The Enron Story on page 96 and find the phrases in
the article expressing the ideas below:

1 As & consequence of the compeny’s collapsa, all the people
who worked for it lost their jobs

2 Both American and intemational investors were eager to buy
Erron stock.

3 frron had bean hiding liabilities in companies that were not
mentioned in its financial statements

4 The auditors may heve overicoked the freud or they may have
been cooperating to cause it

§ The chief emecutive officer said that he had nat quit for
raasaona having to do with tha company

& Enron confessed that it had been exaggerating the figures for
IS revanue,

7 A court dacided that the sxecutives had committed the crimes
they were accused of.

Web research: Becoming an
accountant

Which certification in your country mast closely
corresponds to that of the American CPA? What kind of
training is imvolved?

Certilizd Public Avcountant (CPA) is the titls given o professionals
who, having satizfied requirements with regard o education amd
axperience, hove nassed an exam set by the Amarfean fstine of Cermiffed
Fubdie dcownients. The educalione!  reguiement 5 oo American
michulor's degrest with & minlmum sumber ¢f hours In scoounting amd
wusimess admmistration lllosed Wy an addinional vear of academic soudy
The experience requirement varizs from state to state,

CPAe may wark In corperations a chisf financial officars or be amployved
by acooonting firms a5 aoditers. They maey also be seif-emploved @s fhy

consuliEnts

Usa the internet to resaarch the corresponding professions
in the UK., Canada and Australia. Use a combination of the
following terms: accounting, accountant, qualification,
training. The grid below will help you to organize your
information.

Country  Title Education and Areas of
training activity

Lnited Cerbified B.A. plas aue CFos w

States Puislic vy egvpoventiong,

Accounkant EXpEVIENCE mnditing, fout

rcqulrmu_ i ¥ cemsulbng
sabete
sheite

your

coumntry)

United

Kingdom

Canada

Australia



Web research: Investigating fraud

The Enran case has become the classic axample of
accounting fraud and Satyam has been called “the Enron of
India”. Use the internet to find information on more recent
cases of accounting scandals. How could they ocour? What
were the consequencas?

Heading: Legal documents

Below you will find an excerpt fram the Sarbanes-Oxley Act.
Underline the subject of the sentence. Then underline the

werb(s],

The Whistle-hlower clanse

Whosver knowingly, with the intent to retalinte, rmkes any action
harmful 1 sy person, including insrference with the kewful
emplaymeant or [velthood of any person, for providing to a law
enforcenment ollicer ény truthful information relating to the
commizsion or passihle eommissdon of any federal offence, shall be
finedd under this tide, Imprisoned not more than ten years, or bath

Sotiow £ 10 agf phe SO 0 L850 § 15N

Highlight the wards in the passage meaning:

* the means of earning tha money you negd 10 exist
» the sct of perpetrating & crime

* an illegsl act

+ the drision of a legal text or statute

* a person working for the government whosa job iF s o snsune

that laws are absarved

3

What is the worst thing that can happen to an emplayer
who takes revenge on an employee for whistie-blowing?

Read this second excerpt from the Sarbanes-Dxley Act and

underline the subject of the sentence.

Criminal penalties for alivring documenis

Whowwer knowingly alters, destrovs, monlates, concasls. covers s,
falsifies or makes a false entry in any recurd, document, or angitile

abjent with the inment to impede, obstroct ar influsncs the
Investigatien or proper sdministration of any matier within the

jurisdiction of any department or agency of the Undted States or any

case filed undsr title 11, or in relation W or contemplation of wmy
stich matter or case, shall be fined under this tide, Imprisansd riot
maore than 20 years, or both

Socxion Jiidvol of the SO, /8 LS Fi5e

Highlight the words in the passage meaning:

» the act of carrying out & function

* tochange in a fraudulent way

* (o remaove or damage 3 part of something
» authority or contro

+ malenal, capable of beng louched

How does the punishment for dishonest accountants or
auditors compare with the punishmant for retaliating
against whistle-hlowers?

Writing: Blowing the whistle

As Susan Carter, the auditor an page 100, write a

canfidential letter to your boss Rob Collins at Smith Holmes

and Watershed explaining the preblem at GigaCarp.

B2 e for wrting diplomatioaly

Use softening expressions such as

o o e i
! ragrat o mf

I am very concerned about ...

Use terms such as

financial rregularities mstead of fravd

{0 report impropery mstead of (o cook M books

Make use of passive farms, e.g.

The frgues fave been mrirepresenied mstead ot The OFD has
misrepresenied ihe fguras

An arnor nag bewn mads instead of X has made a0 erno

103
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Learning Focus

How to interpret your score:

&-7 answers correct: Globalizat

v repularly 25 well a3
thor Hh
W LEE
reity graduats

Rapidly developing
economies

Test your knowledge

3 trias shawad the highs
of global economies! b financial
e T In .;I'.:!'f'-
1 'What does the scror r? )

T c
o~ T [t o
L 17N, RLUEELE
2 What do the BRM % ha -
mmen?
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How do the rapidly developing markets influence the advanced industrialized economies?



Heading: The BRIC countries

1 Economists agree on four determiners for economic growth: macreeconomic stability,
stable political Institutions, an open economy and education. Enter the following factors

in the mind map below,

Cenditions for

CHTING Cprosrln

exchange rate adjugtment = functioning legal system « Jupcioning-messts= pond vocational
training * high university snralimant rate = ageseamnm—sskectep = low government deficif =

low irdlazion = low level of tureaucracy = no [rade barriers = open to loreign dirsct investment — e
(FOM) = favorable demeographica » good infrestruciures » pramated smwironment

What ather supparting factors can you think of? Add them to the mind map.

2 Match the economic terms on the laft with the definitions on the right.

-

fioating
exchange rate
commaodity
surphis
bottlanack
underfunding
inferference
illiteracy
contraction

property right

Lo R A L

b

T m = o o

the act of hindaring, delaying, slowing down ar stopping a process

the price of ane surrency in terms of another, which is daterminad
entirely by supaly and demand

any raw matarial or primary product that can be bought and sold,
e, g steal

a specific groblem in part of a process that causes delay
more than what is needed ar requirad

the exclusive authority 1o decide how something is used
the state of not being able to raad and to write

when the 2overnment does not provide enough money for a specific
purpose

the process of becaming smalier

3 What do you know about the aconomic and political conditions in Brazil, Russia, India .

and China?

105



4 Form groups of four. Each member should read the profile of one of tha BRIC countries.
Note the factors that have contributed to its economic growth and think of five guestions
you have concerning the other countries. Tell your group what you have read and answer
each other's questions. Then complete the mind map on page 105 with further points
from the texts.

e Rursia papa 131, India page 139, China page 137

gil's legal system i

exchange rate, targeting inflation and
| EETH B lenglhy

 budget surplusas. Thm. coupled

ies of former ]
presic ardoso (1994-2002)

Lula DaSilva (2002-2010), Brazil ha
the tenth largest economy in the

eraational
1d mortality

Thanks to

il in the N ity of educatia

bl lﬂﬁfwmmumngmﬁwh povement: the avers af
mmtuuurw In agﬂuultuft. er.l’ oaling is &5 years | g the

This has not always been the case: hme migin expart pariners are the United S Witeracy rate is 11 % (2008j0e0Mparcd with |

15803 Brazil suffered from. Argentin, China and Germany, B.4% in China, Although

political conditions and in meﬁyﬁm The level of foreign dinect investment (FDI)  secondary education a ded, the

fram hyperinflation of up ta S000%. inflews reached & record high of $ 34.4 state univarsity systam i

The country possesses |arge and well-
devaloped agricultural, mining,
manufacturing and service sectors. Dunng

billion in 2007, refiecting rof anly M&4A
deals but alsa new investments, The U.S.
and Germany hava besn among the main

In some areas, n:-nr.nmm s a
cottleneck 10 economic growth.
Thara has also been pollution and

the last decade the macroeconamic
framework was based on a floating

sources of FDIto the country, defarastation In the Amazon region,

5 in the same groups, find expressions in tha taxt to match the pictograms and complete
the sentences together.

6 How is recent economic growth in the BRIC countries explained in your texts? What
other conditions nead to ba improvad in order ta guarantee such high rates of economic
grawth for the future?

E The Crvstal Ball: spocuiafion
#nd prediction

Grammar
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Hole-play: Investor’'s choice

Foerm groups of five, Faur people will represent their respective
BRIC country at a trade fair; one person will represant a British
investor planning to set up business in ane of the BRIC countries.
Choose a rale card and follow the instructions on it. Then hold a
Q& A session in which the country representatives try to convince
the investor of their country’s advantages for FDI.

British Investar
Imegme that your company is planning 1o set up busine
BRIC
Your business is @ successiul British coffee house chain with subsidiaries
n Europe, the LS. and Australia; You don't franchise your outlats,

Yaur product range consists of upmerket nutritious sandwiches, bageks

L13e
L
[ -
[
&
T
(2]
!
4
[:

Student A

Agking for information

T &fd Fhe addvantages

and donuls as well as-arganic =oft drinks and fair frade coffee.

You want to targst the Uupmarket segment of the busy office worker with

“to go™-styke lunches.

Oueshian each country representative on:

Listening: Tectonic shifts in the global

economy
a
1 Replace the underlined expressions with expressions from the box i
[ = #
1 | i= hard for 3 Westerner to [ive in China because pepoole ther ve 8 different way d

¢ aldpality

2 The radio pragram Business Edition is interviewing the chief + veosows Sov the changes in Hae
ECGHTJITH'EI. U.f a8 major business journal about rapidly developing alopal ecomowy
countries. Listen and take notes an the points on the right. p ;-he F1 Clebal SO0 list

3 Write a short summary using your notes. ’ """"E"I"'"‘i“ﬂ _“"""“" examgle of frugal
Evameering

s wew business mode) and example

+ oppertumities Por and stvewgths of
weskern mulbnationwals
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¥ Describing

Business Skills

irends: Economic growth

1 Look at the graphs below. Only two of them show real figures. Listen to an excerpt from

GOP growth of China

G IR

f«ﬂ*ﬂw@w@“@“@m

T T T T T T T T T T

A B A

a presentation by a university lecturer and mark the two graphs which are described.

o ra"*é" e qﬁ\,-ﬁ‘ *"‘cﬁ’ﬁ-@{f‘,ﬁ:ﬁ,@“ﬁ £

GOP growth of indla

= X
PR ¥y e
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2 Listen to the presentation again and fill in the gaps.

1 China's GOP growth rate

2 First growth declined

ARG ec Adveron otz bing reached
g

3 Bul then we could seea

MNeadless to say, due to the warldwic

Grammar a

5 Starting with an imprassive rate af 5.6

asted till 2002, wher

3.8%

growth et in ang
o

growth almost 5%

ymic Grisis, s0 growth

d reach 59 #0089,



Business Skills

3 Work in pairs. Student A describas Brazil's sconomic growth to student B and student B
describes Russia’s economic developmenl Lo student A. Listen to each other and use the
tamplate below to draw the graph. [: Drescriting trands

Ry H1L
Wy gl
Yoew gpiH !

Describing trends: Comparing economic
growth
1 Study the graph below. What does it illustrate? What do the two line graphs have in

common and how do they differ from each other? Then divide the developments into
time periods.

—_—
I GDP growth of the LS, and Germar,

|
|
|
|

. e —
77 A :
PN r—

B |
|
11!'..! ¥ ‘Vfl T T T T T T T 'r\L |
T =2
1.4
; 3 0 _::;'.-.L _._.‘.I 1 :'L :l_-i-' 1" ';_f'" - ¢ o o 0 ol -'n
——— |5 — (L ATTTIAR
1
| Source: World dataBan




1a

2 Now read the text and check your answers.

The graph illustrates the GDP growth of the  rate of aroond £.3% between the years 1997 we witnessed in the US. Betwesn 1994 and
LS, aned Germany between 1990 and 2008, 5 and 1999, 199, was reflected by an average growth
Two aspects are particulary striking firs, Then there was a sharp decrease af almast  rate of only 2% in Germany,
both countries’ groweh rates fluctaated 4% 0 08% in 2001, but growth improved 10 As o the States, growth shrank
s considerably  and,  second, Germany's  rapldly e 36% 02004, Since then growth significantly from 2000 il 2003, b
growth rares wers much lower, d.'r.rIJP has Been on the decline. Germany experienced o growth and even
Looking firstar GOP growth in the LS, In contrst (o the U.S, Germany’s growth negathve growth In this periad.
we can see that there was 4 considerable mum'amummﬁ.m;mrm Then the growth rate improved fairly
drop o just bel zero growth in 1991, But ¢ Hins much more pronounced. [n 95 qeickly, reaching o peak of 3.0% in 2004,
: mnd 33% in lﬂ'?qfh:hr Ilmil.’l'lqh it : .llw;gh . o i g o c
'raim - itwentup o 27% in recession, growth mes in hoth countries fell
fuctuated between 2.7% and 4.0% for the 2= 1@ vear, & decline in growth set i~ below cero after 2008,
~ llowing four years, followed by a steble i Mmmmﬂnd.u‘t&d:
S , Lk i .-“‘

T
il

3 Go through the text again and highlight all the expressions which indicate changes in a
trend, Then organize the expressions by meaning as shown in the grid below,

W s RS D Pl i o S
upward mevement downward movement upward movement  downward movement
o - e

Writng: Comparing economic trends

1 How can you make a graph description easier for the reader to follow?
Tick the correct answers and find axamples from the text above.

Graph description by using short sentances
by giving &n introducson explaining what the zraph ilstrates | by using different sentence structures
by desoribing tha development year by year by highlignting certsin aspects i
by organizing it i a clear and logical way | by using strong metaphors
by wsing linking words to improve the “Tlaw™ | by summarizing the everits, drawing a conclusion or
by using a variety of expressions cescrining change ' giving an outlook

GEP per capita. also caliod income per 2 The graph below illustrates GDP per capita in the BRIC economies. Imagine that you
capita, |5 wsed t MAASUTE & COONITY'S worl for a company which is considering marketing its brand of toys to the BRIC
wealth and 15 @ xood indicator of a countries. Discuss the graph using the expressions you have highlighted above and
pouniry's puichasing power. write a repart making recommendations to your company.

GDP per capite of the BRIC countries
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company case Cosme, an American cosmetics company which had

emtered the Chinese migrke! in the lste 19808, started

lling its KB% line of skin care products there in 1590

A multinational's
approach to the Chinese

mar l< 5 ?t

Discuss the following questions:

Which mistakes did Cosmo make?

What would have heppaned if Cosmao had
admitted to any wrongdaing?

What could Casme have done if it had taken
inte consideration the diffarences betweaen
salling consumer products in China and

n part

ALl

£ 3hIME LT,

I ask far refunds,

COmpany s SIores,

n e meantime,

- ¢ OECOMB WOrried, st Ines
selling consumer products in developed

markets?

If Cosmo considered a relaunch of their
producls on the Chinese market, what steps
could the company take to regain the trust of
the Chinese consumers?

Hong kong and Singapo

preducis oul guickly announced that the prod

WEere safs

Four days altar the AL

nine of the KRS products contained unsaf

substantes Cosmo withdraw them from sale in China,
anc AQSIO temporarily bannad the impor

thesa nina'praducts, Four davs after this, Cosm




Web research: New economic
dﬂ?ﬁlﬂpl"ﬁ&ﬂtﬂ

1 Research the economic development of one BRIC country
over the last few years and update its country profile in
this unit.

2 Choose a country you are particularly interested in and
research its key economic growth factors. Then write a
country profile similar to the onas in this unit.

Writing: Assessing investment
opportunities

Imagine you work for an economics institute. Describe the
development of the trends illustrated below and give
recommeandations regarding investment opportunities in

these countries. Use any additional information you have
on this subject.

China end Russia: FDI inflows net

125
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China
Source: Worle dataBank
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Headng: Products for those at the
bottom of the pyramid "

1 Read the following article and answer the questions on
page 113.

A growing number of global compenies are being drawn to the
seductive dea that money can be made by developing and marketing
products for thiss at the bomam of the pyramid, some four Billlon
people around the world who eke out g living on sboul bwo LS,

s daollars:a day

112

Last month, the kxecutive Sustninabllity Roundtahle, in conjunction
with the INSEAD Social Innavition Centre, highlighted the role that
husinesses can play in addressing the needs of the poor, as well as
the potential that lower income merkets hold for firms,

When cresting Innovative, new products for markets at the base of

the pyramisd, Peter White, Director of Globe! Sustainability 4t Frootes

K Gamble, notes that cost alone 15 not the i=sue, "It's not just abowt I
making consumer prodocts cheapen,” he sivs. “You've got to oome up

with products thar actually meet the specific nesds &l tha bottom of

the myramid, How do you desian produocres thar people nesd? You

frvee W eotually go end God oul, and so we send reseorchers W find

ot Feowe peaple live = how they do thelr washing and their cleaning -

[and) what thetr probiems ore”

He putlined the case of @ water purification system called PUK,
which P&G devrloped in collabaration with the LS. Centre for
Dhisesaser Control for commeercial markels, targoting low |noom
eonsumans. The product had dear social bensfis, providing clean
drinking water for households in places where the health risks of
untreated drinking water dre high, especially for children. After
thres vears of market wets though, PUR was looking like o
rommarcial faflure. Many other firms would have closed down the
project, bt P&G Instead moved PUR o its Corporate Sustainahility
depariment, eesing the pressure on urnkng o profil Sinee 2006,
P& has sald the product at cost.

A sevond cisse was put forwand by Christine Hedrawy, Director
Energy Arvess Programme af Eectricité de France [EDF), She
explainid haw EDE through Rural Electricity and Services
Companies, has helped bring electncity to romd sreas of Mali,
Morncen and South Africa, which wiould have hesn atherwise “aff the
grid” “We have brought eleciricity w 300,000 people (aml} our goal
by 2010 Is one millen,”

A thind cuse was presentsd by INSEAD Advanced Managsmmani
Programme alumnus, leyanth Bhovarsghen of Essilor India and
Claude Darnaulr, Dirsctor of Corporate Sustainabilisy, with Esslior
International Frange.

Essilor Internatbonal, which manufacires and distribotes opthcal

fenses, found that in places such as rural India, the absenca af

miequate gye vere facilities has resulted o ogn almost negiigihle oo

of spectaches. Unoornectsd refractive sroor 18 one of the major causes

of blindngss, which if detected and correoied, woukd give a fresh

leaze of life io individuals. Sealng an opportunity 1o sddress this

underserved markes, Essilor India establistwed o rural marketing .
dlviElen in 2004 to incresse the compeny's reach,



At the forum, participants also highlighted the Impartance of finding
5 good partners s key: mmﬂbmﬂthw
Strategies

These partners may be from the public ar private secwr, 45 in the
ciase of EDF. “We are never working alons,” Heuraus says. “We are
always working with partners, such as Totl, Nuan, BWE, Hydro

53 Ouebac und ESKOM."

As for Procter & Garnbile, it has been working with N00s which have
besen trying 1o Takse awareness of the riesd to mrear drinking water
“For PUR, we let our NGO partners use their distribution channels;
NGs such as Population Services Internutional which have

o eapertise in health lsues,” White says. “For commercial products
designid for bottorm of the pyramid markets, ke Downy One-Rlnse,
W Ui wrmﬁﬂrlnl:hu l:hmmiu

Areess (o markis |s alen cruclal, As Joyanth Bhuvaraghan of Essilor
Initia redates; “We learnsd (et in some cases, the servics has 1o be
o3 brought to their door steape ™

The company has developesl a moblle refruction van which facilirates
eye examination amnd disgnosis, us well & the manufacoure and
delivery of spectacles, with (s techniclkns collaborating with non-
prufit partmers such s Sankers Netralaya and the Aravind Eye

w  hospital

Heuraux says that when it comes 1o rural electrification, EDF finds it
much more impaciful o assist in sening up loeal enerey bosinesses,
using solsr pansls or fiel powered generatons, as opposed fo
dormiting them, “You can ga the humanitarian roure or the merket

75 route. [e 1904, we started with 4 hiumanitarian model, donating
generators. Tt didn't wark., No one could repalr the penerators, and
[the project] was very small - just a village. o school, o hospitl, if
wewant 1o hedp o few million [peoplel, we have to make It a
business, and maka it locally sustainabls®

an Husiness plays a coupls of imporiant roles in terms of sustminable
solutions, she savs, *From the demand side, soclally rasparsible
business can help t Inform consumption petterns. From the supply
&lde, product innavation goes w the hean of socal and
environmental sustainability.”

acapted from Mo rmblpe dseod ey

2 Write a short essay answering the guestions balaw.

1 The battom of the pyramid (BOF) has become g catch chrase
in global marketing.

What does il mean and why has it become so important for
businessas?

2 Refer to the three examples in the texd to explain why cost
alone is not the issue when developing new products for the
poOr.

3 Explain Heuraux's comment on sustainable solutions {lines
A0-85) from the supply sida

Language work: Word combinations
and phrasal verbs

Match the words on the left with the ones they correspond
to on the right,

1 eka a the grid

2 address b the pressure on
3 hold € awareness

4 mesat d oul

6 close & needs

&  ease T potential for

7 off & the naads

B raise h patterns

9 consumption i down

Now use the expressions to complete the sentences below,
You may nead to change some words,
1 Most of the multinational companies don't know how to
of the poar,
2 After the takeovar of Danns Carparate, management has
decided to all its European plants.
3 The-Smith family tarely manages to a
[iving from the father's work an the [arm.
4 Comcawd Lid, runs training courses for company managers to
thair in crose-cultural
matters.
6 Al the lasl minute the Irish government stepped in with a loan
of € 15 milllon to the local IT industry.
6 Our market research group aims al finding distinct
of the age graup a0+,
7 The Chinese auttmobile markat huge
Wastern producers of small cars.
8 The customer service of most mobile phone companies
only the basic of their
customers.
9 The blizzard destroyed several overhead power lines so that

half of the country was

113



Warm-up

¢ Dizpussing &

» Understanding the organizatic Do you have the Columbus spirit?

To find out, do the following quiz.

What 15 your attitude towerds taking

risks?

a [] | don't like taking risks and try to
avoid doing so.

b ] | sometimes take calculated risks in

When you set goals for yourself, you usually

a [] sat small, sharl-tarm goals so that
wall will Be sure to achisve them,

b [ set large, long-term goals, nat
knowing whether you'll be able to
achieve them.

¢ [] tend to ignore them later.

dascribe company ownership

certain situations
c [] Yes, | think you have to take nsks o
win

& Do you believe that success and faillure are
a [] influenced by your personal cholces
ang nutsida fackors?
b ] under your personal control?
¢ [] mastly a matter of luck?

2 Do you tend to trust your gut (eelings?
a [] Mever or rarely, | halieve in facts
and figures.
b [] Sometimes.

¢ [ Ofien or aimast always

& Futyre tenses in A business plan

® Wk (! ey E SIMITERT Y
Wring an esenutive SumImary

Wauld you be willing to give up much of
your sleep, family and leisure time for your
puginess?

a [] Yes, one or two of the above.

b ] Yes, all three of the above,

¢ [] Mo, none of the abova:

& When you fail 8t something, you usually

How to interpret your score: a [ | getangry at yourseif,

: b [] try again Immediately aferwards
14-11; Contrary 10 popular belief, e[ gwe ;l- trvine
trapreneurs don’l show s specific T S

set of skills and talents, but there 4 What kind of working situation appeals
2] ree main paints that all most to yout

reneurs share: persistence, a [ Working by myself
t of objectives and hard work b ] My working situation daesn’t really

d f:l:s"!'l 0N |4|._|,-_.1_5;;-_|[:':.

, YOu might considar

star '1-1; WOUF WA DiSinass gne \jr'_i':,

10=0: Lisualiy entrapreneurs amn

are commaon 10 entreprensurs:
determination, pursuil of goals and

difipence. 5o if you scored low on

= Wark out your score using the key and compare L S G R I L

quastons 3, 5 and 7 you might not j ¥ > 2 . o q
. a your results with a partner. R . =

veloped Lhe necessary . 1] | o | | ¥

entrenrensurial spirt



Listening: Setting up a business

1 You are going to hear a radio program on student entrepreneurship. But what
role does entrepreneurship play at your university? Answer the queslions below:

1 15 your university known for its enirepreneunial aotivioy?

2 Does your university market inngvative ideas develaped an campus?

3 Doss your umiversity provide assistance to studente whe want to set up a business
an their opwn?

4 Does your faculty offer any courses an entreprenaurship?

2 Complete the sentences below with the correct form of the words fram the box.

devige « register » prolotype » refing = averheads ||

¥ Before gaing into produclion, a of the product
has ta ba b,
2 The agency's superb markeling concept still needs to be
Lo mest our specific needs.
3 Before starting your business, you are requestad by law to
YOur company,
4 High « 5uch as renl and WAgEsS, can ha a
burden in the start-up phase of your business. S i¥
3 BixOvg sells a template which makes a

business plan much easier,

3 The medieval university town of Cambridge is one of the .
world’s famous centers of innovation and business start-ups, ,{ s
knawn as the Silican Fep, Michael Benyon from the radio
show, Business Daily is there to meet young entrepreneurs at

Technology Ventures, a conference which has been set up by
the university's student club CUTED,

st
Listen ta the recording and find out about the following:

1 What is Rebecca’s business plan and how successtul has she
been so far?

Z What stage of devalopment is her business idea in?

3 What are her pians for funding her business?

4 What is her attitude towards SEUNg up 3 business on her awn in tough economic timas?

! CUTEC = Cambridgs University
Technology and Enterprise Club |

E Tell me how it ol bogen

m______:

4 Could you picture yourself setting up a business? Discuss the question and compile a list

of arguments in favar of and against setting up your own business. Consider tha
following aspects:

risk | funding and costs | working conditions | personal control | responsibilities | skills and

gualities | motivation | self-management

S What da you think are the main reasons why a lot of start-ups fail in their first yaars of

existence?



Reading: The Corporate Fitness Business
Plan

[

1

Which phase is the business in?

& n oo

2 Which purpose does this business plan fulfill?

1 What kind of information is an investor or a bank looking for in a business plan?

.~ 2 Read the business plan below and answer the following questions:

to help the entreprensurs plan a coursa of action for the new business

to help potential investars or bank manzgers examing the business opportunity or risk

to help the antrepranaurs discovar patential problems
to help prospective suppliers in their decision whather 1o 2&l| their products ano

Services on oredit terms or not

Corporate Fitness Business Plan

Company summary

Company Ownership
Corparate Fitnasz is a privataly held corporation

The thres fmmders share ownarship
Dave lemsen - 40%.

lana Parking - 30%

Fouberta Comir - 3%

Start-up Summary

Startap will requirs approximataby 5 300,000 o
cpital, § 200,000 of which will be provided by
ihe founders and their families. The remaining
§ 100,000 will crome a5 a lnan.

Approvumaisly § 140,000 will be allocated to
leasahold improvements and 575000 ta
Buipmenl

Company Locations and Faailities

Corporate Fitness headquarters ere locsled in
downtown Ssattle Uipan expansion. offices will
be moved to 8 ditterenl lomElion

Services
Service Description

Corporate Fitness provides wallness sirategies/
programs to businesses (n (e dosmiown Seatile
area

Corporate Fitness will work with the senfor
menagement of companies (0 help develop a
mizzinn statemant for ite cusiombsd wallness
program. The client company's employees will
underge a bealthrisk analysis, following which
each employes will ba givan the oppartunity o
mest wilh & health professional to desige a
personalized health poogram

Finalty, Corparate Fitness will hurnish senior
managemant with employis progress reports
with which to carry cut the incentive program
and generally monitor changes in the behawiar al
its work force.

Competitive Comparison
Corparats Fimaes s not primarily a baalth chub,

a5 are the majority of competitors. This
organizaticn iz in the business of health care cost
managament. The major funciion & 1o work with
chient companies o implement wellmess
stratagies. An intmgral part of thiz sarvice iz
following up and monttering tha individuals

Market Analysis
Summary

This year the .5, medical bill was 3738 millon
of which husinasses paid A0% Recent shidise
mdicate returns on imvestments in wellmee
programs for various companies ranging from
§191:1 1w §5.78:1. General Electric’s aincraft
engines division. for example, saves 51 million
par ysar through ite wellnase programs.
Traveler's Insurance Companmy reported savings of
578 million, ettributable to its wellness
programs, and & return of $3.41 for every dollar
invested in wellness

Impartant demegraphic changes are laking place
in Amarica. Tha number of siilled workers
avmlable to Bl new jobw 19 decreasmg, which
maane that smpioyers are facing mors savers
competition kor labor Thus, the health and
productivity of each employee becomes crucial o
B COMPANY & SICEREE

Marketing Strategy

Gorporaie Fitness will begin by targsting small- 1o
madiurm-saad husinessss in the downiown Seattle
area The first task &5 1o convince semior
executives of the benefils and peeds of wellnes=
programe This will be accomplizhed by
aggrecsively pursuing interaction and
relaticnahips with business prefessionals who
wold profit from using this semvics Ones a
strong image is established, Corpomle Filness
will use simdlar stratmgias to market iz 3ervices to
larger corporatons in Seattls and other areas of
EXpansion

Prices for using Carporale Filess' servioss ang
comparnble to those of higherend fitness conters
Following initial promotional sctiity threugh
edvertisements in newspapers. magarines, and on
talavizion and radic, Corparate Fitness will
significantly reduce its promaticnal sfforts in the
hope that wordobmouth will attract potential
clente

Bales Forecasl

Sales are projecied to inorsase quickly from
517500 1o 385,000 during the first year, The
monthiy revenie hreak-¢van polnt s a1 526,483
50 that the business should operate proftably
from May cowands. Annual sales are expected to
eige from 5537075 in the first year o $650,750
in the second and S 825,600 in the third yoar

Managamant Summary

Corporate Fitness is headed by thres individuale
The CEQ and Direcior of Sales and Marketing
owarsmas the activities of the Director of Health
and Willness Programs and the Director of
Finance and Adminisiretion.

Managamant Team

Diave Jensem CBOQ and Director of Salss and
Markating. Mr lensen completed hiz
undergraduate degres at the University of North
Carolien, and then earmed his MBA from the
Unlversity of Texas.

lane Parking: Director of Financs and
Admunstration. Ms Perkins completed her
undergraduate work at the University of
Caldormia, Berkeley, and recaived har MBA from
Vanderbilt Universily.

Robarta Gomer: Direcior of Health and Weliness
Frograma Ms Gomez reneivad her undsrgraduats
degree in Exercise and Movement Scknce from
the Unkesrsity of Cragon.

atapled bom A e Bplani.com
B Bplams.com




3 Does this business plan cover all the important aspects of a new venture? What is

missing?

4 Why might employers have an interest in keeping their employess fit and healthy?
Match thase terms from the business plan with their definitions.

a [his type of company is owned by the company's
1 cost loungers, management or 3 group of privale investors;
managemerd it is-generally not required to publicize financial
o ulimain information as its shares are not traded on the apen
market
nvastment
b assign a certain amount ta sth for a specific purpase
3 demagraphic *SIE : i 8 Speciic purpose
changes e succeed in doing sth
4 allocate sth e the planning and control of costs
(€. 8. capital) to ;
1t f  short offizial written anncuncement that an
organization makes about the work that it does and why
& privately neid it doas it
corparation = 09
£ & performance ratio used to messurae the efficien oy of
& accomplish sth an investment ar to compare the afficizncy of a number
of different investments
7 missior I i
statement h

g'change m the population seen from a statistical point
of view [changes in the distribution of age, gender, stz

Discussion: Assessing the economic viability

of a business idea

1 Imagine that you have been approached by Carporate Fitness to provide a loan of
$100,000, Check the business plan carefully, discussing the items on the check

list below.

2 Do a SWOT analysis of the business plan.

3 Decide if you wanl to grant the business the requested amount. Formulate any
conditions you may have for the money lending, Be prepared to justify your decision

in class.

. Bank for Bosiness

Checklist for start-ups

The Company
» What business are they int

The Product/Service
« How is their product or sarvice different from the
competition's?
« Who makes up their customer base?
Market analysis
= ‘What is their target market?
» What are the trends in their target market?

Marketing strategy
« How will they establish credibility? Why should
customers buy a naw product from an unknown
company?

« What will their pricing strategy be and why?
» What is the image they intend to create?

Financing
« What is the total amount of funding needed by their
business? 15 it needed immediately or later on?
« How soon will this company reach breakeven?



Business Skills

Executive summaries: What are the key
issues?

1 The following text is the executive summary of a business plan. Many consider this to be
the most important part of a business plan because it is what investors usually read
first. This section should always ba written last. The summary follows a lagical flow
highlighting the key issues of the entire plan.

Read the text and complete the diagram below by adding key words which express the
main business ideas of each paragraph.

Business Plan The Circle oo e o

40 with worldwida hostel hooking agencies

Executive summary funds for renovating the property and and word-oFmouth, the later generated
20 supplying the necessary equipmant and minstly through travel guide bocks such

Introdduction furnishings as Lonely Planet.

The Circle Is a start-up business venture The target sudience is the young,

being developad by a two-man, twio- Market potential 41 stylish, single, low-hudgeat traveler.

woman entrepreneurship team. The team  There are a lot of budget hotels and

leader and director of The Circle is hostels in London but none of them Financial summary

Murrey Cole. 21 offers great valus accommodation with Based an The Clrcle's detalled financial
The objective of The Clrcle is o creats an upmarket fzel at a budget price, projections, If the company receives the

migdern accommodation for young (and The Circle's own market research requirad £250,000 in funding, it will

young-at-heart), low-hudget travelers. shows thar dus to cheap air fares today’s w0 operate profitably In year one,

w  These people need a fun, backpackers travel a lot. They have The following list is a summary of the
envirenmentally-friendly and to 8 cartain - w0 slightly more money availahle than first year's projections.

axtent upmarket place to stay in Londan, hackpackers a dacade or two ago and

sales: £151,000
The Circle will include & small café, a bar thery expact more luxury than the e lag £1

Year one expensas: £51,000

anvl a garden courtyard. genarations befora them,
; Mot income before tax: 89 000
e The project will require an initial Additionally, the amount of low-budget % Return on equity: 77%
investment of £230,000 to begin 15 travel has increased significantly over e

aperations, This Investment will provide tha last man years, seemingly untouched
the initial working capital as well as the by difficult economic periods,

The Circle

Purting TOgesiar n EKBCULIVE

E——— (101 0al 1o} m

Skills - ' 2 Now write a similar executive summary for Corporate Fitness using the key words from
above.



Business Skills

Using legal terminology: Desecribing a
company’s legal structure

1 Match the words in the box with thair carrect definition.

it

R0 Mockls: nulms for difterent booms
of companies m Rrtan

1 taxreturn a aperson or organization which extends credit to others G;[ﬂmm_ =
2 HM Revenue b general name of the form used to file takes payable to a

SO Ctonis federal or local government

¢ legislation regulating the activities of companies
3 creditor d legal responsibility for paying for something
4 liabilit & 3 department of the British government primarily respansible
d for the collection of taxes and the payment of some forms of

5 Companies state support

House t  asenior officer in & private company or public organization

who is the namad representative on legal documents and who

& company : :

secretary i= rasponsible for ensuring that the company and its directors

operate within the law
7 corporation tax g anexeculiva agency of the LLK. government which holds a
register of all private and public companies in Great Britain

ies Act s
& ey h tax charged on the campany's taxable incame or profits

2 Read the description of company structures in the UK. and do the

following tasks, American English British English

; 2 . » * Sale torsh * Sole trader

1 Think of different methods each type of comgany can use to raise capital e

> i v Gonaral Partnership
2 Describe how each type of company is managad i ; Lo, (it Kuud

. e O P A tcn = L

3 Outline how each company's profits are distributed, G =5 ! .:gmnTJ

i Fe 3T NG, rh gy
4 Explain to what extent the company owner(s) or sharehalder(s) would lose S d

their personal assets in case of bankruptey:

Sole trader Partnership
Set-up: You need to register as self-employed.

Set-up: Each partner needs 10 register as self-employed,

Management and raising fingnca' Partnars themsalves
usually managa the business, though they can delegate
ruapwitriﬂlﬁ 0 Employess,

Partners raise monay for tha husiness from. mair own
assets, and/or with loans.

Records and accounts: The partnership itself and esch
individual partner must make annual seif-assassmeant
returns 1o HM Revenue & Customs (HMAC).

The partnership miust keep records showing business
income and expanses.

Profits: Each pariner takes ashare of the profits.

Liability: Creditors can claim @ partner's personal assels

to pay off any debts - mmmndatrmc:medby
business. This means your home or oiher other partners. However, If @ partrer leaves the
assels may be at risk if your business runs partnership, the rémaining ;mﬂ;m ‘may ba lizbla for
inta trouble, : the entire dekt ufﬂmi'ﬁ‘h'lmi‘ip

Manzgament and raising finance: You make
all the decisions on how to managa your
business. You raise money for the business
from your own assets and/or with loans
from banks ar other lenders.

Records and accounts: You have ta make an
ennual self-assessment tax return to HM
Reverwe & Customs (HMRC). ¥You must
glso keep records showing your business
income and expenses,

Profits: Any profits 20 to you.

Liabiity; As & sdle trader, you aré personally
respansible for any debts run up by your

= General Fartnership

= PLC joubleg limited

19



Steirting & business

Business Skills

Limited liability companies

Main types: Prvele limiled comparias can Records and accaunts: Accounts must be
ave Chne o ‘more MEMIers,, &g liled. with Companigs House, Public
fer sharesio limited companies are strictly regulated
L, by lew to publish their complete and rue
Public limited companies plc) must haye Anancial position
at least wo sharehciders end must heve
ssied sharas 1o the publc to avaluaof 31
east £ 50,000 belors they can trade.

Profits; Profits are usually distributed o
shareholders 0 the fomm of diadends.
This aften excludes profits retained in the

4 (incarporated) bassiness as wor<ing capital.

Tax: |T 8 comipany hias any taxable income of

eotor (two If :
profits, it must pay corporation tae.

1 shereholdar.
must have a Liakility: Shareholders ara ot personally
responsible for the company’'s debis, but
Y directars may Le asked fa give perscnsl
Hanagement and rarsing inance: A direclor : a8 F 3

— 3 guarantees of i0ang o the company
or board of directars make the managameni ;

w5 Trom sctaptmd Fivm weve gk

reteined profits:

5 Can rase

3 Match each listening extract with a type of legal structure above. Then listen again
and note down the advantages and disadvantages of each legal type.

Ken and Bobby,

‘;“* e e R ting.com

b : J; . o -
! : - ‘
Adrian Harris,
Dream Cars Burope

Gareth Evans, ' 4 - Helen Stuart,

MMarketnoonline. com

stuart
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COMPEy Nam
and his fr

ne pitfalls of franchising

You are a team of consultants. Which course of
sction would you recommend to Grant?

Present your suggestions in class.




el e

Over to you

Froject: Developing a business Feading: Campus dragons
idea Read the following article and enswer the questions on
page 123.

Would you like ta be part of the overall trend by becoming
an entrepreneur?

Think of a business idea, either a new product or a service,

Write a brief outline describing your product/service,
explaining its advantages for prospective customers and
estimating its market success.

Present your proposal in front of a team of other students.

Web research: Finding out about
funding possibilities for start-ups

Do some research about funding oppartunities for start-
ups offered by your home town or state. Share your
findings with other students. -

T+

Campus dragons: The
entrepreneurial spirit is soaring
across universities in the UK

By Anddy Sharman

Enrrepreneurship s all the rage on British camposes. Forges prodest,
hedonism or apathy, twday’s undergraduares are passionate about
sefting up thelr own husinesses,

Thelrs, it sesms, Is the generation of the entrepreneur. Whether they
are unching an online takewwny service or a system for advertising
on sco-friendly fast-food packaging. many students are keen to do
their own commercial thing rather than work for a corporate glant.
(rhvers want o develop skills that will make them artractive to
praduiie moruiters, Either way, this trend has come af exactly the
rlght moment, when Britain s antering recession and nesds all the
emireprencurs It can gol.

At Warwick University, the entrepreneurs” aociety his mire than
200 members. Last month it staged the final of its “Be Your Own
Boss”™ contest - thelr enswer to the televizion programme Drggons’
L. The judzes for the comperition inchaded represenrarives from
sgme of the major names on the milk round of graduate recruitment.

“There have always been entrepreneurs coming through,” says
Marthew Hale, Head of Environmental Sustainatdlity ar Merrill
Lynch, and & Werwick judge, "But there gre mors people giving it &
o, anid there's mors advice our there. And thise TV programmes
v definibely been o catalyst”

Uther universities are in anthe act oo, "[dea Idol”, the bralnchild of
the entreproneurs soclety at Ouford Liniversity, has attracted a
number of high-profile judges like Theo Puphitis and Deborah
Meaden, husiness gurus and TV Dragons. The Londan School of
Ecupomics has o thriving business plan competition, known as 'Pitch
It And last year's Business 1deas Challengs ar Plymauth Universiny
Bad & hefty prize kit of £42,000 up for grabs,

Warwick's competition, previously known as ‘BizCom’, this year
attracted Investmant from Merrill Lynch, which put up the £ 1,000
first prize, and Accenture, the consultents, who provided the £230
second prize. *What was Interesting was thers was such a lares
oudienoe of mostly students, some of whom were gquiie partisan, so
there wie a really good armosphers inthers” sxvs Hale “Thess
competitions make students realize that they can be taken sanously
by outziders amd that what they doin the short term can have a real
Jom@-term relevance, And having a company such as Merrill Lvnch
Involved - and prize money - makes it seem more real.”

Enrangs had m submit a 250-word business plan and the 33 eniries
were whittled dawn to four, after which the finalists had o wrile up

# businezs propozal. The final challenge was to pitch to the panel of
jodges, and answer their questions, i front of an audence of more

than 100 sdents.



#

Steve Barnes, a director of eteststable, the online takeaway sarvice
thatt loek hume the £1,000 prize st Warwlck, says the com i o
has baen a viral experience. “Even as & confidence boast amd to sse
where wiz are with the business it was Invaluable,” he says. *If was
the frst time we'd pltched W s investor who wis going o cast 4
serious critical eve ovir the business, and the judpes really didn't
minee their wards, they rsally went for it sometimes.”

Al four judges gave the e-resistabie tsam the rod and it's ot Bard o
see why, Launched in May 2000, the website allows customers to
order tukesways over the internet, and alraady has 130 restourants
un ite books. The three 20-vearald directors - all BSc management
stutents o Warwick Business Schoal - chase to faregn Important
banking internghips last summer b buid the business.

They say miw that, if they doubde the number of restauranis slmned
up to their service, they will ba able 1o pay thamaslves gradoots
salarias and have enough money femaining w run and grow the
business. “They put logether o srrong buslness plan thar was a
thoatghtful, te-the-palnt dacument - which is something that
tnwesiors are |ooking for,” says Warwick judge Hals. The judess were
ilsn Imprassed that the company was trading peofitably, and the
hipsiness model was “scalabile™ - it has the potential 10 grow

Warwick Entreprensurs began In March last year and rups
workehops soch a8 how 1o protect your business ideas, how to
markel vour business, and how to be an effective natwarker, *which
Is kety elther with & graduate recrulier of starting your own
business,” says Koslas Mevroulskis, president of Warwick
Entreépraneurs,

Warwlek University frself is o hive of business agtivity, with
thriving business schoal. a =cience park for business startupe. and a
husiness park next door Each finalist said they received some sort of
Instrection m starting a business s part of their course. Even the
engineering students da a module an starting thelr own companv,

The Independent

Why are many Brilish students currently enthiusiastic about
setting up thair own businesses?

What rale do British universities play in this trend? Lise
Warwick University Bs an axamphe

Why do well-known companies take over the role of imestors
in these contests for entrepreneurial talent?

Whal were the raquiremants for taking part in Warwick
University's "Be Your Own Boss Contest® this pear?

What were the bengiits lor this year's winnars?

123



Hole-play: How to make good people stay

Get into pairs and read your role cards. Suggest ideas and try to negotiate the bast model to
encourage good peaple to stay with your company. Agree on a package that would have the
desired effect and still be economically feasible.

Situation: 4 faw yaars ago you and your partner started Aloundars, & company which manufactures

sparts goods for outdoor enthusiasts,

Al present AlfRounders is i & crisis, dug to its high staff turnover

ited statt and you know that such peopke are difficult to keap. I is

You want to be able to attract tala

2 changes made in the company's HR policies, but you and your partnar

advocate different approaches.

Read your role card and suggest your ideas, Feel free to suggest other benefits, as well

You are 8 graduate of a prestigious business school, wiere you did an MBA.
Y¥ou want to apply what wou kearned in your leclures on human resource management.
You want o raise salaries, provide full madical benelits, 8 retirement plan and an annual honus. Althaugh

L
4]
= |
el

will- attract and keep bright young workers in the long run.

Charts: Describing bar and pie charts

1 Describe the bar chart to Student B, who will use your description to complete the template on page 39.
Be sure not to show it to him /her until the chart is complate!

Bar chart Chart |: 5ales performance of Brand A and Brand 8, July-December

Brand A is 8 soft drink that
has been on the market for
decades. Brand B was
launched last July. The graph
shows the development of
sales at one suparmarket,

W Brand A
W ErandB




Fole-play: Choosing the right distribution channel

Read about SuperStrudel and have a look at your role card balow. Student A Is the owner of
SuperStrudel, student B the owner's partner and investor, students C and D are company
employeas with different agendas. Present your erguments in the role-play, making use of
the graphs and company profiles on this page.

t Shtuation: SuperStrudel is a European bakery which started operating in the U.S. five years ago. It
specializes in hand-crafted baked goods - breads, cakes and pastrias - which have becomea a hit with
healih-conscious consumers who appraciate the use of arganically grown ingredients. The company is
also unigue in that it is run on a business model emphasizing employee participation, i e. employeas
are involved in the decision-making grocess and recaive a share of the profits. A year agn the owner
was pressed to buy new eguipment and quickly found an American partner who was willing to invest
in the hakery.

SuperStrude! has become 50 successiul that it has gaught the attention of major supermarkets. It has
been approached by all zix major food retallers in the area, who have eapressed interest in distribuling
its praducts; This is a unique opportunity to expand. The owner s now going to mest with his partnar
gnd employee representatives to decide which ratailer would provide the best distribution channel

You are the owner's pariner and investor, You are becoming impatient with the ownar's relyctance o
adapt Lo the reslities of the market, This is a unique opportunity 1o establish SuperStrudel as @
mainstream brand. You think that the time has come to leave behind all this adolescent idealism and
g0 for markst share and prafits. After all, this is tha LL5.

—Best Sargain F20N 15.0%
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14 51400
14 7
i 1
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student A

=

e [init 8, page 80

Jlegoliating: Getting what you need

Successful negotiating is nol about pushing through yaur ideas but about taking both your
and your counterpart's interests into account. Spend a few moments playing e new version of
The Harvard Orange game, then discuss your results in class.

Situation: Thers"

| < 1 Negotiate ye

Tou nead the orange as you've got a severs oold coming on and freshly squeered orenge juice is
reaily the anly thing that will help. You have to sit & written sxam the next day, Yau feel entitied to
the whale crange as one oranga isn't much amyway and you need to stay fit,

s [nit 8, page BT

dream car

Student A has been thinkine about buying 8 car far some fime. Now a 1
his car for $5.000. Student & hasdetided to talk i tha bank about 3 =

Stutent B s the bank advisor

i of adnand has affered (o sell
dard-iozn 10 buy. tRE Gar.

Study your role card. Work out your cbjectives and any concessions yau could make,

Then role-play the negotiation,

You are a student in your first yvear of study, Your parents are not pleased a

L you wanting (0 buy a car.

They have made it vary clear that you would have to finance this lusury yoursalf

Therefore, you have recently taken on a small job to cover the nunning costs of the car but also to

Your objechvas

-

to keep your foied déposit account under almost any circumstances bacause

¥ou would ke to use this manay far travaling around the warld after graduation

.

What you can offer
+ g regulsr part-time job; income 3500 a manth
.

appron. £5,700 will become due in two years

What you have found cut:
*  rsein bomowang rale to 107%

* [sE in inkerest on savings deposit i0.8%

iD oArgain dowen the interest rates for 3 loar a5 much as I.“.'zbtllﬂ'.'

2 fixed depusit acoount with your bank, with an imvestment periad of 3 years;




e Lt € page 20

Hole-plzy. Committee work at
university

Get into groups of six. Decide who will take the minutes. Read about
Winstead Metropolitan University and look at your role card below. Then, in
eetin !
Agenda for the m g groups of five, role-play the situation, while the sixth person takes the
P minutes,
|

pate of the Qpen House
= Events to be included

Shuation: The Business Studies departmant of Winstead Matrapofitan University hias
¢ Financing of the Open @ problem: in recent years enroliments have been falling. The dean thinks one reasar
Hause

& ACE | the unive

ay D& that prospective students are simply not well enough informed about

rsity cepartment. There are sevaral university-leval institutions - including 2

E—— the ragion, soma af which have been m essful nm arketing their programs. In

Jule an Open House for secondary
school students who are likely bo continue 10 university after their schooHeaving
ﬂ i EXKAMS, The s.rur‘](*!‘l' f_"-'r-:"'l has volunteered to organize the event. A committes is now
I s meeting Lo Oiscuss delals,
| think this was a resull of
How about if we S ; 2 i
Yau feel that in recent years business hes acguired too much influance in higher
education and strongly belisve the twa should be clearly separated. You think the
departmant should maintain thes 10 NGOs. You would like Lo propose that the Open
Haouse event include a beke sale, with the proceeds gaing to an NGO, You even think
it would be a good idea iF an NGO attended 1o present its activities.

Let's keep in mind that ...
It lzaks as thaugh

1: 3 | come m here, please F

7

f | 3ae things ...
| dan't Juate see what ¥ I e h"-:'-""ﬁ at..
5

Exacthy how 15 thet going to wark?

I'm afraid | mizsad that, Would you mind

Follow-up:

Write an email to the Dean of the Business Studies department at Winstead
Metropolitan briefly summarizing the cutcome of the mesting. Tell him /her
that you are attaching the minutes.

gaing over it againt
Can wa have a vobte on this?

We'ra running short of time




nes
= (nit 17, page 109
Describing trends: Economic growth K occorting rens
3 Describe Russia's economic growth to student A. Then listen There was no growth i
to student A telling you about Brazil's economic development. I oy 2 r

Use the template on page 109 to draw the graph.

GDP growth of Russia

Student B

e Unit i!, page 107

Hole-play: Investor’s choice

You are going Lo represent Brazil at a trade fair. & British investor wha is
planning to set up a businass in one of the BRIC countries is going to hold a
Q& A sesgion. Try to convince Lhe investor of Brazil's advantages lor foreign
direct investment (FDI).

Representative of Brazil
OTTEE-NOLUSAE 1IN yaur

The British investor is thinking about setting up a chain of coffee h

Presentng argumeants

niry. Ha or sha will guestion Yol about

Student B




,Hﬂd&nt B the owner's p-rtnnrand investor, students C and D are company
nrmhjns with different agendas. Present your arguments in tha role-play, making use of
the graphs and company profiles on this page.

Shtuatlon: SuperSirudel is a Europaan hakery which sterted operating in the LS. five years ago. It
specializes in hand-crefted baked EQOQs5 - Dreads, cakes and pastries — which have become a hit with
health-conscious consumers who appreciate tha use of ‘-!‘gal'u: ally grown ingrediants. Tha company is

alzo urique in that it is run an a business moded « emphasizing emplayes particination, I e, employvees
are invoived in the gecision-making process and receiva a share of the profits, A year ago the owner
wWES prassed mn buy new g "-'*wuf ind quickly found an American partner l.i."‘I:-"..-lH. "ii.'ir ta invest nesinipsenonty
WHE [Iressed o DUy new equipment and quickly found 5 encan partner who was will 15 10 Invest wﬁtr:ﬁlil‘l'ﬂﬁ'
in the bakery. sl Ebocdd
Superdirudel has besome 8o suceecstul thal il has caught the attention of n 13,00 supermarkels, It has - sl gourmet and house-
been approached by all six majar food retailers in the area, who hiave expressed interest in districuting trand produnts
Its This is que opportuni I Y ul I th his p e e
products. This s a unigue opportunity 10 expand. The cwner is now going tc meet with his partner - vk all produets prianic
14 emplayes represantatives to decide which reta ||ﬂ would provide the best distribution channel -
Grann Goddess Fooda:
] , s " bmila large range of natura)
You are a SuperSirudel emplovee. You have been with the COMPany ever since it was founded and have and seganic praducta
always ardmired the owner for sticking to his/her principles. You don't lika Oast Barpain, because as far as inchading body cars ang
you're concemed it exploits its staff. You also know thal it puts its suppliers under pressune 1o deliver their “"._;'w:hm
Eoods at the lowest prices. Any other distributor would be preferable, St i
-
|}
L
! Market share of grocery retailers Salas growth in the last three years |
' 15.0% I
: |
s W0.0% |
s 1L A% |
t |
5.0% |
i l
0% o r
5.0% :
| I
=% F i 10.0% | I
' £ -! g F % i
= : s - --l-:.‘ I
' = : X 32 i
|
|




Filas

Hole-olzy, Commiittee work at
university

Get into groups of sin. Decide who will take Lhe minutes. Read about
Winstead Metropalitan University and look at your role card below. Then, in
groups of five, role-play the situation, while the sixth person takes the
minutes,

Agenda for the meeting

= Date of the Open House

« Events to be inchaded

Situation: The B Studie i Lhriive h
s Financing of the Open a probiem: in recent years enrcliments have been falling. The de B raa
House for this may be that oraspective students are simoly not well ene gh inif

s ADB the university department. Thare are severa

' Al
...... - r 21k JErams
- ! i i 15 deCKia Ups “anaary
§ i ikl || ar tf B=h Saving
5 eg v regd g [ 12 & i 2 [

E Parncipating m mestings neeting to discuss detals.

il umon for two pears. You think that

the Opan House should offer a serieg of sample lactures that prospective students

can attend. in order to get an idea of what studying at the university is like. You think

158 ould } aperation with local busmessas, You would Lk
to propase inviting local business leaders

i y Follow-up:
ver it egan’T Write an email to the Dean of the Business Studies department at Winstead
Metropolitan briafly summarizing the outcome of the meeting. Tell him/har
that you are attaching the minutes




Heading: The BRIC countries

4 Note the factors thal have contributed to Russia's growth and think of five
questions you heve concerning the other countries. Tell your group what you have
read and answer sach other's questions. Then complete the mind map on page 105

Country profile: Russia

After the breakup of the Soviat Union
in 1991, Russia had to struggle with
a run-down manufacturing base, a
weak benking system and a poar
business climate, In recent times,
however, the country’'s GDP has
grown significantly, especially
through the supply of natural
resources, and business
oppartunities have increased. Some
challenges remain, mostly as a
legacy of the Soviet era, in particular,
difficulties in dealing with
government bureaucracy and the
complex legal system.

Under Fresident Putin a number ol
ecanomic reforms wera mtrodused, but
ha also made sure that the government
maintained gantrol over e Beanomy.
/T

Presonting argumsnts

= populahon

w

style cotfer houses

with further points from the texts.

wilA R e

AS 3 gonsequence, stale intervention has
Become more frequent singe 2005, with
thaaim of reasserting contrel indey
induslries.

Russi'accounts for gimost 11 Sl wodd
ik preduction and ondiquarter G naturs
285, |1 15 alsoea leading E.!fddl.ITEr.:Df.EﬂE].
Ireq ore, gold anddiamonds. Theé gl and
gas extraclion mdustnes lBck =fgiency
and are & spurte ofislgnificant pollgtion.
Industry s domifeted oy large ndustrs]
enterprises. Small and medium-sized
enterprises [SMEs) acoount for anly
10-15% of Russian GDF, companed with

markat economiss or ather emerging
economies like India and China.

Due o the strong rouble, ragord-high
internationalioil prices and & Hiken
private consumption, Ressia’s real GOP
Erew by an annual average of 5.6% a2 year

| =, |
e=0

13y

Representative of Russia
The British investor is thinking aboul setling up a chain of coffee houses in your

urhanirsation: 73 % of wtal population

‘Despitz the ditticelt business

between 1999 gnd 2007, The EL.is
Russia's most important tading partner,
eccounting far S0%0F all trade.

Russia nas been sufferdng from relatively
high inflation rates, ranging fram mare
than'?0% in 19506 record (0w of
shightly over 78 at the =nd of 2007

anvirgnmeant, fareign direot inmvestment
[FOU) has picked upin the years to follow,
totaling around § 47 billion in 2007, =
Suocessive governments have tried to
hold government spending down, hance
nagiecting necessary invastment in
infrastructure and in the educational
System.

Russig is alsa facing a demagraphic
ofisis: the number of Russians has fallen
by 4 million. Thi= i3 worsened by low [ife
edpeciancy among men

e Uit i, papa 107

Investor’s choice

You are going to represent Russia at a trade fair. A British Investor who is
planning to set up a business in one of the BRIC countries is going to hold a
Q& A session. Try to convince the investor of Russia's advantages for foraign
direct investment (FDI).

country, He or she will guestion you gbout the following points:

za. 140 milhan inhabitants, average age: 38

economy. GOP per capita $16,100, unemployiment rate &.4'%, inflation rate 14.1%
* legal system

Iyou have any questions, double-check with the country profile above.

Although your country's traditional drink 1S tea, paople have now taken to Wastarn-
There are already twio strong local chains and of course Starbucks
and MeCafe, but they are concentrated mainly in Moscow and 5t Petarsburg. Try to
present thes particularly compatitive anvironment in its most pasitive light

(]
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b it 5 page 50

Hole-play: Small talk or deep talk?

Small talk,
big effect

An American company has organized & reception lo welcome a business
partner fram another country. One of you is tha visitor, the othar an
emplayee of the company receiving the visitor.

Your profile:  You are an American who works far the L5, subsidlary of a3 well-

known, stat any. You have a key raie in the

department for emvironmental policy

Student B

siness managers with a background in

The situation: One of the comoany's

I ) EMVINDHIME ing has been sent to the States to be part of
’ a new praject team. Your departmeant has arganized a wealcomea party
- for woday and you are about to meet him/her. A Dusy waek
has timally come to an end and you are laoking forward to this party.
Your tagsk A5 one of the hosts, you want o make your colleague fes
able a You will start up the cormersation wilk
£ same nice, friandly comments. Of course you'll exchangs names and
Il showy interest by asking where s/ he is from and other general
Ies about hiz/her background. You don't want to Engage in
aredd. | rafking shop Just yet because you feel mare comfartatle getting to
the bit first, anc first business
SIMES d for Monday m want to keep tha
A sirate re maxe yo gue feel reltaxec

What conclusions can you draw from this role-play about cultural differences?
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Jstening: LEARNIing to listen

Read the following email and role-play a lelephone conversation according to the
instructions on your role card. Make sure you follow the LEARN concapt,

—

} From: orders@strestwise.com

To: Frank.Meler
Subject: Credit card verification

Dear Frank,

We ara very happy to tell you that the verification of your Visa card went through without any problem.
Please use our telephane ordering service at 0B00-959-8794 from B a.m. ta 8 p.m. Monday through
Friday EST ta place your arder.

| Sincerely,
| StreetWise.com

r Plieasa do not respond to this email,

—

You are Frank Meier. You call back the next day w0 place your ordar.

You want to order the following products, but you have forgottan to note down the prices.
| stnl believe i Santa Claus, number 118649361

Colega Hero, number 128037307

Mr Messy, number 13577610

Your delivery address in the LS. has changed, It is now: Birgit Schmidtbauer. 305 Einstein Avenue, 55199
Minneapalis, Minnesota. This is 3 friend who is going to bring the T-shirts 1o Germany. She is returning 1o
Germany next week, 50 you would fike 1o have the goods sent o her as quickly as passible.

Presentations: Describing a product

Describe the e-reader to your partner. Then compare the two products
in terms of readability, data input feature, storage capacity, size, weight
and price. Then discuss whether you would use an e-reader for reading |
and If so, which of the two you would prefer.
Manufacturer: Sony
Screen: 6° (15.2 cm) diagonal
600 x 8OO pixets
Electronic paper display
Input: Touchscreen, graphical user inlerface. nexd /prev/
back bution
Memory: 2GB L
Cannectivity: WiFi,
L'SB port,
built-in stered speakers,
3.5mm sterec headphona mini-jack
Eattery: Lithium-ion battery
Physical size: 110 % 173 % 9.1 mon (WxHxD)
Weight: 164
Prica: $130
!
—

133



Filgs

e Uit 4, page 38/37

Describing bar and pie charts

1 Describe the pie chart to student A, who will use your description to complete the template on page 38.
Be sure not to show it to him/her until the chart is complete!

m e Ages

5 |

‘g Soclologists in the U.5.

i recently publiched a L |
study an shoplifting. The B 18 |
chart below braaks down |
shoplifting according to I u
age group, =

B
|
e Unit I1, page 100
Alsine framd Eﬂﬂnﬂmic grﬂ'Wth E Desscribing trands

3 Describe Brazil's economic growth to student B. Then listen to
studant B telling you about Russia’s economic development.
Use the template on page 109 to draw the graph.

GDP growth of Brazil

f./TTI1'r""‘r=r..,




the graphs and company profiles on this page.

in the bakery

Read about SuperStrude/ and have a look at your role card below. Student A is the awner of
SuperStrudel, student B the owner’s partner and investor, students C and D are company
employees with different agendas. Present your arguments in the role-play, meking use of

Situatlon: SuperSirudel s a European bakery which started cperating in the U.S, five years ago, It
spacializes in hand-crafted baked goods - breads, eakes and pastrias - which have become a hit with
health-conscious consumars who appreciate the use of oreanically grown ingredients. The company is
alzn umique in that It is run an a busiress model emphasizing employee participation, i. e. emplovees
are irwolved In the decision-making process and receive a shara of tha profits. A year ago the awner
was pressed to buy new equipmant and quickly found an American partner who was willing o invest

Hole-play: Choosing the right distribution channel

SupserStrude! has become 5o successful that it has-caught the attantion of major supermarkets. It hag

been epproachad by all gix major food retallers in the area, who have expressed interest in distributing
its products. This i5 3 unigue opportunity Iz expand. The owner = now going to meat with his partna;

Market share of grocery retailers

You are a SuperSirude! employee. You have worked with SuperStrudel far the last year. On the whole, you
think the atmosphers s good, but the pay could be better. You recently got married and your new
brotherin-aw manages the local BigMart. He has offered to buy you & naw car if vou can use your
influence to help put SuperStrude! praducts on his shalyes,

Sales growth in the last three years |

Mott's Market:

" foog specialy chain Wi |
Gl BADTES

= gelly gounmed and hause- |

brand products ‘

- At reagonable priced

« mat ol products onganic
—p——

Green Goddess Fooda: |
seily large vange of natural i
and orgedic produnts
Ineluting body cane and
wome housshold sroducts

= imposes figh oiniity

Stamtards

S
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T
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e-play: Committee work at
university

Get into groups of six. Decide who will take the minutes. The other five
students will read their role card. Then, in groups of five, role-play the
situation, while the sixth parson takes the minutes.

Agenda for the meeting

s Date of the Open House
e Events to be included
» Financing of the Cpen

Situation: The Business Studies department of Winstead Metropolitan University has

15

a problem: in racent years ennolim e been faling, The dean thinks ane reason

g for this may be that prospective studentz are simply nod well encugh infarmed ahout
* AOR the university department. There are several university-devel institutions - incleding a
Lech
I, 30me of § |
view of this, the depa T
E Farticipating in mestings school students
exams. Tha student union has volunteered to organize the event. A committee is now

I think this was & resulr of .

meeting to discuss details.,

Youp are new to the student union. You think that the Open House should show
students how exciling the socal life 15 at Winstead Metropohian. You want the
department o put on a big party with a popular band. You hagpen to have a friend

who has a band and would like to have the gepartment engage him.

Follaw-up:

Write an email to the Dean of the Business Studies department et Winstead
Metropalitan briefly summarizing the cutcome of the mesting. Tell him /her
that you are attaching the minutes,




Heading: The BRIC countries

4 Note the factors that have contributed to China's grawth and think of five
questions you have concerning the other countries. Tell your group what you have
read and answer each other's questions. Then complete the mind map on page 105

with further points from the texts.

Since China became a member af tha

Country profile: China

China's positian as tha largest amerging-

World Trade Grganization [WTO) i 2001, market regiplent of foredzn direct
exprt gBrowth has soaned, averaging 29% imestment [FDI,
a year hetween 2002 and EUI:IE'_';';hs Consumer price inflatign has remained
growth was mainly fuslied by forsign relatively low overdhe fast few years,
invested enterprises (FIEs), which have  Demogranhically, Chma is in its goioen
long domwfiated the country's ilfermational  jears, maaning that ti'mne Isa large
trade. The-lL.5. Is Ching’s largest single supply ef yarkers 2ged 15 1o 65.
counery export market lollowed by Hong S Basic- __‘_%;:atanrr. I particular in
oy

China, the third richest country in
GDP growth terms, is a large
storehouse of nltl.ﬂi‘ﬂ';d
resources and like India has an
abundance of cheap labor.

As agricyfure i intensive, gesertfiation
isaprcbiem nd Water ressurdes need to

Kong, lapan and South Konss.
Ezonamic reforms hays resulted in 3
| tassive gentraclion of me :

’ -d,l:tngumpﬂ,n:rr Nas been ow,
to the lack of & state wellare

rurdl areas SR prablem. Enraliment in

U #m sit e fEegane up, although cld-

[d.ﬂ'unnﬂd iz ethods are & matter
A .

vernment spanding,

play: Investor’s choice

You are going to represent China at a trade fair, A British investar who is
planning to set up a business in one of the BRIC countries is going to hold
a O& A session. Try to convince the investor of China's advantages for
fareign direct investment (FDI).

Representativa of China
Thie British investor is

thinking about satting up 2 chain of sotfee houses in your
country. He ar ske will guestion you aboul the following paints

population: ca. 1.338 billion inhakbita
atign; 3% of (olal po

nis, average age: 34

p

IP per capita 56,000, unemployment rzle 4%, mflation rate 5.9%

If you have eny questians, double-check with your country profile abawve,

of tea drinkers but with the entry of Siarhuces, drinking
coffes has become a status symool. Try to present this particularly competitive
Enwiromment in (ks most positie Ilghr.

Your country is stilla land



Hies

- (! @ page 20

~play: Committee work at
university

Get into groups of six. Decide wha will take the minutes. The other five

. studants will read their role cards. Then, in groups of five, role-play the
r the meetin ek : :
Agenda fo 4 I gituation, while the sixth person takes the minutas,

« Date of the Open House

s Events to be included

Situation: The Business Studies department of Winstead Metropalit

= Financing of the Ogen

HOouWsE Ol
= ADEB
VAN bR, T
E Participating in mestings mesting i y
Professar Jones
You arg the faculty advisor to the st
It is impartant for the department Lo enroll-as many students
L term. You have connections to Halford, 8 local bank that is
T
A brochuras and pehments from 3 orolessionsl r,;'.[u-ri"g service. In return fod
EUmIE

SRONSOrsnp th

& bank would expect the department to name & l2cture hall in its hanar

Follow-up:

Write an email to the Dean of the Business Studies department at Winstead
Metropolitan briefly summarizing the outcome of the meating. Tell him /her
that you are attaching the minutes.



Heading: The BRIC countries

4 Mote the factors that have contributed to India’s growth and think of five questions you
have concerning the other countries. Tell your group what you have read and answer
each other’s questions. Then complate the mind map on page 105 with further paints

Country profile: India

India is one of the fastest-growing
_ economies in the world. Although it
has a long-established democracy,
bursaucratic governments,
inefficient and ineffective legal
caontrol systems, and corruption in
high places have limited economic
growth for decades. In addition, tha
huge and still growing population
has created social, economic end
environmental problems.

P

India does not have &lol of natural
reecurces,; 50 mostol the oil and gas
usedq& imported.

Sighy percent of the population is
employed in agriculture, bt this sector
socounts for lessahan onedifth of GOR

o
o]
=
i}

from the texts.

On thetther hand, fhegountry fas &
cutting-adge, globally Gompetitive
knowledge-driven Seruites sechr, which
I8 thie main reascn far India’s Bconomic
griowth

The most mportant tradng partners are
the L.5.and China.

Since India opened upto trade and
foredgn imestment, raal GDP growth has
exceeded 8% every year since 2004, But
the strang natonal pefformance masks
thwe fact thal the southerm and wasiern
statas, whera the software industry and
the industrial actiities are concentraled,
&n |y mugh sfrangar growth mtaéthan
the rest of the oountey.

India has been strugghng to f@duce 115
budga: gelicit, but poweriul inferaszt
groups tlock refdrms such as cutting
government @mployment and closing

|oss=meking public s&cioramntarprises.
Copsumer price inflatian remains 2
problame @ though it fell to raughly 4% 0
the ajr!-,r 2000=, it naz accelgrated A gain.
Foreign direct investment (FON inflaws
usad o be extremely low bal jumpad to
524 5 billion in 2007708,

India's spending cr infrastroctun:, which
i& currantly gb 5% of GDP, trans far
behind that of China [arolng 0% of
GDPY.The country also still lags tehind in
erucational stendardy; it has 17%'0f the
world's popiiation, but somea 40% of the
world's illiterates. On the other hand, it
has & feree pocl of highly educated and
vacationally qualifiad voung peaple. aven
if thiy anly mzka up & small fraction of
the whole population.

e Lnit i1, page 107

Hole-play: Investor’s choice

You are going 1o represent India at a trade fair. A British investor whao is
planning to set up a business in one of the BRIC countries is going to hold a
QEA session. Try to convince the investor of India’s advantages for foreign

direct investment (FDI).

Representative of India

he Briligh investor is thinking aboul

sefting up a chaein of coffee houses in you

cauntry. Ha or she will question you sbout the following points:

+ population: ca. 1.186 billion inhabitants, average age: 25.3.

urbamizaion; 2% % of total population

+  economy: GODP per capita $2,900, unamployment rate 6.8%, inliation rate 8.3%

+  legal systen

IF youi have any questions, double-check with yvour country profila above.

MiCOn CEEss

posithve iﬂi‘.' 5

1218 is a wide range of coffee houses already In axistence serving the poung urban

Try to present this particuterly competitive environment in 113 mast



Files

s Unit 3, page 30

: _Fm}e-pfay‘:?;ﬁﬁ;ﬁplalnlng and apologizing

: _'Ilula-pia:,r 2 telephone conversation between a frustrated customer of a health
club and a Customer Service agent. The agent should try to observe the
LEARN concept and both parties should come to an agreement in the end.

i I."-rlll 1.

"1"!‘1I-i|-il.-'|.
L3 o Customer Service agent

You are the Customer Service menager for Herculas Gym & Health Cluk,

The &m's employees ara instructed 1o explain conditions whan the contract is signed.

The eonditions are clearly stated in the cantract. In the case of membersh p for one

year, conditions for cancellation are: member must give 30 days notice by registered

mail; membership can be cancelled for health reasons (doctor's certificate s NBCASSAry)

ar it mamber has moved to & place al least 15 miles from gym's Iocation, You realize that

semellmes prospective members don't read the contract carefully.
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Listenng: Finding an internship
E i Page 7, Exarcise 5

et zure. Hi, yes, Frm Maro and 15 like to tell you how | lound my intarnship,

I was siling at my desk one Friday night last winter duriag final exams |
wats sick of studying and felt & sugden urgs o Ieok Jor an internahip for ned
summer. |'m majoning in secourfing énd o | began reseerching o & number
of webmtes i thet field without finding anything that really grabbed me.

| wing sboul to ghve up my search when | found the perfect mitermshig. It
even pad & smalf satary and incluged housing. It was ectly what ['d bean
fcoking for.

Then | naticed wilh horror that the deadline was-at 5 pom. and B was now
almost 10:00. The entire applicetion - resum#, recmMEndarions, fransarnipt,
everything - shouks have basn saat hours before, The perfect inemship was
goms, | wad orushed

Then | decided o iake 8 chance. | filled out the applzation and was going
by submit it with a resurmé | had on my computer. Bl that stil ket the
regommendation and the trarscript. There was no way | could gat them bafore
Mongoy. 5o | improvized. | whot &0 smail explaining my story and clicked the
‘eend” Button just before midnight.

O Monday morming | received a friendly email thanking ma for my
spplication and saying | could have an extra week to send o the ofher
documends.

Well, in the end | got the internzhip and | learnad a valuable lesson.
Daadiines may not abways be ree geadines. If thene & somelhing you really”
wand 1o do, try ampway, because the deadling may ba negoriable.

Marz

Listening: Finding an internship
E ) Page 7, Exarcise 5

i, ry name s Jenniler.

| graduited Irom Loke County Community Collage in May with a degres in
Cffice Manspement and s manths of intarmahin axpenence,

Wy last indernship was fantastio, and | gat it by pure gk, In November |
was talking to Alison, one of the steff mambers in the carser counaslking
canter, about abtaining an internship. She asied me, “Whers would you ideally
like to work?™ | dicn’l have [0 think g sbout that one. | ke to shop online foar
things like bocks and DVDs and so | knew immsdiatesy that baaksonlinecom
was my dream, Alisan told me that there was a possibilily | could intern ai
Books Online; She knew someons who worked there and was willing 1o maks a
call an my behalf, | was absalutaly theillad but didn 't want to get my hopes up
i pase things didn‘t work out. Luckily, it wasn't the case. Alison's contect put
me in louch with 8 Books managar who was willlag ta mees with me. One week
Larer | faund myzetf siting in the comparate office 3t booksoaline com masting
wilh Shirley - my potent:al superviser. The maeting went very well and | could
hardly walt for o response. Waiting waz the worst. It was getting close o
Christmas and there was onfy a couple of weeks before | returned to schogl, |
nzeded 1o have an internship secured by the second week of clase at tha
latest and | waz gatting nervous. The day before Christmas ['gor an sl fom
Shirley saving | could staston Jamzsy Biht

Listening: Finding an internship
E N Page 7, Exercise 5

I didn’t find rmy ineenship in the conventional way. Actually, | 5at down and
made a-ist of the dusingss people | sdmired most - two of them were Bctuaily
in the same city 25 my university @nd in the Tields | wae interested in. Then |
used the intsrnat io find detalls on their companies and ther addresses. Then |
wrote customized ketiers to sis of them, stressing my personal qualities - you
know, conacianticuaness, snthusiaam, reesurcefulness - and told them how |
thaught employing mie for a sommer pould benedit thesr company, Then | sent
them oft with my CV, Four of the peopie I'd written to replied and two offsred

Jennifer

Marion

142

me a job | finaly decuded in favor of an enviconmeantal consultancy run by 8
realty ensrpetic worman who couldn't alford to ghes me a salary, but my parents
hialpad me out and | leamed &0 mach dunng the semmer that this wasn't an
isgue. | an anly recommend using your own imagination end creetivity. It is
ane wey ta get sround the fisrce compatition that's out there and really makes
a goad impression.

Liztening Finding an internship

mﬂwr,mrﬁ-a

B My name i3 Brign and 'moan MBA student studyies Indernational Business,
Orie of e requarements for cur degree is 8 summer inderrship abesod, |
dedn'! hawe to look for the inlternship myse!f but was placed by our German
partner unheesity ata Gesman pharmaceutical company, Boweyer,
beforshana | was interviewsd by & reoruiter who ceme to our campus. | kind
of thought the questions he asked were & bit persanal, such a2 "What would
you de [ the Garman colleagues still kadn't asked you around o ther Domes
or wisitewes and you started fo feel Bie-an utsider?™ but he probably asked
those things becacse he wanted 1o know sboaut my level of commitmeant.

| was very fappy o get the internship becadse the company has a
regutation for hgh standards and Inncvative products. Apart from-a small
housing subsidy, | idn’t really get any manatany compensation for my
wiork, bt | didn't rmind, 25 | lesrned so mucks, | worked inthe Sales
department and performed o stotisticel analysis of sales force activities.

My collsagues wers great — they were very hard-working and very
feetpdul when | hag probiems or guastions, The company iz famous for its
“family aimosphers” - | guess you-call it - ana that's cortamnly what |
anoountared.

Crerall, it was an excellent experience and | hope 10 be sble o return
to the company alter | gradiame nect pear,

B Hi my name s Simon Hull e s student at the Unisersity of Applisd
Sciences in Digseldork. I'm majoring in busineas with 8 specialiration ia
MArkating,

My parents are food freaks and run an organic supsrmarket in my
hesma tom, 30 | guess yiou could say that I'mosart of predestined for a
cangar in faod, So when | began looking for an internship | decided to apply
to American Fields, | spant 3 year at high school in the U.S,, 5o | was
alrendy Lamiitar with the States.

Pwasa't sure ['d get the job, 35 you hawe 10 g0 Theough & tough
sereening process and there's 1ots of competition. | hisd 1o sutsmit 8
perdolic containing my CV and references and then was invitad to
Frankfur] for an interview. | had the feeling that 1he recniter wanted o find
out how good my English wes. Like ... would | be able 1t function in an
offies . of in a business situation ke & nafive speaksr, S0 she asked mi
Thirga like *Wha! woold you do in such and such situation? Snd “What
wiolld you say IF .77 ) thaught she would never stop. And then she seemed
really interested n making sure that | was senous aboul kearming
something - you know, that | wouldn't just spend the summer partying.

Amywary, | was ovarjoysd when | gat an amail sayng that I peen
aanepbed for a 10-week pad intamnship in the Market Research depariment
i the hesdguariers in Minnesate, And that's it Doss anvbody have any
guestions aboil thar?

| Brian F Simain

Unit 2
Listening: Talking about
professional life

s o) foen 18,
Exmrcisge 3

B Moderatar & Reporter Chardes Roberts, Gareer Rap

¥ Joanna Harris, Emaron Comsuttants

B Hollo! Welcoma o our weekly edition of Caresr Rsp, our program for young
people starting out on thedr caresrs. This week aur rapartsr Charkes



Roberts has beef fIng 10 8 young woman who's working in what seems L
Iz an wrmssyal field, Let s lizten o their conversalion.

Today I'm talking to joanna Harrls, whao received ber degres fram Winstead

Metropofitan four pears apo. Josnna, you were just geiting used (o fhe ides

that yoo could count on spending veara in the same comaany whan L
dismiszal hir you unespactedly. Could you tell us-abwout that? 3
Wheil, indtialiy | Ehowghl thal | was very lucky when | golb this wonderful job

offer from one of the most prestigious consuitancies in the LK., fight after

graduation L]
4 coursa the sie-month probaticnery period wes tough, eapecially k
because | was expacted 1o work on 5o many diffsrent projests. 50 | was L]

really refeved when they lmed my probationary confract info @ proper
one. They even asked me which cBents | would fike to work with. 501
thawght I'd raslly hir the jackpat. k
So o was 8 job wilh @ kol of perks,
It cartainky was. | guickly got used to the regular, seneroue pay check, and ]
my life style changed completely, | got used to taking olients gl to
expensive resteurants end bistros: | also sppreciaied the fanteatic Irings
banefits that the company offarad: the poivate health ingarance, refirement
plan and figible working hours. | had even storted looking for @ house or

Yes. | would never have dreemt of working in such 8 field. But in fect the
anvironments conzulrancy basiness i a growth market, There is slready 2
fuge demand for the kind of services we offerand Ifal & st going 10
incrag3e as time goes on.

O, Joanna, 20 whal are your plans for the futura?

Wedl, The other dey a friend of mine suggesied that | should set up my own
sonsultancy. become sslf-smployed, And ... hmm, it's definitely an
iNtEresing kes,

S0 arz you tempted?

Il certainly congider i

Well, ke sare you let us koow how you get onand | ook forwand 1o
talking to vou again this tme next year,

Thank yau wery much for your tme, Joanna. | wish you all the beat

It wats o plossune, Bye,

Good bys and good luck:

And that's 2ll for today, We hape you'll e m at the same time neat week!
Good bye.

Listenng: Talking about

Hat to buy. professional life
And the bl | f
100 AULOLINE e JOR 107 10 eah i e, Page 19, Exercise 4 ® Reporter Charles Roberts, Carear Rap
Yes, suddenly the compary ennounced that it was laying off arcund 8 s 1) b Hatiis. Eiron 1
hundred paopls dus to the pensral aconomic downturm. Redundancses i3 PR L s
& being mate *last in, first out™ besi I oul williin 13
s o SRS AR 01 08S M 10 W Soowould pou say et you miss your former job?

mcaths efter uni.

Thar's satul. Whar did you aa?

Well, to cul @ long story shot, | left London and moved back inwith my
pRrEnis 10 save monay. | started sending off applcatione but,
unfartunately, this tima | wasn't so lugky. Al the big amployers | arcle 1o
returmed my GV, seyng that because of the recession they waren't taking
on ary new stafl at the moment.

And now [ong wene you unemployed?

I'd baen |coking for theee months when | got this ok ofler feam-a small firm
specialang in snvironmental consaltancy, They thought | had 8 good general
business backgroend and would be able to sdapt gackly o the new fizid.
And becaiss they wene basically & tart-up thamsalas, the salary they
offersd was prefty modest. We-3ll wonk 3 lof, and when webe got an
imgoriant deadiing, | may even have o pot in up to 60 howrs & wesk.

That's a very leng working wesk|

S would you say thal you miss your lormen job?

Oh ne, abzalutely nol. You see there are other compersations. [1'svery
interesting work, Besidas, because it's such a small company, | have o
weer 2 lof of dilferent hats. | teke care of general office management, the
bookkeeping and cammunications - you could slse say 'PR'. | alsa
coordnate the pctivities of the peopls working on 8 projeat. This iraohes
planning a kot of meetings. | glsc design presentations ko my boss and
make arrangements for her business trips, | l6am a lof, particularly 2bout
things we never laliked about or sludied af uni, s @ very friendly, family-
k= stmaaphere, and | feal very much at homa hare,

Could you tell ys something about the kind of work the consultanty does?
Sure, Before 3 company siarts the construction of a big project, they
cantace us 1o fisd out what anviranmental standands they have-to fulfill
Fight. | see.

I aften have th accompany my boss on visits to constraction projects and
factones for on-gite aSsessment, to maks sure 1hat companes ans
complying with government regulations, This can involve a couple of trps 8
manth, And somatimes we can ke 3 king of troublasheoting role, such az
wien a compay, often as 2 resull of an aceident, causes pollution and has
to previde for clean-up, Then we send an-expert to the site and make
recammendations for remadiation. And somatimeas we simply have to deal
wiith routing waste maagsment.

Well, jcanna, this sounds very interesting indeed snd 15 certainly Sifferent
from jobs we astially hear abolt ..

| 3

L

e

e

Oh-no, abaclutely not. You see thera araother compensations., 185 very
interesting work. Basides, bacausa it's such a emall campany, | Rave to
wear 2 lof of different hats. | take core of general office management, the
bockkeaping and commanications - you could also say PR’ | also
coordinale the actidties of the people working an a progeat. This inwolees
planning a lof of meetings. | siso desgn presentalions for my boss and
make arrangaments for her business tripa. | Imam & lof, particularly sbout
things we never talked aboul or stodied at uni. 1153 wery Iniendiy, family-
like stmosphere, and | kze! very much at heme here,

Could you tell Us somathing abaut the kind of wark the consustancy doms?
Suse. Before a pompany starts the construction of & big project, they
contect us o find out what enwircnmenis! standards they have to fulfill,
Right. | see.

| piten have to acoompany my oSS on visls to construction propects and
tactories for on-sie asseszmant, to make sure thal companies are
comphyng with government reguiations. This can imiobe & coupls of trips a
month. And sometines we can have a kind of troubleshooting robe, such as
whan a company, oftan az & reault of an accidens, zauses pollution ang haa
10 prossde for clean-up, Then we send-an expert to the site and make
recommencations for remediaion. And somatimes we simply have to-deal
Wwilh AOUTINE WaZTe Mmanagemant,

Well, Joanma, this sounds very migresting ngeed, And s certanly different
from [ciox we normally hear sbout ..,

Yes, | would never have dreamt of working in such a feld But in fact this
erviranmental consultanoy business is o growlh make?, Theng ks alieady 3
hu:pe demand for the kind of services we ofler, and that iz |ust going to
NCREASE &S Hme goes o,

O, lcanng, 50 whal ere your plans for the future?

‘Well, the other day a friend of mine suppastad that | should set up my own
comsdtangy, become sell emploved, And ... hemam, it's definitely an
interesting iona,

A 50 ate you tempted?

| certainly congadar it

& W, maks sure you b us know how you get onand | ook forward to

tallking B0 you agam this tme nest year,

Tharik you very much for your time, Joanme, | wish you all the best
It was & plaasyre,

Geod bye and good luck
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W And thats all bor loday, We hope you'll tune in at the sams Tire neat weeid
Good bye.

Unit 3
Listening: LEARNINng to listen

= Call center agent Dorts, Slreet Wsg
@ Frenk Meler, Custormar

B Good marming, Sirest Wi, Dorts speaking. How can | hela you?

@ He Pve just been trying ‘o place an ooline order o wour website but it
won't werk.

Could you) tell me what the problem seems 1o beT

Everything woris fine ug 1o the point whan | fave to ey in my delvery
agdress. Then | get a message saving thal the address is imvalid

DK 15 the shipping sddress gutside the LLE.7

Yes. it's an address in Garmany.

Oh. I'm wery sorry but we don't ship abroad.

You rmus be jeking! The T-shirs you asll sre eo ariginal i's 2 real shame |
cEr't ordet tham.

| understand fhat you're upset,

manth. Maybe he could being the T-shirts with him

That would be an alfernative, i you like, vou could placs the arder with me
nEw.

Great. if | could do that, then,

50, | suppose this is your first ordirs with us.

Yes, It Is, :

Irs that case | need your name-and address,

Sure, My namw is Frank Maisr. That's Mea-ier

OK. And what's your bilfing address, Mr Meser?

It's Weskidownweg 37, 72076 Tibingen, Germany,

Sorry, | didn't get that, Could you spall that out for me, please?

Sure, the sweet name i& Weilldormweg, W-2--5-5-0-0-F-n-w-e-g numbe- 37;
Ihe city is TObingen, T-u-e-b--n-g-8-n and the Hp coce is 72076,

Lat ma read this back to pou. Frank Meier, WeilBdormeg 37, Tibingen
2078,

Y3, that's cormect.

And what = your shipping aodress, Mr Meer?

11" Tom Muetler, 212 Fairbanks Road, 35191 Minnsapolis, Minnesota, USA
D& yols have an amall address?

Yos, it's Frank MeariFt-onhing de.

DE. I've got that. Now | need your credit cand datails. What kind of credis
sard do you wani 1o use?

It's & Visa Card.

Could you ghae me tha number pleaza?

s 2572 032 2664 (066

Ared the security code?

Emm, whare 3o | find that?

It's on the: bagi of the oredit card near the signature-strip. The ast thras
degits.

Ch, v It's 105

And what is 1he name of the issuing bank?

What de you mean by that?

The hank which gave you the credit cosd

A, yes, It's the Volesbamt Tlbingen.

Vetksbank T Could you spedl that?

V-o--h-s-b-a-nk

I3 thet a German bank?

Yoz, i1 k.

Ohy, in that oase I'm sfraid we'l| have to verify your credit card, Mr Malsr,
Nerify my cradit card?

Ee e ES

Weit, wail .. | heve a friend in the LLS, who's coming back 1o Germany next E )

Yeo, we have o verily ol credit cards iszued by a foreign bank. 11's
company palicy. P afraid yoo can't place your arder @ntil we've done that,
Bt .. how do you do that?

Wa nead to call your baak. Could you give Le a phane number?

Wedl, s just & second .. Here it i IS the Volksbank Tobingsn &t
OFDTT-A1 73846, But there may be & languege problem .. | mean I'm nat
sure you'il find amybedy-at the bank who speaks English,

Don't worry, we oall forgign banks swery day,

QK. )

Thank you b Meler, We should be able 1o venly your credit card within 24
hears ol most, | suggest you cell us back tomomow,

Great.

2 there anything eise | can dofor you, Mr Mewe

M, thard wo,

Thank you lor-calling. Have a preat dayd

Same w0 you. Bye

Goodbye.

Telephoning: Evaluating telephone
performance

Page 19, Exercise 1, Canversation |

B Customer

& Jack, P jeemrmy, Orfen Telacommunicatinons

Recorded message: This i3 Onion Teiecommunizacons Customer Service

L

dapariment. i you would like infarmation about oor products and servicas,
please press 1. For information sbout biling and sccounts, plenss prass
twa, For phone and device support, please press thrse. If wou wish to reach I
aur tachnical hatline, please preas four. Forall other enguines, please
proa live,

Phone and Devics Support. [sremy spaaking,

Yes, hetla, P oalling about & problem v been having with my Horizon
cefl phona, | bogght it about six months ags and then abaut six weeks agn
It Dagan sCHng up on mea.

1" ety thnough' (o our techmcal support. Justa moment, please.

Crriowr Tefecommunications. Customer Serice helpdask. |ack spaaking
‘What can | da for you?

Hi, I'm calling bevause 'm having & problem with my Horlzon cail phone,
1i"s balrly rew but It's started acting up an me lately.

‘What do yoo mean by “act up on ma™?

Well, sometimes | lose the connecton in the middle of & canveraation:
Ay, | .

111 ot yiouu theough fo oo Technical support. Just @ second, please.
Argh, how hard can i be o talk 12 the right persan?

Hwllo, madam? I'm wery sorey but all the lines ane busy. Would you be to
hold or shoukd | put yoo through vou to somebody elsel

Yes, please connact me with somabody who will lieten 1o ma)

Ok, madam, 11 pet you theough to our Phone and Device Support. Heng on
i FE 3

Girfon fefacommiunicanions, Phone and Device Suppart. jeremy speaking.

Hil again. I've just (alked o you dbout the problems I°m having with my
Horizon cell phone.

What king of prablems?

| often |ose the comnacton in the middle of 2 conversation. | sent the
phene back to you sbout @ month ago becauss |t was still under warranty,
And then | wag 1okd you wouldn't replace it because the baltery wes
rusting.

‘Wall, you'll probably find that the phone nad coms iato contact with

NS e,

N, that would have been impessible because | slways carried the phana in
my brisfcase, I'm vary upsat about Inis bacause | think it's a puely
techmical pratiles and the company should sither it or replace the
phone, i cost me 5200, is there anyone | can spenk ta sbout this? .



B I'm alfrssd not, madam, Your phone has a rechargeabbe Lithium-ion pohymer
Baltery. The performance of the battery depends on & variety of factors - for
aximple, the netwark confipuration, how strong the signal is, the
temperatune of the surroundings, the seitings you've chogen, the ofher
devices you've sttached o your ports. It can also depend on your voice, data
and othir program usage pattémna Apart from Ihat, comosion & of jen the
retural result of normal exposure to air and there iz nothing really we can do.

W But nol sfter 3 menths! It appears you ans selling cell phones with battenes
which [ast the axact tima the warmanty covers. This n't fair,

B |5 there anything else | can do for you, si7

Telephoning: Evaluating telephone
performance

E 3 Page 29, Exarcise 1, Conversation 2 ® Kelly, Fih National Bank

¥ Andrew, Custamer

& Fifth National Bark, Kelley speaking. Can | help you?

P Hallo, I've just moved to Dublin and |'m interested in opening an acoount,
A friend of mine has told me that you offer good conditicns for bath
current and s8vings accouwnts, | would like soma moee infarmation on thal
plaase.

& Then | suggest you check our website,

Wil | would do. bur my computer was damaged in e move and 'm unab

T use it -

Well ... can you deposit £3.0007

Excuse ma?

Can you depost £5,0007

Why dia you want to know that?

I you have £5,000 to deposit, you can Open a VIP Account.

Why on 2erth should | open a VIP account?

Wall, then you don't have fo pay any fees for cashpont withdrawals, We

also have a spevial deal on sonngs accounts of £10,000 or mors.

Why do you want to know if | have £10,0007 Are you checking up on me, eh?

Sir, you wanted fo have some information o our oandilions, remamber?

Well, dont you have anybody | canheve en intelligent converzation with?

Samebody who can give me somas expert advice?

(. Wowld you like me bo make an appeiniment for you with Mr Bemataini

Who is he?

He is aur Customer Serace manager,

{0 then, | hape HE knows what he's talking about.

st & sacond than, Il put you throsgh,

YEY S TYARYETYS Y

& vYeaTYa

Telephoning. Evaluating telephone
performance

!ﬂmuﬂ.ﬁmminl.
Conversation 3

B Durand Hotels incorporated.

o Hellg, Pm czlling from Heifae Soffware. | wonder it | could speak to
somecne in Guelity Contral.

®  Could you tell me what you're calling aboul, ma‘am?

& Yoo, our company recently hosted g training event in one of your hotels and
thare were a number of problems,

='W seeif ] can put you throogh to Mr Seste. He's in charge of Customer
Aelations,

P Larry Basts, Customer Rsations departmend. What can | dofor you?

& Hella, my name is Raohel Stone, | work of Halifax Softwere, We recently
heid @ two-dsy seminar st your hotel in Desert Springs. Afverwards there
were a number of complaints. | emailed your Customer Servioo depirtment
but 5o tar there kasn't been a reply.

P ‘Well, thar definitely shoutdn't have happanad. Could wou tell me oty
whal went wrong?

® Rachel Stong I Larry Bests
B Racaptionist, Divand Hofals Mooporaied

YavYase

Whall, it bargan At the cesk. We had to wait hall an hour 6o be checked in -
after 3 long fight - because you were taking care of other grougs. Then it
turmzd out that there were not enough singles evaillable - after we hed
explicitly resarvad them. Sevaral of our participants had to share rocms
Welt, I'm soery I fear that.

We had a similer problem the et morning. We ware given & mesting room
that wazs far too small for our purposes and there was no allernatie on the
lirst day, because all the others were pocupied.

That must have besn very annoying, | ateure you this wan't happen apain
Then there were more complaints from the pastmpants: e waker in
pool was dirty, three of the treedmills in the Kitness center were out of
ardar and finally, whan we pot our bill, we dscovared thal we hiad been
overbilted for the numbeer of rooms we had onginally bocked,

Mz Stome, Is that right? It sounds B2 though we cwe you an apoiogy for the
Incemwenience we caused you. Can | supgest wou send me all this im
writeng? I'll check the details with the menager at the Desert Springs hotel,
| ahould be able to pes back bo you next week. | think that your company
will beable o expect & woucher for wour next stay al-a hotel of your choipe,
Well, thanks very much for dealing with this. 11 send you all the detalla this
afternnan wia emall. |5 that OEY

Please do. My email is on the company website where you found our
telephane number. But ust in case, it's larry besta@durandhotels.cam,
Beste spelled be—s-t-e and Dirand Hotels 35 one word,

Ok, gt you, Thanks wary much for your pabience, Mr Baste,

You're welcome and apoloaies once again.

Thanks, Goodbye

Goodhye.

Unit 4

Warm-up

A

' ﬁhl‘u

Well, it's ey 12 3s@ how we got that name - we ook Foe ona, We're free-
standing, surounded by @ parking lof for hundreds of case, And we've got
muych-more fivor space then traditional retailers. Becouse we need so
much space, wi ganarally incares in s tuburban amea. This s1ore hére (£ par
ol a chaan, We happen to be 2 genaral merghandiser but there are retmlers
of this type specializing in ong ling, like books or ioys.

We were establshed in the mid-nmeteenth condery and were the Brat
ratailer to offer a wide range of products and services. After the war wa
opened stares i other urban locations and just recently have opened &
store in & shopping mell. We pride oursalves on our quality merchandise
and catar to an up-market demographic.

Ax the term suggests, ut the baginning we didn't heve a retail locetion, The
customer chose his merchandise from a catalogoe and this was sant to
him by post, Of cowse (s is very comyenent as many peaple e in rural
areaz, Mamy ratailers of this tvpe eventually opaned bricks and mestar
siores. Needless 1o 53y, the catalogues today are also onling

Mow, that's sort of & cule way 1o describe it [sn'd 17 Basically, it's anathar
way to say “srnall farmily basiness”. We personally have about 2n
employess but there are lots of stores like curs that are cpersted just by
the cwner and a family member, We have a loys! clientels and are still
independant, but whe knows for how long .7

A5 you gan hear we hime @ prime high-street Kcation, We sell anly one line
of marchendise - cosmetica, OF course | don't owm the shop. Fm the
franchisee, but business & good and | don't regrat investing the money In
iz bocation,
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Listening: The lowest prices around 4
Page 36, Exercise 1 & Fado presenter
| Michag: Smilh, jownahsr P Brad Allan, Sesi Barpaln
® And row it's time for our daily business program Cash Fiow.
Everybody knows the retail chain Sest Bwpa’. You may love it or hate i1, :

but almost everybody shops there. And why? Recauss the prices seem
unbeatabie, and many of us can't underztand how they can de it Wall,
Cash Flow has sent it journafist Michasl Smith ta the Sest Bagain
heacquarters 1o (3l 10 their vicepresident Brao Alan,

to the big discounter It Is today.
s, wll, back in the old days, our stoses used fo have promations and
sales. This wis colled promotional discounting and was very popular at that
time. For example, a store typically went through a pricing cycle for a
particular congamer product. Semething likz a &4 oz bottle of isundry
detergent hed a typical shell price of etz gay 51399, Then every few
wiitks It would be discountsd 1o 51099 or $9.9%. Ardd that would |ast for a
few days. Custorers would rush 1o the store to stock up on detergent
Then the price wouls b increased ta the old kvel. Now thal system had 8
kot of disaduantages for the consumes and lor the retailer z3 well, becauss
he was oonslantty stocking for the promotion and changing his displays.

Well, wa're Rappy 1o 53y we've done away with all of that, We have low
prices evary single day of the year, That means that the shell price of the
bottle of delergest will ahways be mavbe $10029 - na more, no kess. Let me
Eive you another examiple

Part 2
Mr Allan, |et me ask you what the whale country is asking: how oan you
ke wollr pices S0 low?
Well, it requires enormous Ninanclal discipdine. We have 1o keep our costs
down - coste for warshoising, costs for logistics. We -alsa heve to keep our
profit margins kow, but every business student kncws you maks up for this
by vobume, And nen you may have notiosd that we can offer the same
Brands a8 our compelitoes but 3t a lower price. In fact, our prices are
unbeatadle. I 3 customer can find the aame product At andther refailer at
2 lowear prica, we'll matsh it or lower it

Just think of & 12 0z, box of brand neme cornfiakes. In n neigaberhood
grocery siore it selis at around 52,29 8 box. House-brand comfiakes
typically cost 31 89 a box. Jucasionally you can fire @ sale where you gat
twi bexes of gom Rakes for 52,49,

At Bast Jangain & box of cornfiakes is always $0.99, That's more than
0 cheaper than any ather foad relsiler, sven whan the cornflakes ars
on sele,
And how Impartant are your suppliers in kesping your prices down?
Supphiers are g wery important fector. We have very long-term ralatianships
with our supphiers, and these are alEo MpArtant in Gatting our prices, For
ExEmpie, you may find e same microwave here for S49. 94 that you find
for $87.00 in & specielty store, We can sall it 07 such & |ow price becauss
wi purchase in huges valume from aur suppiens over @ perod of years,
They know they cén count on orders from us and so they offer us & good
price. And with globalization they know that thay sre competing with
suppdiers all over the warkd 50 they make sure that they oller o a very
gaod price indesd,
Mr Allan, it has besn sald that your pressuns on prices has put (e squeele
on many domestic manifacturens. Whal would your teke on that be?
Well, you can say thet we 'squesse’ or you can say that we "sfimulare’
COMpatitian.

5o it sownds as though you're saying that 1he whole country 5 better off as
a resylt of Bast Bargam

Mr Altan, your company has come 2 long way from & normal supermarka; m -

As you can see rom the pie charl the revenue of the top 100 retailers in the
U5 totaled 5. M trillian in 2007

Surs snaugh. The suppllers benslit, The consumer benefitz, And the whole
country benefils. because we're raising the standard of fiving by lowering
costs, IFyou book at the figures, vou can sea that a family that shops at
Bast Sargain can s3ve a5 much a5 25% on their grocery bills in @ year, lust
think of it, That's lile eating far nothing one wiek & month,

Mr Alkan, thank you very much for talking 1o us

Youu're vary weloome,

Listening: The lowest prices around

34, Exercise 2
W Michael Smath, jowmais!

B Radio presenter
B Erad ABgn, Best Bargam

Part 2
Mr ABzn, let me gsk you whal the whole country |5 asking: how can you
kemp your prices o lew?
Well, it requites enormos finangial discipiine, We have to keep our costs
down - cosls lor warshousing, costs for lagistice. We alsn have 10 keep our
profit marging bow, Bul every business student knows you make up for this
by wolurme, And then you may have noticed thal we can offer the same
brands a5 Sur compatitore but at & lower price. In fact, our prces ane
unbreatable. I a customer can find the same proguct at another reteiler al
a bower price, we'll mateh it or lower it

Jusgz think of & 12 a2 box of brand name comfiakes. In 3 reghborhood
Zrocery store (1sellsal arcund 52,29 a box, House-brand cornflekes
typically cost 51,67 & bow. Decasionally you can find & sals where you get
twix b of cornflakes for $2.49,

Al Bost Sargem a box of cornfigkes is always 50.99. That's mars than
20% chenper than any ather locd retailer, sven when the cornflakes are
on sale
And how important are yoor suppliers In keeping your prices down?
Supplers are & very impanant facton 'We have very iong-term relationships
wifh our supphers, and these ane also imporient in setting our prices. For
example, you may fing the same microwae here for 348.96 that you find far
S6700 in a specinity store. We can seil @ gt such 8 linw price becaus: we
purchase in huge volsme from our suppliers over a period of years. Thay
know they can count on orders frorm us and £a thiey offer e & good price.
A with globalization they know Ihat they ane competing with suppiers gl
over the worid 50 they make sure that they offer us B very goad price indeed,
M Allan, it has been said that your pressare on prces has put the squeeze
on marny domestic manufachuers. What would your take on thet be?
Wail, you can 38y that wa "squesze’ of you can say that we 'stimulame”
compailion.
We have [alked to former suppdiers who've said they've gone out of
business becauzs thay couldn’t afiord the low prices you demanded.
Well, | don't have to tell wou that that soousaton is fdiculous. In facl, we
can guarantee orders bor many small companies
5o It seunds as though you'se sayng that the whdle country i better off as
a-resull of Sest Bargasn, -
Sure encugh. The suppliers banefit. The cansumer banefite. And the whaols
country benefits, becauss we'ne raising the standard of lvng by lowering
costs, 11 you ook ot the Fgures, you can s2e that a femily that shops at
Best Sargain cin s 58 much as 25% on thair grocsry blike in s year, Just
think of il That's hk2 eating for nofhing one week a manth,
M &llan, thank you very much for tafking to va.
Yeu're wery walcoms,

Chars Understanding bar and pie

W We have talked o lormer supplisrs who've said they've gone out of
business becsise thay couldn't aflord the kow prices you demandsd, charts
P Wall, I don't have to tell you that thet accusation is rdiculous. in fact, we :
cén guaraniee orders for meny small comosnies, m v) Page 38, B Ty =



Wal-iaet tops the list by far with $379 billion, which is well over a fourth of
all revenue comimned,

Alrhough the pia chart shows only the ten most successhul retailers in the
LS., one thing is rather striking: most of them belong Lo the mass
merchandizers.

Bur In comparizan with aldlarr iney loos relativery small Costop's and
Farger's tevemue Emounts 1o roaghty 64 milon each wnd Walgreen s to about
534 million. Supéervaive, which ranks tenth, has revenue of S44 milllan, which
i& bess than 1% of WakMart s revenae

Let me point out 8 neglighle, well, for the U5, relaill market negligiche, but
quite an nterasting compatitor - and that is A%, the German ratailer. Even
thasugh it doesn’t appear i oor oharts il ranks 91° on the kst of the top 100,

When we lock at the parformance of the U5, ratalers in terms of growh
the pecturs changes samewhal dramatically, 45 we can see here from the bar
ghirl, Wil Mt s grossth i considerably smallor than that of its competitors
Coareo rnd Walpreen, Tor easmple, What i3 quite remarkable is the
performance of Whive Foods Markss, which caters to health-conseious
consumers. its growth rate is more than twice that of WatUarl

Exzuse me, QX whene was |7 Right, [ar's have & closer a0k a1 the-appars!
rea: marked. Although the economy slowed down a bit n 2007, US, apparsl
retailers did pretty well. As you can see Americar Appare! ahowed the fifth
highes! growd™ rate among the 100 strongest retailens sith 35.8%, In fact, the
gpparel segment showed higher growth rates than the supermarket sgment.

Mow, let"s have & quick kook at the sgpragared growth rates of the A0 best
et perfarmers from 2004 to 2007, None of the superrnanets are n the op
quartile. Dnly the whole food seller Whole Foods Menke! outperfonms tham -
with 7045

And alftwugh Wt Mart remains the No) retaier oy rvenue, its growth
rates cvar the (st fve years amounted o 32,85 which puta the campany in
neat tn st plage in the ranking of the top 40 retaders with the Lrgest growth
rate. But if you consider that the food market 55 almost saturated - and
Walddarr is alea 8 food retailer - a prowth rate of 325 i lairly remarkable. O,
let"s have a look 3l the next chart

Unit 5

Listening: The container revolution
E\.Ihpq W Roger Gibson, Corvespondant
Exercises 2 and 3

* Wicheel Brown

& Today on Business Werdd, wa're going to talk about & phenomanan which
has wuly changed the word, Probably nothing has-ontrited mare 1
globalization than the: revolution in trensport which ooourraed only ebout
fifty vears agn. Bafore 1960 most poods wera transparted in woaodsn
crates of varous sees and shapes or on pallets. Loading and unioading
these Bt ports was & time-consuming process and required huge ameounts
of manpowes. Ports alao required warehousas for the storags of the gonds.
5 you can imagine, the danger of damage and pillerage was high. Then in
the tate 19508 an Amarican entreépreneur named Malcom Mclean cama
plong, He had begun as 3 track driver, stared his own haulaps comgaany
and then had the idea of creging standardiped boxes which could be
heaved by crans onto a thip. Containarization was barrn.

Today about $0% of all goods transported in the workd reach their
destination in conteiners. There are important container ports all over the
worid, ncluding one in our own backyard. Our cormespondant Roger Gibson
hes been at Westgale taluing to a-lerminal manager, Lel's hear what he has
1y 2.

B Here | am at Westgate, Wetl, this termingl is amazing - i's the size of
severa! foctball stadiums. Everywhere Ihere are huge cranes and I'm
surmoundad by thousands of brightly painted comtainers. Lots of tham are
stacked on top ol each othier 8 bil ke 2 chilid’s buibding bocks, 'm just
standing here talking to Micheel Brown, who is in-charge of the termingl.
Michael, how iong have you been working hare?
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Pye baery kave for almost 20 yems now, Bul my father worked nere back in
the duys balors we wers a container part.

Really, 50 how would you say that containenization has changsd franspor?
Well, phviously, it°s increased the ease of hendling, The docks-used to be
paarming with lonzehareman and about the only people pouU Sa New Ars
mysedl and a couple of crane and camier operaters. And of course the
pecple up there in front of the computers in the contral room. And so
freight charges have dropped dramatically

D, Lel's talk about the boxes over here. How long are they exactiy?
About 40 feet.

Every single one of them?

N, there are also 20 fool containers gnd those cubkc ones over there are
45 oy 45

And what's ikely 10 be m Inem?

Well, arything you zan think of, frem loys and scft goods o elecironic
itema . just about anything you can find in a househald,

OH 5o tell me what happens exectly when an exporter sis @ containes
to the pert.

An export Do is dropeed off by the lorry, then picked up and delversd to
the-stack aree by B straddie carner. After that if's loaded onto the wessel by
acrang but in & particular ordar wa call the load ssquence, That's
determined by owr computer system, The process for discharging a vessel
I3 jumt the reverse.

And whers iz this particuiar vessel haading for?

Thigis a Gemek ship bowsd lor Hong Kong.

And what's in these partoular conlainars?

Wedl, 'm afraid | can't tell you because frankly | don't know, Generally even
the crew of the ship don’t know.

Aned whan the contanar reachas its cestination?

Thawn it"s Idaded onto & truck and taken 10 wnat we ezl bonded storage. It
slays there lor bwo weeks untll it goes through customs inspecticn ard
then duty will be paid on it

| gew, S0 Gan pou el e approximately what i would cost to ship goods 10
Heng Kong in one of these £0 foot boxes?

Well, 1he basic rate at the moment is about 51,500 - that's shout £1,004,
but that can rise and fall sharply sccarding to supply and demand And
then thers are additional fess for handling and documentstion.

Anl 50, if I'ma boo, how long i it gaing fo take me [0 get o Hong Long?
We call that the routs ime, You're going to be on the boat for abou! fve
ek

| sge. Michael we've oul of time so Ihanks sery much for talking o us,
Den't menton It

Telephoning. Business to business
(B2B)

PR

L]
L]

Page 48, Exeroise 1

P Customer Service agenl, Thetis Sivping
B Adam Grimm, #apet Engmeening

Geod morning. Thelis Shinoing, How can | help you?

Good morming, i1 Aaper Faginsanng. | have a cansignment of senaitive
engineanng equipmend [t fas to be sent 0 Houston by the fastest noute
I's zuppossd 1o be in thee States by the sicbeenth of March &t the letest.
Where ars you shipping from, sir?

Dur company is in Braintree.

D0 Than your port of origin would be Faelixstowe. Yol sey your destingtion
i Houston, |5 that Housion, Texas in the 1157

That's right.

Wall, the time of tranaiz from Falixetows to Houston is 18 divs, The Kclory is
leaving Felistowe on Manoh 3. Thit should reach Houston on March 27¢
Ah, F'm nfraid that's o late.

Wall we have anather vessel - tat's sae, that's the Endeduor - lasving &
week today, on Februsmy 215 Il your gonstgnment is on that ship, ill reach ©
Houzron on March 87,
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B That wou'd work, Oh, we've never sent sensithe squisment before. it will
require special handling. Could you give us some regommendations B3 1o
o it shiwdd be packed?

BNl generally we recommend padding macerials Be polystyrens,
polyurathane foam or silicone.

B OK. Could pou quote me arate please?

B That's $540 for @ 20 fook standard container and SE80 for a 40 fogt al-
pUrpOER Eontainer

B Fine, O, yes, ang one last guestion. What kind of decumentation am |
g2ing lo nesd?

P ou'll require 5 Bill of Lading, Certificate of Origin, & packing lie, the
commercial nvoice, and your insursnce pollcy. You can find detased
information about all of these on our websile wwwr trelis-shipoing.com

= Greal And how do | book?

P You do that on our website too .. Once you've ofeated an soooant, you'll
alz be abls o track wour stapment

& Fantastic. Thanks very much for the Information; ' have a look at your
website and get back 1o pou

*  Happy to be of help,

Goodbye,

cmal talk Saying the right thing
® Achok Ghosh, iasystems:

¥ Colin Firen

P Halla, my name is Colin Finn. | have an appointment with Mr Kumarswami
al 11 o'viogk,

® Ah yes, Mr Finn. I'm Ashok Ghosh, Assistant Marager of the BPD unit.

Very pleasad 1o meel you. Mr Kumerswam| i datained at the mament and

hes asked me 1o ghow yoo around whils you're warting

Oh, that's fine, Nice to meet you.

[nd ‘you have @ good flight, Mr Finn?

Wall, the service was very good, but | must say, Uhere seems to be less and

kess fegroom i economy class these days,

| 322, And gre you satisfied with tha hotel?

Oh, it's fantastic. Ouite lusunous,

Greal So please come this wey.

This fs quite a place you have hare

Yes, we'te very proud of Our campus, As you can see, thare are ots of

amenites for the employees - rastaurants, a health club and - & you see

ovar there - avan & galf course. Is Uas your first visit to India?

P Vel actually, | backpacked through India 25 years ago, when | was 2
stugent. But everything has changad 60 much sinoe then that e 'mina
differant coundry. It is my first Inip to Bangslore.

® Yes, Bangalors igreally bocming af ths mament. May | ask where you're

froem in Britain, Mr Finns

Actuaty, I'moonginally from Iretand but Mve beaen in London for the last few

years, And yourself? dre you from Bangabore?

Oh, na, not by 8 kg shot, Pm Punjabi, sctually, from Bengay.

Cih, that's wery interesting. And how long have you bean at fnfasysiems?

I've baen hers far about e years now - since |dd my MBA,

Whew ... it certanly is warmer than | expecled ...

Lat's step into the cafeleria and have somathing to drink,

Trat's a brillisnt idsal

| don’t think M Kumarswami will be long now. Let me glve him a quick ring

on his cell phone.

e v
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Small talk Saying the right thing

8 Sunil Kumerswami, infospsiems
B Colin Finn

B Well, Mr Kumarswami, this i cartainiy a fantastio restaurant.
o | imagine you're famillar with Indian food, Mr Finn, but plesse deo ask i you
need help with the many,

YE Yavy

m W Pags 49, Exercize 5

Well, | was thinking | might try a dosa.

They're very good e, bul | have to warn you - the samahar {s very hat.

The sambhar?

That's the sauce. Tall me, Mr Finn, are you inlenested in temples at alif

Welt, actually, I'm not really info history. | did want to da some ehapping

wihile I'm hara. My wile wants ma 1o bring bacic some silk.

= [l hawe Mr Ghosh show you around some good shops. He could take you
b the market tormorrow aliter our mseting. Would you like that?

B Yas, 't love to, ;

Ah . e comes our food,

Mmm ... this i very tasty.

=mal talk Saying the right thing

B Sunil Kurmarswami, fuDsystems

b |

* Celin Fine

B Mr Finn, it's been a pleasure having you at infosyatems. | do hops wa'we
bean gble (o provide you with all the information you need

¥ ez, you certainly hive, Me Gumarswami I1's been g very fruitful visit. And

thank you 5o much tor your hospitality,
¥ Itwes our pleasure. Glve my best regards fo your wafe. And if you have any
TROTE UESTRING —

Unit 6
Listening: Production and its

management

E A Page 55, Exerciges 2 and 3

& Radic presantar
P Prod Martin Schmidt

% Heilg and welcome to the program. Wit me in e studio tanight s
Prefessor Martin Schmidz, visiting professor from Genmarny, whao is
currently leaching at the Unimersity of Cape Town, He iz poing to talk 15 us
sbout recent develapments in production systems,

Pridessar Sohamidt, you ang rom a country which the workd admires for
its work ethic and its stete-ol-the-art technology. Products Wade o
Germany @ highly valued and your country @6 & world export champion,
S0 we are really glag thal you could be with us tonight.

»  Thank you.

& how, a2 a regular newsgaper reader, | have found that the msue of
praducton hardty comes up in the press. | this because Sauth Africa s so
far awey from the world's buginess centers or has the topic smply gont
ot of fashion?

®  Dehnitely not. Aroduction means creating valus, adding value 1o materiad,

which is the saurce of an individual®s ang sooiety’s prosperity. In fact, the
number of finished products has never belore been higher. Mevbe
production hes moved a bit out of the (imelight because of recent exciting
Inncvations such a5 this internet. but wi shouidnt lorget that IT, fnencing,
legstacs, marketing and 5o on ondy support the act of creating valus, which
i3 production:

& | see. | studsed manggement in the 19805, when swomalion was the buzz
word, What has changed since then?

¥ Wall, for years we believed that machines, robets and information lechnology

would make 3 Lactory run on its own. We teied ebout concepts fike
compuber-integrated manulacturing and he so-called warkedess factory. But
These technical Systems are very complicated and hard lo monage beceuse
Thawy are prone (o breakdowns, which cost @ loc and reduce productivity,

Se, about 15 10 20 years agn we heand about a new idea calleg kean
manifaciwnng, whioh is based on the Tovoia Production Syslem. 'We learnt
that it is indeed possible to produce products in & very afficisnt way, with
sxcslient quality and vary shont lead times. This is achieved, for exsmple,
by avoiding what Topela cells waste - or muge in laparese. which means
getting rid of sctivities which don't add value to the product.



® Right. Could you axplain this in g fittie more detal?

B Certamty. We distingslsh betwesn saven categanies of waste:
marpreduction waste, waiting waste, (ransportation wasie. processing
waste, waste of molion, inveniory waste and waste from product defects. |
would 38y awoiding prodect defects is of the utmost mportance. because
deficiant prodisct quality endangess the survivel of the entine company.

But improving product quality reguines improvements in th
performance of the warkfores, of the machinery. of the methods, af
infarmation and so on, in fact, leen production (8.8 new apprasch to
management, & changs in behavior rather than in technology,

@ Hae there been sy diffiouities in (he implemertation of lman production in
Western pompaniesi

* Sure. &t the beginning most &f s foak the tem linerally, becsuse fasn
reans fit ana heatthy, without excessive fat. So companies pot rid of levels
ol merarchy, employing 83 lew peopls as possihle in onder to improve
profits.

We didn't see that lean manufecturing is a different way of thinking,
You see, in 1w West we are primarily result-driven; 5o what is important is
the gnd result. In kzpan, the foces & on the progess, They belime if yvou
amprove the work processes, improve thae machines and the workoers, thes
will Butomatically lass 1 Batter results.

& What do you mean by imorovmg the monkers?

P Many types of weste cannot be identified by using comventional practices,
but wasts must be identified becacse it 15 @ source of Iosses ., it drives up
manufaciuring costs. You see, 8 reduction in manufachuring costs of 10%
means & doudling of the prafit margin. And who knows best whers the
processes can be improved? 1174 the worker. He knows this far batter than
ary line manager o engineer. Therefare you need o imohe the workers,
but this requires intensive traming so that they can scquire special skills,
such as problesm identification and problam sabing, communicating
effectively and working in a team, Also they nead to be ablé to operate
different machines so that they can be used more Tedbly,

I general, ong can-say that factory workers take on much more
responsbility in thair [ohs than ey used to. S0, & fctory worker of today
is @ completely different person comparad to his or her colleagoe frem 1he
19705, | wiould say (hat vwe are witneszing a rewolution taking plaoe on the
shep foar,

® How interesting! A final guestion: raining workers means a huge
investment on the part of the company. Doesn't this condlict with the "hire
and fire” approach which is normally telken by Amaricen companies in
times of & wolatile economy?

P Lean comoanies (ke Tovots would nob even understand this gueston.

® ORt

B i the West the idea Ts NOT 1o fest in peogle 5o that it is easier 1o make
them redundant. A japanese sompainy would never be able (o understand
thes waty of thinking. because if | invest in people, | have & suscesaful
syatem which heias me to perfarm bemter in the market, OF course, there is
nie guarantee that kean comparnses will not face any problems bur they sre
mare robost when changes In the sconomiy accur. Let's take the three
biggest American sutamolive sompanies - we don't even know i they'll
38l exist in the neor luture, Take Tovols on the othar hand - they have
pecoma the world's largest car manufacturer and | woukd argue thal this
aas heen acheved theough lean thinking.

& . although (he U.5. car indusiry hes worked quite hard 1o adopt the
approach of lean manufacharing?

* Sure, they know wiat 0 do. Az | told my students this morming, the
Americen car manufecturers know sxactly what ta do, but they haven't
changed becauss thay are nol able o ohango. in todey's world, companies
are forced o adapt constantly, bacause production sycles ars bacoming
shorter and shorter, Machinas and machinery are n 8 constant state of
devetopment; information Bows are incressing. 5o menagement is
becoming more complicated. That's why you nand to star thinking
differanty, acting differantly, improving processes, nvalving peaple,

g
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& That's tervific. Thank you vary much, Professor Schmidt, it was a pleasure
o have you. Goodbye
P Well, thank you far having me hera.

Fresentations: Presenting a product

| Page 58, Exarcise 2 and 3 Marc Lyons, Sales repesontalne for L0 lapiops

Ladier and gentisceen, here it is, the brand-new edition of the LO leptop.

Agam experts inom both academia and industry hive dona their vary best
to create 8 sebe-oi-the-art lsarning 1ol - & Laprop for children in developing
countries living in the most remaote and deprved ervironments. Let me smrt by
outhining it main feeturas,

It comes with a Bquld-crystal display soreen of 7.5 inohes and 2 resolution
af 1,700 by 900 piss.

The really ciever femturas are the two display mades You can swatch from a
rormal full-oolor made to 2 high-resolution biack and white mode, which is
iieal for reading n bright synlight.

Az we all know, powar is an l2eue in devaloping areag, so the L0is
edquipped with 3 rechargeable baltery, IF there is no eleciricity avallable, the LD
can be solar of foot powered, At the same time the [aptop's power
consumpdion Ie axtramedy low. For esample, its baltery will kst up to 24 hours
if the Iaplog is only used o reading,

S0 what about its functionalites?

Of cowrse the computer conneols easily Lo the inlernat vig WiFi but if thera
i o nboret avadable, it is possible [ communicate wirslsssly in the
classroom due to a mesh netwark, which is an instant, seff-configurating
netwark: 5o pupils san commanicate in ¢lass by doing collaborative games,
Lrsineg drawing programs or word procesaing. It sleo centaine slarsn speakers,
an internal microphang and an integratad video camera

Additionally, a6 ['m demanstrating here, the leptop has llaxible hinges so it
can provide three functions: standand laptop Use, &-book reading and gaming.
Let me now focus an the most cruelal point, and that is e Eptop’s physical
specifimalions, bevause after all it wes designed for children, So it ought nat to
be big. hemvy. fragile, ugly, dangerous or dull. In other words: appearanos: and
durahility are very impartant

A5 you) van see its design is perfect for kids, If i about the tize o' 3
temtbook. It weighs just overa kilo, soit's lighter than a lenchbom, Its colors
arg s bwight that kids will lowe o, jost as they ioved its predecessor. The
keyboard i segiad with 2 rubbar-mambrans and the touchpad is extra wide 1o
make drawing and writing possibie.

As usual, robistness i of the highest priority so the LD is dust-praal,
completely sealed and drop-proct.

Toa past it in ; owstsheedl: it's @ truily wmgue laplop, It's cheap, it's Nexible, it's
power-:Hicient and dursble, In other words: its specilications sarve all the
reguiramanita for the aducational putposes of emerging nations,

Thank you wery much foe Bstoning loday,

Unit 7

Listening Passing the buck
Page 65, Exercise 1 and 2

P OK puys - just look at these sales ligures. Gan anybody explain whet's
ENg on herel

& |don't understand it We know we got the product nght. Coaoleit s the first
brand of peans [0 use mass cusiomization, Fat, thin, big bottom;, small
Bottom, no batiom, - you name it - anybody locks graat in them. We uss
etata-of-the art technology and they're siill affordable.

P and yet they're a flop, Somabody hesn't been doing their homework.

@ Wail & minute, we got the tangst eroup, fight didn't we? We did our maret
research, We used surveys and Iocus groups untll we were sure we had an
unbeatabie featurs - guaranieed fil. We had a fook ut avery possible

@ Christine W Richard ™ Steve
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Page 58, Exercise 3

demographic group and neir wants and nesds. 5o we identified teens gnd
twentysomethings. And here we gra. S50 maybe the messape |ust wasn't
reaching the cansumers,

P Right. you've just passed the buck.

B What do you mear, the message wasn't reaching the consumers? We ran a
fantastic atvertising campaign on prime-ms feievision coast 1o ooast, The
commercials cost usan am end & leg. We backed this up with billboards
and celebrity endorsaments. What mare could we have done?

P Spare me the detaiks, Yoo're pasd o know il this age group doesn't
watch commarcials anymore. (n fact, they reject advertising hype.

B 0 course we know this but all the afternative methods are very risky,
which means theve™s no guerant=e of success, So it youwant 100% roliable
statistics, forgst it It just uneeaiistic,

P want results, And norigks. We invested & fortune in developing thes
preduct and putting it on the market, And the competition is cut-theoat.

B Well, you can't harve your cake and eaf it ton. | heand about this guy who

organizes ad campaigns by word-ol mouth, He's one of the biggest players

in the promoticn busingss. He could give us & few ideas about altarnative
marketing mathods and falk to us about thewr effectiveness and risks.

It wenuldinT bl i1 someone puts us in the picture,

* veah alisight. Ge: him over hara ASAP

Fresentations: Reaching your audience
Hob Spencer, Buzz Worid

Hi, evierybay,

For those who don't know me: my name |s Bab Spencer and I'm the
creative diregton of Busr Worg, Suzz Warkd is ane of the smaller promotion
agencies bul we have become vary successful in the srea of uncomentianal
markating suppoet.

1'm very reagpy 1o be hene with wou B0 present ol proposal for @ new
CoolFi sdvertising campaign because | think you have developed a supart
praduct infact, the whols apency is really enthasasic about the prospeot of
workang on thes Ccampamgn,

OK. Lt rne glve pod an ides of what I'm geing to talk aboat.

Farst Il sumoup what has been done 5o far ab your end and the results. (71
als0 ouliine the reascns | beleve why your advertising campeign may ot hire
baen 5o succasthil.

Thies Il comee 1o the main point of this peesentation, which is our
advertising concept.

Anal finally 'l point out the advantages of our concept,

This will fake aboul ten minutes. Then therell be fime for questions, And
afterwards 1 axplain the concapt bn datail, which, a2 you.can imagine, may
take g fitle longer, Right. Let's start Your jeans ane state-of-thiearf _

Frezentatons: Reaching your audience
Eab Spencar, Surr Work?

Sa, harm we are - what can Surr Wankd offer you?

We'd suggest amixture of vl marketing messures with 2 Bttie dose of
comventional advertising.

‘We've oprad for a four-stap campaign:

First step, we'll produce 8 tric of ultra low-bedget video chips. Mow, thess:
films won'l show your product and won't indicate that this ks advertising. The
s will show three aifferent young man and wamen who are enjoying
themsehes. The key is thal the videos will look very amateurish,

Sacond, we'll rap thexe videos to about 200,000 influsntial young adults
from a fs1 of web surfers which we'll provide.

Third, we'll wadt roughly ane-manth for the build-up of the buzz, How i3 this
dana? Vary simpla: the reciplants af the video clips will sand them 1o their
frendls and fhey will send them to their friends, efo. So they el the ball roling.

Then - and this i the exciting step - sfter @ month or 5o we'l do g TV mnd
radio advertising bate, a) revaaling that the thiee vides charactars were

fictional characters and that they were developed 25 part of an onling
eompuler game, and bj announcing that the game can only be played if the
participants get the product identilicatéon number from a pair of Coodil jeans,
which means that they hive to visit a shop. We'll run the TV commercial and
the radio sgot only for about five days because the rest is done by the
conzumers through commaunication in the net, but to speed the process up e
lirthe, we're thinking of emploving so-called buor agents az well

S0 the sdea s that ol the eod of this campaign everybody in o Lagget
group will be telking about the clever sdvertising and consegquently about
Candfit jeans. Thank yo.

Frazentations: Reaching your audience
Page 49, Exercize & Bob Spencer, Buzz World

Let me now highlight the selling points of this concept. In olher words, why ane
we &0 sure that a campaign using viral marketing will work this rima?

Well, st of all, we'll be able to @rget about 908 of the rendsetbers in the
Jeans segmant.

OF course yo'll be anadous 1o know what the risks are, Let me Sssure you
there are hardly any rizks imvolved because the costs will be wery low, And
mast importants if it turne aut that the campaian isn't a8 successhd as
expected, we can call it off and nobody will hane ever noticed that it was us
whao produced those videos in the first place. And, finally, costs will be
absciutaly minimal.

Ba, to pul il in & ngfshell: we ano ecopeoling o huge fesponse o hes
campelgn. wilh the result that your jeans will live up to thelr name.

Thanks for your Bms, Mow then, firs away with any questions you may have

Freseniations. Preparing slides
Page &9, Exarcise 2 Professor Ainsley Barmes

I'm now going toturn to TV advertising. Television is a medium that we've all
arown ap with, and wa've all been exposed tn - believs it ar net - millians af
commercials during our Ines. We cin all see the advantages of this medium
Eween with the sdvent of tha internet, it |z still the dominant madium in maost
hgusehalds and provides pood mass-markefing coverage.

However, elevision has some evident drawbacks, ond that"s what I'd ke to
focus on hers. We all Xnow that a telsvision commercial can be snormously
ome-consuming and expensive to make. Producing 3 gocd TV ad reguires
senpt writers, actors and Alm editors and s often orgenized by en agdvertising
apency. A 30-second commarcial coste an avarape of 5333000 on prime-tima
TV, and then you have [0 pay or gach 30-seconds of advertisang fime, Thal
can-easlly ameunt to $300,000 or even mone, depending upon the popularity
o the program. Shots in Despanits Housewhas, for example, cost as much as
560,000; a8 30-second siot on the Super Bowl can cost up 10 2.5 mallion.

And of courze aven an expansive spot becomes daled sooner or later, and
then it has t0 be updated, with all the resylting producton costs,

And 50, even if you find talented ad makers end invest this maney, you may
discover that your ad is sandwiched in with a clutter of other commarcials,
announeement s and promotions, Allof this advertising & very anngying 1o
viewers beceuse it interrupts the programs they want to see end in the long
eI il can even areals 3 ot of hostility, In the end, your Tasget groun may éven
reject the message you were Inpng (o pul scoss.

You migy have imeasted large sums inorder 1o reach your TV awslence, but
My G yiow D sure that you have really ‘reachen’ all thase people? That™s a
purely theoretice! audience. They may be dozing in front of the TV mst, They
may have [aft tha roam b go to the bathroom. Thay may tale advantape of the
comimescsal to 2ip around the channets to find out what else s on. Or they
have recorded the program on g Tive-style DVR and simpty skip the
commercials, That means thal pou-cannot salect the CONSUIMETE you wish 1o
cormmumicate with angd thisl of the milllions you have mvested, a lotof the
maney may simply be wasted., s



Right. Cowsld you explain this in a Fitie more detail?

Cartainty, We distinguish between zeven categaries of waste:
avarproduction waste, waiting waste, transponlalion wasis. processing
washe, waste of motion, inventory waste and waete from product defects. |
would say avolding product defects is of the wtmost importance, because
deficiant proditt quality endangers the survival of the entire companmy.

But improving progduct guality reguines improvemants in the
priormance of the warkfares, of e machinery, of the methods, of
Infesrmation and 5o o, In Tael, lean production is @ new approash 1o
rmanagement, & changs in behavior rather than in tachnology.

Hawe there besn any difficulties in the mplermentation of lesn producton in
Western pomparneg?

Sure, A1 the beginning most of us toak the term literally, bocase joan
mians fil-and heaithy, without exoessive fat. So compenies got rid of Ievels
of merarchy, employing g5 few people as possils in order to improve
profits.

We didn't see thal lean manufacturing 13 @ different way of thinking,
You see, in the West wa are primarlly regule-driven; so what is mportant is
the and rezult. In Lapan, the foces is on U process. They balleve F you
improve [fe: work processes, improve the machines and the workers, this
will automatically eas 1 battar rezults.

What do you mean by ingrovz the workersT

Many types of waste cannol be identifisd by uting comentional practioes,
but waels must be identified because it is 8 sowree of lozses ... it drives up
manufRoturing oests. You see, g reduction in menufacturing costs of 10%W
maans 8 Joubling of the profit margin. And who knows best where the
processes can be improved? IS the worker, He knows this far better than
any line manager or engineer. Therefore you nead o imvalve the workers,
But this requires inteneive tralning so that they can acquire special skills,
such as problem identilication and problem sabving, communizating
ehtectively and working in o taam, Also they need to be able to operate
differant machines so that they gan be used mare flesibly,

In generdl, gne gan say that factory workers take on much more
responsibifity in their jobs than ey used 1o, 50,3 factory worker of today
&8 compietety different parson compared to his or her colleagae trem the
19705, | would say thal we are witnessing a revolution taking place an the
shop floor.

Hows interestingd & fingl question: training workers meana a hicge
investment on the part of the comaany. Doesn't this condlict with T Thire
and fire” aparnach which is normally taken by Amsvican companies in
fimes of & wlatile economy?

Lesn companies (ke Teyots walld nol even understand this goestion,

O

Iry the Wesl the ices B NOT to imaest in peopls so that 1 i easier fo make
them redundant. Alapanese sompany would sever be able 1o understand
tris weay' of thinkmg, because il | imvest in people, | have a successhul
gystem which helps me oo perform better in the market; OF course, there is
no guarantee that lean companies will nol face any problems but thay are
muore robyst when ghenges in the economy accur. Let's take the thres
biggest Amarican sutemative companias — we don't even know (| they'l
afill exist in the near lure. Tae Tmota on the other hand - they have
become the world's largest car manufsctursr and | would angue that this
has bean achieved theough lean thnking.

. sithomsgh the LS. car industry has worked quibe hard to adopt the
gppropch of kean manufacturing?

Surs, they know what 1o do, &5 | twid my students this morming. the
American car manofaciurars know ety what ta do, but they haven't
chanped bacauss thay are not able 1o change, In today’s world, ocompanies
are foroed to adapt constantly, because prodoction cycles are becoming
shorter end shorter, Machines and machinery are ina conatant state of
developmant; informatian flows are increasing, 50 managemant is
Beoommg more complicated, That's why you nied to start thinking
differantly, acting aifferantly, improving procasses, involing peaphe,

g

wl.

& Thal's terrific. Thank you very much, Profeasar Schrmide. It was a pleasure

ta have you. Goadbye.
¥ Vel thank you for having me hera,

Fresentations: Presenting a product
Poge 58, Exercisa 2and 3 Marz Lyons, Saes reprasentative foe L0 bnfops

Ledies and gentiemen, hars it is, the brand-new edition of the LD kptap.

Again experts Irom both academia and industry heve dona their very best
lo create & stete-of-the-art kearming ool - & laptop for children in developing
countrigs Ihing in the most remote and deprived envirnments. Let me start by
outhning its man leatures,

It comes with a Bould-crestal display scresn of 2.5 inches amd @ resobution
ol 1,700 by 900 pixals.

The really clever features ere the two display modes. You can switch from 2
rarmal lull-color mods to a high-resalution biack and white mode, which i
ideal far reading in brght sundight.

Az we all know, power B an izsue in devsloping areas, so the L0 s
aquipped with & recharpeable battery. If there is no eleciicity available, the LD
nan be solar or fool powered, 4t the seme time the Rplop's power
consumplion Is axtramaly low. For scample, its battery will kst up to 24 howrs
if the laptog is only wsed for reading

S0 whit about its functignzlites?

Cf course the computer cannacts easily fo the internet via Wil Dut if thers
i& ng inbermet available, it i possible o communicata wirelessiy in th
classroom due to @ mesh metwark, which 2 an instant, ssff-canligurating
netwark. 5o pupils cn communicate in class by dong collaborative games,
using, drawang programs or word processing. |t also containg sterso spaakers,
an interne! microphone and an integrated video camera

Additicinally, 25 I'm demonstrating here, e kiptop has Hexible hinges so it
can provide three funciions: standand leptop use, e-book reading and gamirg.
Lot me riow facus on the most crucial paint, and that is (e laptops physical
specifications, begaise after all il was designed for children, So it ought nat to
be big, heavy, fragile, ugly. dangerous or dull. In other words: appearance and
durability are very impartant

AS you Can see its design i perfect tor kids. It 15 sbout the size of 8
textbook. It weighs just cver a kilo, so it’s [ighter than a lunchbas. Its cotors
are g0 beight that kids will lowe it, jost as they owed its predecessor, The
keyboard is sealed with @ rubber-membrane and the touchpad s sstra wide o
make drawing and writing paszibla.

Ak useial, robisiness is of the highest pronty so the LO i dust-proof,
campletely sealed and drop-proof,

Ta put it in & nutshell: it's a truly unigie laptap. I's cheap, it's Noxible, it
power-efficient and durable. In other words: its specifications serve all the
requirements lor ihe educetionl purposes of smerging natians.

Thank yen very much for Bstening today,

Unit 7

Listening: Passing the buck

Fage &35, Exercise 1 and @ Christine P Richard = Stove

P OK puys - just look ar these sales figures. Can anybody explain what's
EOing on haned

& | don’l understand (1. We know we got the product right. CootFif is the first
brand of jeans 1o use mass gustamizalion, Fat, thim, big battom, small
botiom, no boitom, - you neme it - anybody looks great in them, We use
state-ci-the art technalogy and they're siill affordable.

P And yet they're a flop. Somebedy hasn't been doing thair homework,

& Wait g rmnuie, we got the targel group, right didn't wel We did our marke:

ressarch, We ased surveys and focus groups until we were sure we had an
unbeatabie fatue - pusranieed fil. We bad 2 ook &t avery possible
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. Page 88, Exercise 2

Page &8, Exercise 3

demographio groug and Ui wanls and needs, 5o we igentified teens and
twentysomathings. Ard here we are, 50 maybs the massags st wasn'!
reaching the consumers.

Right, you've just passed the buck,

What do you mean, the message wasn't reaching the consumers? We ran a
fantashic advertising campaign on pome-Lime deleyision coast to coast, The
commergigls cost us an arm and & keg, We backed thiz up with billboards
and calatrity endorsarents. What more could we have done?

Spare me the detaits, You'ne pasd 1o know that this age group doean't
watch commercials arymore. (n fact, they rejsct adwertising hype

Of congtse we kow this but all the alternative methods are wey risky,
which means theve's no guerant=e of success, Sa i you want 100% reliable
siatiptics, forgst it. It's juz? uneeaiistic,

| wanl results. And no nsis, We imested @ farlune in developing thia
preduct and putting it on the markel. And the compatition ks cut-thraat
Wedl, you can't hae your cake and eaf it too. | heand about this guy who
arganizes ad campaigns by word-cl-mouth. He's one of the biggest playms
in the promaotion busineas, He could give s a few (deas about sltemative
marketing mathods and talk to s about their effeotvenisss and risks,

It woulde'l hurt if somesne puts us in the picture.

Yeah alright. Get him over here ASAP.

L
13

Fresaentations. Reaching your audience
Eob Spencer, Buzr Work!

Hi, everybody,

Far thoza wha den't know me: my name i Bob Spencer and i'm the
orealve director of Suzz World, Buzz Wvfd 15 ong of the. smaller promofion
agancies but we have bacome very successiul in the area of unconsentional
Frarketing suppore

I"n vy hapgy 10 b hisne wilh you to present gur proposal for a new
Coodfit acvertising campaign bacause | think you have developad a superts
preduct (n bacr, the whole agenoy i really enthinasto about the prospect of
working on bs campaigr.

QK. Let me give you an dea of what I'm going ta ab about

First Il sum up what has been dome 0 far 3l your end and the results. il
also outline the r2esons | believe why your advertizing cempaign may nol have
bewn 24 succassful.

Treen (W come bo Uhe masn point of this presentation, which is oor
acvertising concapl,

Ard finally Il point out the sdvantapes of our congept.

Trots will fakoe @bout ten minutes, Then there'll be time for goestians. And
afterwards I'll axplain the concept in datall, which, 85 you can imagine, may
teke b Bithe honger, Right. Let's start. Your jeans s slale-of-the-art ..

Freseniations Reaching your audience

Bok Spencer, Buer Workd

S0, here we are = what can Burr World offer you?

We'd suggest & mixture of viral marketing megsores with o (il dose of
commentional sdvertising.

We've apted for a four-step campaign:

Firat step, we'll produce @ tna of ultra low-teedget wdeo clips, Mow, these
films won't show your product and woan't ingficate that this is advertising. The
widens will show thres different young men and women who are enjoyng
themselves. The key is that the videos will look very amaleurizh,

Second, wa'll zap thess vidsos to about 200,000 influsntial young adults
frioum a list of web-surfers which we'll provice,

Third, we'l wait roughly one month for the balld-up of the buzz. How ks this
done? Vary simple: the recipiants of the vidas clips will send tham to thesr
friemds and they will send them o their frends, eto. So ey g2t the ball rmolling.

Then - and this is the exciting step - after B manth or so wa'll do 8 TV and
radin advertising biitz, a) révealing that the three video characters were

.. Page &9, Exercise 4

. Page 69, Exercise 2

fiztianal charactars and that they were develaped as part of an online
oomgatEr g, and b) announcing thal the game can only be played i the
participants gel the product identification numbar from a pair of CoodT jeans,
which maans that they have to visit 2 shop, We'll run the TV commerogal and
the: radio spol only lor about free days bacause the rest is done by the
consumars through sommunicatian in the nee, but to spead the process up a
lirthe:, we're: thinking of empeoying so-calleg buzz agents a5 well,

S0 the idea is thet at the end of this cempaign everybedy in cur target
group will ba talking abour the clever advertizging and cansequently abour
CoalFit eans, Thank you,

Fresentations: Reaching your audience
Bab Spances, Buer Workd

Let me now highght the salling paints of this concept. In ather words, why ane
wit 50 sure that @ campaign using virsl marketing will work this limeT

Weil, first of &ll, we'll be able to target about 90% of the trendsstters in the
|mans segment.

Of course you'll be ardous to know what the risks are, Let me a3sure you
thars mre hardly any risks involved becauss the costs will be very lew. And
mast important: i1t turns ot that the campoaign 't &5 successhl a5
expecied, we can call it off ang nobody will have ever noticed that it was us
who produced thoes videce in the first place. And, finally, costs will be
absolutely minimal,

Sa, to put it in @ nutshell: we are epecting o huge response to this
campalan, with the result thal your jeans wll live up to their name,

Thanks far your time. Now then, fire away with any questions you may have

Fresentations. Preparing slides
Profezeor Alnsley Barnes

I'm now going to turn 10 TV advertizing. Television ks a mecium that wa've all
Frcmam up with, and we've all been exposed 0 - bedieve i or not - millions of
commercias during our lives. We can all spe the advantages of this medium.
Even with tha advent of the inlarnet, it ks shill the dominant medim in most
households and peovides good mass-marnkeing coverage.

Heowever, television hes some evident drawbacks, and that's whar |°d like ta
fortes: on heee. We all know that 3 lelevision oommercasl can be enormoushy
time-consuming and expensive lo make. Producing 2 good TV ed reguires
scrpt writers, aciors and film edtors and iz clten organized by an advartising
agency. A 30-se00md commersial costs an averags of $333,000 on prime-hme
TW, and then you heve to pay for each 30-seconds of advertising time. That
can gasily amount ta 5300,000 or even mora, depanding upon the popularity
of the program. Siots m Desperate Mousmaers, lor example, post as much es
560,000: & I0-second siol on the Super Bowl can cost up (o 2.5 million.

And of course even an sspengive spoat becomes dated soaner of later, and
then it hes to be updated. with all the resulting production costs.

And 50, sven If you find talented »d makers and imvast this maney, you may
discower that your ad i sandwched in with a cutter of other commergials,
announcemeants and promotions. Al of this advertising is very annoying (o
viters BaCauRE It interrupts the programe they want 1o see snd in the lang
berm B can even create @ ot of hostiliy, In the end, your Targel group may even
reject the massage you were rying o pul across.

You may have invested langs sems in onder to reach your TV audience, but
how cian you be sure thal wou have really “reached” all those people? Thal's a
pursly thearetical audience. They may be dozing in frant of the TV 280 Thay
migy have left e room to go to the hathroom. They may take advantage of the
commercial 1o fip eround the chennels to find out what else &5 on. Or they
have recorded the program on s Tivo-style DVR and simply skip the
pommerciala. That meang that you cannol select the oonsemers pou wish to
communicate with and that of the milllons you have investad, & lot of the
mianey may simply be wasted. s



.. Poge 75, Exercise 4

What's the answer? Today we need 5 revw approach 1o elevision
arvertising, Just bombarding the wWiwers is no longer enough. We now heve to
engage their attention gnd provide content thit is interesting, ueaful ana
ertartaining. Evarybody has heard of Madison Avenue, That's where the
hesadguarters of alf the big ad agencies used to be located. There (s anather
less well-known sireat, in Hellypwood, Calilarnia, which of course is the capital
of the entertainment industry, callsd Ving. The ngw advertising approach s
whal marketers call Wadizon end Vine', which mesna that sdvertising ard
aniertainmant are baing marged 1o break through the clutter and resch this
CONGUEMEr with new, BNEagIng messages.

Unit 8

Listening: The debt trap

¥ Barbara, fedfo prasenter
® Malzom Davies, Studant Linon
W Ken Neat, Stugent af Mioddfasborough UnwersiTy

F Walstme o our evening programme fomey amf e an CHY, your local
il statin,

o, there are onfy 8 couple of weeks ahead belfore the new universit
year 5Tarts, As we all know, tultion fees m the LLE. are on the rise and
currently stand at around £3.000 & year, making it very expankie ta 2o 1o
undvarsity. And thanks 1o the credil crunch, stodent Bife & gelling even =
1ouighier.

With me In the studic ronight is Malealm Davies; head of sogial poloy
at the: National Students’ Union and Ren Neal, secomwd year student al
Middlesborough University, Hi guys, greai io have both of you hare.

®+B  Halio, Barnara

¥ Ken, you wens just tefling me before we want on gir that you can vhidly
remember your firgt year mtuni, when you wers trying to g8t ta grips mith
your finances, lsn't that right?

B Yeah, the firsl year was really tough. | must say.

Tell uz & lirte bit abeat it

W el lirst everything seemed so sasy, My parents had errenged & koan with
our bark, which should hizve covered all my (ving sxpentes. | was even
entitied to & gavernment-backed prant 1o cover the tuiton fees. Bul then,
a5 | wirs several hundreds of miles awey from my parents” prolaction, the
banke took me for & ride.

P Whnat do you mean? What happensd?

W You see, you need to open @ current account &S A student snd thaz’s when
the banks gt you. Apart fram affering you all kinds of free gifts b web
wims or i sluden] railcard, they also grant you an interest-free overdralt
fachlity of up 1o £3,000,

But read the small print! Beopuse i you exceed your overdratt imit,
they charge you interest &t over 28% and penally fees of up to £25 avery
tirme you mxcesd i,

¥ Gosh that's quite frightening, isn't 17 | hope that doesn't beppen to oo
meny people .. Malcolm, you Iook ke you Hive a point to make.

@ Yex lat me add semathing hers. There i sctually 8 real danger thal you wil
dmpeed your cunrdraft becasse most of these acgounts offer g free cragit
card. It isvery convenient to use B credit card, &0 befare wou realize i you
ara i the red. You have to be very careful

B Yeah, thet heppened to me, Within three months | had exceeded my
averdralt facility, | turned to my parents for felp, but they waren't willing o
hiedp aut and just said that | had Lo look alter myself from now on,

= | hended my credit card back to the bank Inorder to £top beng
temptad. And then | tried to find a job.

¥ That sounds ke a sensible decigion, Ken, Did you manage to get & job
quickiy?

B N, B prosed really difficull] Most jobs on campus 2o 1o students whe are
inthear secand or third yeer, so 25 2 fresher | had 1o ook elsawhars, But
becauas all the job vacancies at unl wers taken wp 50 quickly, | wasn't able

W..IM?I,WilH:I

o find one close o campus. And because | don’t heve o car and public
transport was rather Emited, | wasn't able (o find a job.

B S0 what did you do?

B | cut down on my axpenses. it wasn't eazy, but | got it all worked out in the
end

¥ Thats good. Malcoim, af the student union do you find & lot of students in
similar situations to Kan?

& Yes Duite 3 lot of students turn 10 ws when they find that ey can't handle
their finances.

¥ 5awhat da you recommend tham o do in orgar to pet control over thesr
spending again?

& We azk them 1o denw up & budgst pian,

¥ How should youu go aboul thas?

& You make a fist of all your sources of income and sei this ageinst a st of
all frarne that you need to gat throuah a typical wesk, On the ane hand, this
grees you &0 idea of how much money s avakabile for you Bocspend on the
ather hand you can see mactly which items you could cut down on. It's
duite & simple concept, ut polenfizlly very stfective

B Yes, his budgeting method helped me a lof o keep a tight control on my
firances, By the way, you can find axamplas of & budper plan on the intsmat.

P Good sdvice. Unfortunately we're out of time 5o we'll frave to finish hens,
50 Malcolm and Ken, thenk you very much for coming in today and giving
L& your thotghts ..

-0 Thanks alot.

* For more on (odey’s topie, visit our website 80 wviech Lok Amonspamdmons
and that's all one word. There you'l find & budpet planner to heldp you save
all those precious pennies! Nest an GHT, my oolieague Mara ..

MNegotiating: Achieving a good deal
¥ Deborah Bessar
& Mortgn Wright, Boak scvisor

Hadlo Miss Besser, Marlon Wright, Mice jo meet wou

Nice to meet you, Mr'Wright.

Ciume Inas way, Please have a seat.

Thenk, you.

Naw, you told me on the phane that you'rs planning to invest & sum of

around £200,000 - i that right?

a3, it .

B S0 what are yaur investment objecthves? | mean, whal da yau want 1o
inverst for?

P Well, I'd like 1o stare making provizions for retiremant,

B Right, Asyour business s fairy new, | gather, 3 more caution:s apprasch 1o
imvestrment might be best. Whal do you think?

P That sounds poad o me.

What | would recomimend i imesting ina unil inust, for exampla i the

balanced fund Comfoent Grosth. As you can see here. up o 5% gre shere

fumndts, Inwvesting i LK. onmpanees; g 1o 258 are internationgl funds,

imvesting in compenmes in the U5, lapan and the emerging mimkels; and up

to 30% ane LK, powernment barde and the rest are money market lunds.

P Hm, interesting. What are the conditions?

& Weil, there's en Initiai charge of 1, 5% and a yearly management fee ol

1.25% an the invested amount. And you need & safe cusrody acoount

wheng your funds, segurities, eto. can be hald,

Do | have 1o pay for that & well?

Erm ... yes, the sale custody gharges are £12.95 annually.

P These funds incur quite = ot of costs, don’t you think? In the end Il end up
wilth r ratLrn.

®  Oh, no, Fassune wou this won't happen. Dur-fund managers will make sure

of it, Let me show you how the fund hes performed, Despate the recent

finanaial crisis this fund shows an average annual growth of 7 45% over the

last frve years, And comparad ta other products, Iis B & quie remarkatie

parformance.

* Yae Yo

v
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Yas; | can ase thar but | wsulda't want to invest more than £150,000 n
such a fund

That's reascnable.

Wl .. &6 what can yau offer me for the remaining £50.0007

Let me suggest a fixed deposit acoount. 1's very &Ry to manags.

The interest rates are currantly around 3% - foo low for my taste, I'd sey,

M, | agres, but if you want higher returng, you'll have a higher risk and lase

ligyuneity,

| know, But I'm not intarasted in commonities ar cumency hulures.

& D, whal apout commercial pager then? | could offer you Microzafr and
Unilever for example. Thay're iowerisk, liquid and offer & high yield. The
weragn yiabd at the mament is4, 2% for a ife span of three months.

B And ane there o hidden fees?

® Well, F'm serry tosay that you will have 1o pay a-commussion of 0.7%on the
face value because we by the paper (rom 2 broker who charges us; 100,

P Lok, your bank has been my principal bank since the beginning and so far
this arrangement has sulled both of us well, 50 | think you should be
offenng me better conditions:

@ QK. |'see your paink. | coufd reduce the commisson for commencisl paper
o L5,

B Airight, ut only under ihe condition that | g2t the s3% custady account for
freem and that tha fes for managing the unit trust is reduced, too.

® Hm, ... Well . OF . | think | coyld make gn exceplion and wahe tha

trading eccount charges. But as far ax the management fes is conoermed |

can't go below 1.25%, P afraid, because Inis charge I eready -
discounted.

I'm sorry but that's not pood anough.

Alright .., What 00 you have in mind, then?

187

0K - 1.1%, but | can only guarantee you this for three eas,

That's firse, S0 | think we have a deal.

Yes it looks lie i 0K, Isr me summarize what we've agreed upon .

L T

v
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Unit ©

Listening: Spider and starfish
organizations
Page B5, Exerciss 2

Excerpt from the boaok The Starfish and the Spider: the Unstoppable
Power of Leaderiess Drganizations

Let's take & quick iook At two opposits systems. Centralized and
decentralized. A centralized organizalion i easy i understand. Think of any
mEjar company ar governmentel agency. You have a clear adar wha's in
chargs and then's & specific place whers decesions are made (the boandroom,
the corporate headcuariecs, City hall,| heving celis this orgenizational byoe
coercive becouse the leacers call the shots: when & CEO fires you, you're out,
Whan Cortés ordersd his army to march, they marched, The Spanish, Artecs
are Incas were all centralized or coercive, Although it sounds ke somathing
ot of & Russian pulag, & cosrcive systism is nat necassarly bad. Whether
you're @ Spanish general, an Azteo kader or a CEC of a Fortune SO0 company.
you use commend-and-conral to keep order in your arganizalian, 1o malks it
efficiant and to function from day to day. Rules need to be st and enforoed, or
the syslem collapses, Forinstance, when you get -on en airplane, you hed
better hope it's 8 coanche system, You certainly don't want johnson from seat
28] ta decide-(hat right ahout mow =5 & good time to land, No, johnson needs
fo sit quietly and enjoy the movie while the captain - and only the captain -
has the autharity 1o make decisions to ansgne thal the plane fies propery.

Decentralized systers, on the other hand, are a litte Inckier o
undersiand. In & decentralized organizatian, thera's no claar lsadsr, na
hierarchy and no headquarters. if and when a |gades does emerge, (hal persar)
has fittle power over others. Tre best that person can do to influence people Is

to lead by sample. Mevins calls this an opan system, (eeFse evenons i
entiflen to make his oF her ovn decisions. This doesnt mean (hata
decentrafized system |5 the same = anarchy. Thers are rules and norms; but
trerss aran't enforced by any one parson. Rather, the power is distnmted
among all the people and across geographic regions. Basically, thera’s no
Tencchtitin, and no Montazuma.

But without a Monteruma, how do you fsad? Instead of a chigf, the
Apaches had @ Ment’en - a spiritual end cultural leader. The Nant'sn led by
puampte and held no cosrche powe Tribe memners followed the Mant ans
because they wanted to, not because ihey had to, One of the most famous
Mant'ens in history was Geronima, wha dafended his pacple apainst the
American lorces for decades, Geronimo never oomimanded an wmy. Sather,
ti himgalf started fighting, and everyone aroung him joined in. Tha ides was,
“If Garonima s taking arms, mayte 'z 3 pood idea. Geronimo’s besn nght in
the past, 5011 makes sense 1o fight slongside him,™ Youwanted o follow
Geronimo? You followed Garonlmo. You gidn’t want to follow him? Then you
didn't. The ponessr lay with each individual - you were free 1o do wisdt you
wianted. The phrasa “you should”™ doesn't even exwst in the Apache fangunge.
Coercion Is a formign concept,

The Mant'ans wete grucial 1o the welbbeing of this apen systern, but
decentralization affects more then just teadershio. Becauss [hene was no
capitsl and no central cammand post, e Apache gacisions were made all
ower the place. A rasd on o Spanish settiement, for example, could be
concaived in one place, organized in another, and carrisd out in yat snother
Wou niswer Kndw where the Apaches would be coming from, In one sense, [heme
wias no plaoe where impartant decisions were made, and in anather senge,
decisions wers made by sverybody sverywhars,

O first impression, it may soand e the Apaches wene koosey-goosey and
disprganized. In reslity. however, they were an edvanced and soghisticated
society - it'e just that a decantralized arganization 14 a completely gifferent
creature, Nevire explgined that the traits of a degentralized society - flexibility,
shared power, amblguity - mede the Apaches immune 1o amacks that would
have destroved a centralizad sociaty

Meetngs Acting as the chair
Page 90, Exercise 3 Mergaret Perry, CED Sandtem 4 Pavry

Good morning. everybody, Can we gei started? It's nice to see you all hare, |
know that you've travelled long distances ta take part in this meeting and |
hope that your jet lag n'l oo severe, e ssied you o coma o our
hesdgueriers o discuss our restructuring plans instead of using our usual
telaconferancing procedure because, given the importance of e maee,
person-to-persan mleraction i vital, I'm afreid | have o epologize Tor Anita
Gupta. Her plans was detayed in Mumbai dus fo the monesan, but she should
be arrving ater oday.

A5 yOU cancsee, my personal essistent Susan Quest will ba taking the
minutas. | think we can axpect this first seesion 1o teke gntil lunch at | pom,
Wl be beeaking for colfes around 11 o'clock, e

QK. | think you're all Tarmilier with the apenda, 88 Susan sant it out several
days ago.

Unilorturately, we'l have o skip the first item, g3 Steven Alden i (I, We'll
start with a beief report from each of the regional vies-prasidents. Yee Fang,
ot hiave the biggest market over there in China, Cowld we give you the fogr

-

Meestinos Acting as the chair

nmpm. Exercise 4 @ Margared Perry W Clyde Ellis
B jérg Kramer @ Fernando Gonzalez
® lgor Smirnoy. @ Yee Fang

® And new |'d like to Some to the central itam an the apenda. This is our plan
for global restrugturing. 2



Sorvy. could | have your attention please? Thete will e plonty of time
for your questiong amd comments o As you know, since 1985 wa've
been operaling veing ur regional structure, Each one of you vice-

Listening The world after Enron

stack prices, and nat pressure was passed down (o sccountants and o
autitors. For a while alter Enron, the profession lost the cradibiiity that it
once had.

presidents has basn in charge of his or fer own divsion and reparting @ Soin whal ways can accouwntants “cook the bosks™
adirestly to me; Howeser, in recenl years developments In naw marksss have B Well, there are numerous opportunities for fraud, Accountanze san record
led us o befieve thal this design Is aimply nat flasibde enough f0r lodiy's silas income far producrs and sendces that fave not been sald, record
dynamic busingss environmant, For thal reason the board has decldad == expenses that have nol been ncurred, recorg gaing thel will probakhy net
impeement a radical rew design to improve the speed of oparations We be reglized and -3 in the case of fanon - not record |osass. They can
now went to introduce GBS - thas (s 10 say, general DUSINess units - also fail to recard negative matters ihat should be disclosed or make
which means we will be organizing our product supply by preduct category msleading discioswes,
rafhwer {han by geography. i you lock at the handaut, you can see that m @ And what was [ sbout Earan that so shecked the public aboat the
thin new structire thens Afe sewen new ., actounting professaon?
& Pleage, 'mosoimy, bul | don'| see any neceasity for tha FeStructuring .. B 'Well, acconding to public expectations, suditors are suppozsd 1o be
M Igor, plesss het Margaret finish ... working in the public interest as the watchdogs that snaover fraud and in
B I'mwith lger. | don't see the point ina niw organization either. The pragent fact they're legally liable for fraud # negligence cen be proven. And ae you
structure has been working periecily well. had this venerable old sccounting firm, Arthur Andersen, one of the
B No, you're wiong about that. Seme divisions are well nun and others are not. so-calind big five, which seemed to have missed glaring irregularities in
W Are pou Implying that some of us are not doing our job? Enran’s books. Worse yet, there seemed 1o be a clear confilcr of ingarsey,
& | realive this is & delicate question, Margarst, but | don't quite see whene B3 AN/ WAE alE0 Serving a2 & consultant to Farea, The most shiking
wa're going io be coming in with the new siructme, Ining was that when it became clear that the SEC was initisting an
® Could | suggest thal we weit unlil Anite errives to discuss this? I1's sich an investigation against Envon, Anderses employess in offices across the
Imporignt issue that it shoulsn't be deair with without her, country ware kept basy night and day shredding ower a ton of Ervan files,
® Aright, could | have your attention please? | know all of you have a valusbie ® Goodness! The beg five sccouniting firms had aiways resisted efforts to
contribulion fp meke. Let's teke it by lurms, Yee Fang, | believe you had 2 reform the prolession, Bul after the scandal it bacame impossible to deny
guintion ... and after that wa'll hear from fgor .. thar the profession was in need of regulation. What's happened since thenT
W First of oll, I was (he Sarbanes-Oxley Act, which was signed into law in
: - 2002, S0, &3 |t was called, makes & company's CEO ang GFO personalty
Measatings Acting as the chair Rl BN e b a e ot be hoanoet Nt Rk
. Page 90, Exercise § Margaret Parry, CEO Sandham & Pery e regulatory boerd, the PCACE, with broad powers over CPA firms that
Well, | think we"ve covered quite @ lot cf tarritary for today. Ta recap briefly - USSR SRIDNA SV TH DOMH P Resond b T duafole et s
We've had 8 Iock at the new arganizations| design and | think we've oll agreed lat of CRA fams used to have, serving as both consulients and auditors.
. . ® Can you eaplzin whal was wrang with thac?
thalithe: new strugture will piovice s withimych mon fedolly ~and B Wl it's pratty hard for an audior to behave independently and onlicize
hopefylly, Ngher profits, We've slso ralksd about your new roles; and | think th : i it 5t th e i 4 e
that al of you are satisfied that thers will be-an impostant one for esch of you g dberie el il o sl oo
a company a8 B chent for it non-auditing servicas.
n the structurz, i
A5 13 the nest mesting, | think we should see sach other again around the e Snmutmmaﬂgaafﬂram@mm.
micidie of nest year fa discuss the progress we're making. Susan will ke in SESSIRAB s X o ey e vers up. humpnc Foo GRS,
: their salmries, st feast in the 15, az there's mare work to be done, but
fouch with vou on that, Well, If's besan a long day, Sut | think we've S j i
accomplished a lat. Pd like 1o close the official part of our meeting, | know that's resulted in a real burden for smaller publiv companies. They have (o
you're 8 Tired, but we've booked 2 table st & fantastic fish restaurant ang ' SO oL Ul reioy OBy WAl Tl A e
e o ot S e s
i . f, i comparses o be more
I v o, e ovdnad 3 eaysine: Lo lck yoksup.at your hotel at sevan. their books, and the canviction and hu:lp:;;umnm of executives (ike Skilling
And 50, see you this eveningl : t
and Fastow tend i) discourage managers from pushing 1hangs loo lar. But
these things ron in cycles and there will slweys be personalities wha wil
Ul'lit 10 em Just how far they can po. 4
& [ Purcell, we'll hiie 1o leave it théve. Thank you very much for voor time ...
B Thank yoi.

. Page 97, Exercizes | and 2

* Michael Barrar, Radic presanter , o .
@ Bt Wolker, Corrasiorun Talking about balance sheets: Using the

W Janet Purcell, Nationat Academy for Accountancy right terms

*  Good morning. This iz Michasl Berner lor The Lowdosur, Everybady - h.hﬂp“,lnfﬂiu! & Vijay Sengupla
[EETIRGIRARE TN COU N oF RO, RAATEN SN K W4 Tohiowad by Othar B S5a, b, we're going to have a ook at the compary’s mosl recent belance

* i Turmer

equatly unbelevable business scandals. But how exactly has & changed the
seoounting profession® Dur comespondant Greg Walker talked to lanet
Furcell, head of the Mational Academy for Aocountancy and profésso: of

sheet, as thet's 8 snapshot of @ company's linances and the bast way to
Judgs & company’s financlal health,

> 2 ) = £
acoounting af Wilmiete Linheosity, I:E;'Emnr:fu llrliﬂ E::’I:: e A L S L
& Dr Purcell, tell us what the fallout from the Snron scandal hias baen. L e H R e
) i : ; = Oh, it"s a mo-brainer. On the one hand, we've gof Ie 355815 - what e
B Enn obndausly e the whoks agoounting profession inbo & erisis, TS at = hd oak the hand. our Habiiiies - thet is to sax. what
= oiher ; iabilities - i .
Accountancy used to be a regpecied profession which policed issl!. For - PR By L
miany decades that geamad to wark Ul in the 19%0e companses came > Gotche %

under iNoreasing pressure to produce oonsislently rsing eamings and
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3 Page 100, Exercise 1,

W Let's focus on Ihe current yeer. I you add up olur curent assets, you get &
totel of £105 millian.

P OK |ust asen - Lunderstand cash and cesh equivalents. But whal are
accounts recemable?

5 That's a hunny sccounting tefm meaning the monsy owed us by our
Cistomers - which we have ta write invoiges for,

®  Fight. OK. "inventory isn't  prodlem. s what wa've got in o warhouss

B Lst's go on o fixed assets; aithough youll noliee we haven't listed them as

4 separale gategory, These are plant and machinary and land. When we're

caloulsting the fixed assets, we have to deduct the deprectation costs for

plant and machineny, sinoe they lose value over e vears, MHollce that wa
lwirys use g minus sign in front of that iem. Now add plant and machinéry
with lanc lees dapraciation 1o current assets and you gel @ grand tote! of
$132 milion

Frm with you.

Urder Tisblites' we've gof three items: aocounts payable, mxes payabie

and a figure lor bonds we've issued.

Accounts peyable must be the opposite of accounts receivable,

That's right. And thase thres items add up I $40 million.

Clear enough

Then comes the sharshalders’ eqiity, L2 what the stockholiders have

imvested in common stock. That's also 580 millian.

Iust @ second. Remembwt | did art history. I'm not very clear on comemon

Hock.

8 OF There are two types of stock - cormman and prefarred, Praferred shook
ghees anareholdars spacial rights - for axample, they can abways collect
dividends and if a company goes bankrupd, they are paid off balors tha
iher giockhalders.

The other typa & common stook. Sharehaldess with commaon stock
have valing righls byl receive dividends ondy I the company shows aood
Erowith, We hee nimver issued prafacred stock because we're @ relafivery
£mall compary,

B Vary interesting. And here's thi last question: what doss retained
SRrmnings maan?

® Those are the prolits we've remvested in the company - 512 millian. Thar
gives us & total of 572 million. if you sdd-sharsbolder equity 1o-our figwe
for labilities, you get & total of $132 millon, or just the same as total
sts. So lotal sssets equal intal fabilities and sharenolders’ squity, and
woild, wa've got a picture book halance sheet.

P Nomassaging tne figures, Vijey?

®  HNomassaging of the figures. I'm an honest sccountant!

n v

H YA v

v

Diplomacy. Breaking the bad news

@ |ohn Lightiogd, Gigmeorp

Conversalion 1 P Susan Carter, Smith iHofmas ang Wanersheo

Hi, Susan, | understand you wanted (o talk to me. Oa comain

Thaniks. I"m ot somathing Important to discuss with you,

Fizase st down. Can | olfer you a cup of coffee?

Mg, thanis, | don't drink coffes.

Wall, Suzan, just what was it you wanted to talk 10 me about?

John, I'm sad to say thet we've been reviewing vour firancial statements for
the imst yar and, and mers sre a number of figuses that don't add up,

(. Really?

Yes, The figur= for eamings is not suppartad by the ather documents wa've
had accese 1o,

That's impossisde. It was o very good year, We gll know that.

The figures in the financial statements tall a differant stary.

ANg &0 what are you trymng to tafl me? That we've been eooking the books?
Well, spmetiody could have been deliberately manipulating the numbers ar,
in this best caze scenaris, it's a mistaks.

Ang g0 what's the demsge?

You're poing o have fo restate your inancial repart.

Y8 YaTwTe

*Yave va

e

& Mo way, Do you know what this does to & compary’s credibllity? What'll
happen 1o our stock price?

P But you've overstaled your sarnings by atbeast $5 million,

& Listen, we wouldn't be the only compamy that's a lirthe off in its accodnts,
Anid you shouls ramember tal we've been a clent of Smith Haimes ang
Watershed lor a long time,

B And SHW has o very strict code of conduct.

B And if we refuss 1o 0o @ restalement

B Then | would express an adverse opinion on your statemanis.

Diplomacy Breaking the bad news

Page 100, Exercizes 2 and 3, & John Lightfood, Gigacom
Conwersation 2 ¥ Susan Carter, Smith Hoimes and Warsrshee

Hi, Susan, lunderstand you wanted to talk ta ma. De come in,

Thanks. 'm giad you could arrangs time 1o Soe me

Please sit down, Can | offer you 2 cup of coltes?

Na, thanks, |'ve just had & oup.

50, Susan, just what was it you were wanting to talk o me: aboutT

Jahn, as you know, we've been reviewing your financial statements lor the

Izst yenr gnd. unforiunately, thers are a number of figures that don't qute

add up

Hmmmh, Really?

Yz, I'm soory to say that the figune far eamings & not supported by the

other documents we've hd sooess lo,

Thai's impossitie, | was & very good vaar and we all know that.

Bur s nat quite as guccassiul &5 the figures in the finanotal stalements,

And zo what @+ you rying ta tell me? Tnat we've been cooking the beaks?

Well, there | the possibiliny that it & & detiberate misrepresentation ul we

can also assame that if was just an e

And 5o what's the demaga?

A5 an maernal auditar, | have md choice but 1o insist the company restales

the griginal financial report

& Noway. You know what this does to a company’s credibliiny? Whar'll
happen to our ereck price?

B But the eamings figure @ clearty off by at least $5 millon, I'm very
concermned about that.

& Listen, 1Nl tell you what '8 do. I'0 rave 3 ik with the CFO lomosrow
miarnang @nd ask him o check his figures again. I'm sare thare's o simale
explanation lor this.

P Yes, I'd appreciate that, john. You know that Smitk Holmes and Welersied
heve avery sirict code of conduct and something like this could have
ambartaasing cansequences for al of s,

& 0 get back to you tomermee eltemoon, Susan.

»  Thanks very much, lohn.

e YavavTae

Favse

e

Unit 11
Listaning: Tectonic shifts in the global
economy

. Page 107, Exercize 2 B Intsrviewer @ Erica Brown, Fconomics

B Weicome back. For today’s spacial repart on rapidly dsveloping countriss
we have a8 our poest Enca Brown, chief economist of (he business journal
Economics. She joing us now on the line from New York. Erica, thanks fer
sparing the time o talk bo us today,

& Hod atall

B Could you tell us what role, in your view, are the BRIC countries playing In
the: world-wide econamy?

& Well, I'd ralher like 1o talk sbout raprdly developing countries in this comtest
becauss the BRIC countries reprezsnt anly soma of them, But whan we -
Iake 3 look at these emerging economies we need 1o talk about The next



phase of globafration - globafity. This means thar we now have a radically
diffarant campetitive environment, in wiich everyone Irom everywhers
compates for everything.
OK. Could you clarily what that means exacty?
Of cousse. We used 1o have a siluation in which rich-country companias
expanded into poor countries. sutsaurcing thalr own assembly jobs, ther
Iowemr walue johs and basically spreading Westenn colture arcund the workd.
Wedl, that =5 owor now, We now have companies from rapidly devaloping
evangmies moving inta developad markete or ather emerging markots and
becoming challengers to Western multinalional corporations ail over the
i,
I'sew. And why has this change happened?
Wedl, whit's poing on at thee moment is that you see the benafits of giobal
imtegration: trede barriers have come dewn; investments, banks or
sccounting firme-are sailatde 1o everybody; talent from everywhers can
work arywhene, 5o i you were an Indian or @ Chinese company wou could
tEp into the bast rexources in the world.
50 what does the world in he era of giobalily look [ike?
Welt, in recent years we've been watching the arrival of lsan, ambitious,
rasourceful companies from rapidly developing markets. And they have
entencd the arena of globa! competition at high speed. For sxample, in just
two years, from 2004 to 2008, the number of companses from Brazil,
China, ndis snd Russis listed among the FT Globa! 500 more than
quadrupled, froem 15 to 42, 1 is not jest the Indian Tne Groue, which made
itinto the kocal newspaper headines over here in 2008 when they soguired
twe oif the Weatern flagahip oar brands faguar and {and Rover - thers are
uther pleyers fke- Lenovs. @ Chinese computer makes.
5o beating that in mind, do you think that well-established Westem
COmpanies hine to fear ion their workd izadership position?
Mol unduly. However, there are certainly a kot of threats which come wilf
glabality &0 they need 10 be aware of this

First of all, Western companies nead (o be Bs clever and cost-effective as
the indigenous companias, makng a iat mare out of & lot kss, which we il
trugal engineering, For exampie the Indian company fafz Metors is hera on
the: fiorefront with iis "people’s car™, the Manc, This car i nat just the resulr
of uting cheap Indian sngneers and it is cartainly nod aboul scoepling kwer
safety standards. In fagt, the company used state-of-the-art virlual design
technology and what they came up with i this truly innowvative car. It wll sedl
ke hodcakes i olher emerging markets because the people there need a
cheap alernatve to the motorcycle when travelling with thedr family. 5o VW,
for sxamaple, which 20ld more care in Ching in 2008 than it sold in Germsany,
will certainly be pul snder pressure by the Mano
Right. | ==&, 5o
Can | also add here that anather impartant obstagle is the mindsel of
Western mullinglionaks. I they think they can deliver the sama old products
to the developing world or just focus on the well-to-da urban consumers,
they will miss oul on the mass ponsumer markets thal ae emerging. They
need new business models like Airfel, the Indian market lsader in the
mabile tedephany market. AirTed charges the lowest prices in the world and
by dosng 50 they could fake advantage of the millions of peor congumers
which India hes. At the seme tUme they are hugsly profitabls becauzs they
naye autsourced their operations 1o big multinatonals e B,
Right, =0 v Ihere hope for Western multingtionals?
Oh sure. There are huge opportunites lying ahead. And the multinationals
have heard he wake-up call and ane non meving swillly, becauss their
traditionai markets in the West heve become seturated, Ganaral Diactric iz
& good example hare. Since they launched their grean rectmology stratogy
thiéry have been collaborating ciasely with the Chinese goverrment to
provide the much-needed electriclty lor the ceveiopment of the rural areas,
Sama strategy with Vistnam's povernment: the country 1S facing huge
problems in willer, oil, energy, @viaticn and rail, and CE has sophisticeted
products to el in all areas,

And just one mone thang if | may: Westerm oompanies still have a-strong
lead in managarial skills, marketing and RED. I they concantrate on thase
strangthe they will siay compatitive for a long time.

B

. Page 108, Exercises 1 and 2

W [see. Well, much as 'd like 1o discues this further, time has bezten us, so
unftrisnately we'll have to Eave i thene. Thank you very much for
anzwenng our guestions and finishing off on such a pasitive note, Me
Brown. Gacdbye.

8 Goudbye,

Describing trends: Economic growth
Liniversity iscturer

When wet (allk about the BRIC countrias we always place special emphasss on
their impressiee growth rates. Bot ani they really that impressive?

Let's fhave @ closer faok at China and India.

China's GOP prowth rame rocketed to o (9% in 1992, from just 3 8% in
1990, But the country couldn'l reathy maintzin this high rate, First growth
dechined graduslly bul then, In 1954, it startad 1o fall dramatically and reached
& low of 7.8% In 1998, As you can ses, there was quie & strong growth i the
foliwing year, bul growth quickly returned to around 3% in the Tollowing twa
years, But then we could 2« 8 steady incraase n GOP growth to 10% n 2003
which stayed at this evel for the following two years and then syrged to
anoiher peak of 13% n 2007, Needless to say. dus to the worldwide aconarmic
crisis the prowth rate has fallen dramatically ang s expected to fall even
further, although &t a more modest rate.

My next side shows Indin's economic parformance, which ks quite ditfercnt
A5 you can sea, sipecially at the begmning of the 1290, In general ndia’s
figuress wore consaderabty bower than Ching's,

Starling with an impresaivm rate of 5.6% in 1900, growth plummeted by
ever 4% to argand 1% in the following yesr, However, 3% you can see here, the
Erowith rate recovered and reached the level of 1990 again in the following
year, Fram then on Indis enjoyed steady growih rates up fo almast 8% m 1996
LUinfortunately a perod of ralher unsteady growih sel in and lasted till 2002,
when aconomic growth hit another kow of 3.6%, This was a turning point,
thowgh, becauss India was also able o benedit from the recovery of the
wriwide eomnarmy, which wiss rellected by a boost in growth of-almost 5 to
E.5% in 2003 and to 9.7% in 2006. In 2008 Indla was alsa hit by the economic
crigis, &0 growth has declined sharply and could reach 5% in 2009

Unit 12

Listening: Setting up a business

Page 115, Exorcise 3 # Michasl Banyon, Interviewsr

P Rcbecca Bright, Sorefire

& Someone sk who's taking adwontage of Combrigee’s envirgnment for
high-tech business s Bebacca Bright, Sha's a PhD studént whase propoeal
far & new eoltwara security product won the university's technolagy
enirepraneur prize four years-ego. The product makes remobe access fo
NECWOFKE MOre Bacuse but works in a technicalty simple way. So hdw (4 the
development of I business going?

B I've st up and registered the company, under the brand neme Surefine,
We've got a prototype ready and have dane our market research, 5o we're
almost ready to go, bul before the launch, we have to finalize the sales and
merketing strategy. | expect us to launch inabout six monthe' time.

@ And hiw have you fundsd the business so lar?

P Basivally, we've used our own money 3o far We've been working on s part-
timm basis while continuing our everyday work or ressasch. Bus wa'ne now
looking fior external investment fo fund salary Costs and Other oworheads,

& Launching a new business in the middie of & recession sounds rigky and
maybe sven scary, Why are you daing this rather than taking a aafe job
with @ bag company ¥

¥ The truih s, in this business envirorament, nething 1s safe. There are faw
wall-paid pobs that offer ang kind of security, 8o | think it's worth parsuing
wour drmam, 1 mene Do and 1o ieasming shlls that wll be asstl
emywhera,




Using legal terminclogy: Describing a
company’s legal structure

I ., Page 120, Exercise 3 Adrian Harria, Draam Cars Eroge

156

Hi, ry e o5 Adrign Harris and I'm the disector and codounder of Oraam
Cars Europe. We rent out koremaly Eh-spec cam, such &3 Ferrans,
Lamborghinis, Benlieys and Aston Martines on short-term and long-ienm laasaes.
Thwe compary™s grown organically because wa've imestad sl our profils and
now it's & E4-milllon business with a fest of 22 cars and offices in Londaon,
Pare and Madrid

We decided to keep privite [ability at rero bacauss we koow that the
succeas of dur business depends a ot on the stale o the economy. All of us
here fegve o business-dagres, so fulfiling the reguiremeants of the Companias
Act s no problem,

Althaugh all of us share the passion ol deiving around in a wonderful =ar,
we raver know if we might get fed up with the business ona day. Ve're still
uncer 30, you ses. 5o if one of us laaves the pompany, wi won't need io
dissoive if

¥ Kan, & Babby, Skafeboarging som
® Hiys, we are Kenand Bobty -

u Hiya

P owners of the company Skateboarding.com, We bacame friends a1 law
schoel and started & bleg and & simple T-shint line. Now Skteboardng cam
o worldwice shatehoarder e siyle and clothing brand with an online
rmagaone, Our revenua last vear was £2 million, wasn'n it?

B Yeah Wall, we're not &0 much mio running @ buesiness — we're more
inferested in bringmg together like-minded pecple and cammunicating
ioas ..,

L

B 50 the form of the company we choss IS assy 1o ren. We cradit much of
CUF SUCCREE t0 our indepandencs; don't wa? And we're the perfect matoh,
yous angd me.

B Yeah. My ideas and his skills,

Wall, | 400’1 know about that,

Eut thers i5 an slemant of risk - if one of us ever geta into financial roublke

which could affect the company, the othar one has 1o step in with the

private capital. So we hope this will never happen, don't we?

W Yegh, We don'l -

Helen Stusrf, Stusrt Homes

Hi, my rane o Heden Stewrl. 1'm the gwner of Siar? Homes which salls my
product "Clock-around-the-roam™ online.

| inwentad the Chiok on whesls when Lwas o studind sl Sterfing but it wes
unly when some tach boggers stumbled upan my invention online thar |
started cansidering the aption of bacaming an entrepreneur. | could have
icensed if out tut | couldn'l bring myset! to grve up conirol. On the other hand
I'm an enginzer and ot @ Dusiness person, 40 funning & butinscs nesds 1o be
vary simple lor me. )

| weas luciy enough o hawe She necessary capital of ZB0.0D00 raised by my
tamily, | den't think that IS go banknupt, theish, backose He ke for
gadgetry is huge, S0 'm not running e ngk Mat crediors will 3o after my
privale property.

Gareth Evans, Maretingoniing com

Hello, my name 15 Garsth Evans, My twie brother Les, our busingss pertmer
Ehys Morgan and | founded our markering firm whils we wers atill students
with a £100 (nvestment, wihch was just enough 10 sy for the Tinst month's
web nosting fees. Dur business modal is simple: we help companie: scguirs
custarners oniine by bullding an inexpanzhe onfine marketing campaign
Fuatfill that demand. Last year we had réveraes of £5 mallion and we expect 8
100% growth rete for this vear. So we're dolng pratly wall,

Bul now we'd like to expand end gt into the-market of sleztronic gift
vouchars. For-this we need af l2ast £10 mitian, & sum which none of us can
raese. 50 we have sl changed he legol stracture of our company in order to
migke it possible for cutside imaestors to buy shares, Bacause of thiz changs
iwe hiwe 1o mest new obligations. For eExampie we now have b0 disclose
finangis nformation about our company and we have (o pey corpomtion t



Alphabetical wordlist

sb = somebody
sth = gsomathing

o

abraast, 1o keep - of ath 77

abundance 137

academia 547

1o accelerate 137

1o access sth 37

accessible 34

accidental 75

1o scclimatize 13

o sccomplish 15

sccomplishment 75

0 sccount for sth 37

account: current account 75 fined deposit
account 75 savings sccount 297

accounts, 75, sccounts payable 5. accounts

receivable 08
accountability 55
0 be accountable tosb 42
asccountancy firm ¢

accountent 74 Certified Public Accountant/

CPAEES o5

accounting 7T; ¥4 accounting company 17

o pcoumulate 74

sccumulated amortization =9

sccuracy ©7

accusation J&T

o accuse 57

to achleve sth 17

achlevemant, &

1o acknowledge 5/

acquisitien /00

scronym (4

act #77 tobe inonthe act 177

Ioactup J%T

action: class action suit 5/, course of
action 07, legal action 50

toadapt sth 17, loadapt tosth 175

adaptable 7

adept 35

adjournment 57

0 adjust &

sdministration 77,

admiration 50

o adopt 557; to adopt(m palicy) 53

Adshel 77

advanced industrialized economy 104

advantage, io take ~ of sth 25

adventof 57T

adverse opinlon /00T

o ndvise ?

to mdvocate /P

to affect 35

affirmative /7

affardable &7

agency: advartising agency 5, emsculive
agency |17 governmental agency 857

aggregaled 34T

agreamant 53

agriculture 57

alling 57

toaim atsh &7

alr fare 15

albelt 73

allenation 55

all-around <4

all-out price war 35

allegation /7

toallege £3

allegediy V¢

plliance 5’

to allocate (capital] 17

o alter 72

plumnus 117

o amase 73

smateurish &57

ambiguity 54
smbition #¢
embiticus 17
ambush &¢

to ambush d¢
amenities o7

o amount to ath 357
annoyance 45
annoying 7907

annual 77, annual meeting B8 77 annual

sales .75
o anticipate ath &/
anticipation 7
to ba anxlous to do sth 77
apology 75
apparel BB 35
apparent, for no = reason 27
appeal 5
to appeal tosb 34
appliance <7
applicable, not = /N.A, 77
applicant 4

application BES -

ioapply for sth 5 1o apply to sth 7€ o apply (a

taw) 75
o appreciote sth ..
approach 5
o approach sb <0
appropriste S
spproval of the minutes ¢
o approve 77
apron 55
arms: o be up in armas aver sth 5
armament 57
array 5S¢
artificial 53
assembly
assembly ine 55
o aEEert 44
sisedsment |57 assessment
procedure 5° self-assessment 117

afsetis] 79 asset management 75 current

agsels “5 fixnd awsets 727 Intangible
assels Y5 nel langible asaets 77
assignment [0
assoclale 7
o assume 53
assumption 77
10 assure sb sth 57
assuring =5
ATM 57
o atiach sth 54
o atlain 47
attendance 55
o stiract 57
[ be attributable to sth /4
losedit B7T
suditing procedure 51
suditor 25
suthority 73
svailabla ¢
average F
aviation 17T
o be mware of sth 8
warenass |13
awash &7

B

backlash 1

backward <5

badge ¢

bake sale 157

to balance 54

balance: balance of payments
deficit 45, balance sheet 3/ off-balance
sheat P4, on balance 44

balanced fund 757

balminess 47

ban 73

icban 72

bangle 42

bank statement 17

bankruptcy 77 bankruptcy pratection &¢

bar, to ralse the - 53

barchart 3¢

bargain 3¢

to bargain 7°

bean-counter 5

tobear 73 tobear inmind 1077

beggar 1.2

behalf, onsb's = 77

behaviar 13

belisf 59

beneficial &7

bensfit ', Iringe benefits 15

o benefit 1

beyond 14

biannual 702

big-box retailer 34

Bill of Lading 45

biliboard 457

billing 29T billing address 287

bland 73

blank 24

o blow the whistle 75

blue chip 77

blue-collar employes 77

board |of directors) 5': board room 257
corporate board 92

o boast 41

bohemian 71

bolt 55

bond 77, governmentbond 7o long-lerm
bonds issues F5; 1oissue bonds 77

bonded storage 477

bonus 124

bockkeeper 74

bockkewping

boost [0¢

to boost returna 22

beredam 5

to borrow 52

borrower 60 borrowing fee 57

berrowing rate 50

bottienack 105

battom line &5

bound for 477

bow 25

branch 3

brand 35 brand owner 35

branded goods 35

branding &5

break;: 10 break sthdown [54; (0 break the
news 00

breakeven |17, break-even point 174

broakup 137

bricks and mortar store 347

brief &

bright 17

broadband services 7d

lo broaden &¢

broker 77

brownfield site 20

buck, to pass the - 45

1o buck o trend 32

budget: budget deficit /37 budgetplan 75

o budget &2

to buffer 77
bullding block &7
burden 73
bureaucracy /05

business: business dealings, 5.7
Business Economics P business
incoma 1/°, business proceds

outsourcing / BPO 47, Business Studiss ©

(genaral) business unit 207



o buy b out 127
buzz 487, buzzword 557

c

1o call sthoff 74

caller volumas, high ~ 33

campaign 10

campus 77

{ocancel a contract 30

cancellation 140

cepital: capital expenses /00, capltal gain 77,
capital surplus 77, working capital (/6

tocapture &7

cardboard 35

career counseling 77

cargo 47

carrier 48

tacarry out sth /0

cash: cash and cash equivalants 75, cazh
flow #¢

cashier 40

cashpoint 29T

catalyst 177

to catapult 17

1o cater tosh 347, 10 cater for the needs (of
sh) &7

cautious 78

celebrily endorsement 457

cemetery 73

certificate 7, certificate of origin 457, doclor's
cortificate 140

certified public accountant / CPA B 75

I chair (o mesting) 54

chair{person) 57

challenger [T

Chancelior [of the Exchequer) &

characteristics /4

charge: extra charge 25 deferred long-term
aszet charges 77 deferred long-term
llability charges ©7 freight
charge 4%, initlal charge 75 incharge
of 4. safe custody charge 75

tc charge sb (a price) 27, to charge (s credit
card) 2o charge sb with sth ¢4

chart 35

to chase 3/

check, to keep sthin = 43

check-cut 37

chief accounting officer ©5

chiaf executive officer / CEQ 47

chisf financial officer / CFD 47

child labor H7

chromium 11/

to gite sth as sth 73

cilizen A3

city: city council £1; cily dweller 7
city hall 257

claim TN

clash 77

class action suit 57

o classify 75

clause 163

clientele 347

cloth 24

iz be clued in on sth 28T

clutter 47

code of conduct 100

cosrcion 857

coercive §57, coercive power 84

i colnclde with sth #4

collapse @2

weollapse £5

collection of taxes /¢

collusion 9¢

Columbue spirit /4

come: v come a long way 30T, 10 come down
iie; 1o come looss 51

command 24

commerciak commercial
inwoice 437, commercial paper 77

commission 7. commission of an offence /03

o commit &

commitment 7T, &7

commodity 45, 105 commodities
products 77

Commeon Market 53

common stock P2

communicator &¢

community service ¢

o commute 2d

company: company secretary /9, company
structure /¢ private limited company / Lid,
S /19 publiclimited company / PLC 25
1% Companies &ct /%, Companies
House 117

o compensate sbfor sth 25, 10 compensate for
&th 57

compensation &

competition 7T

competitive environment 107

competitiveness 47

competitar 14

10 eomplle sth 17

o complement 57

completion 55 completion date 27

compliance 57

compliant 57

o comply with (&7

o comprise 37

o conceal 74

concern 23

concession 50

conclusien 45

concrate 77

to condense /5

1o conduct anesalf 22

conference call 72

1o confass &

confirmation 32

conflict of inlerest 777, conflict-of-inlerest
issus P4

conscientious [/

conscientiousness /T

consclously 17

consensus §

consideration, to take sthinto ~ 75

considersd, to be - sth 14

consignes 45

consignment 45

conspiracy 74

loconsull 1S

consultancy 1§

consultant 17

consumer J7 consumer credit 75 consumer
protection 57

to contemplate 57

contemplation 03

contract, to cancela - 30

contraction /37

contrarian 77

contrary to sth 46

contrast, by - 44

contribution |3

contributor /05

contraller 54

contraversial &

convenience 35 convenience of location 25
marriage of convenlenca 20

convenienl 347

conventional wisdom 77

comveypor belt 55

comviction 27T

1o cook the books 22

corporate: corporate board P2, corporate
fraud 7

corporation 44 Corporation IS 119
corporation tax /¢

corrugated steel 2

cost: cost managemant, /¢ labor
costs 104, running costs 50, cosl sl /7

to cost an arm and a leg 457

counsalar ¢

to counter sth 53

counter tosth 37

countercurrent 55

coupled with 23

courage %4

course of action 19/

courteous #¥

cower: [0 cover up P03 [0 covera lot of
territary 907

cover letter SIS 7

coverage dF/

covering letter B 7

crang 477

crate 477

credibllity &¢

to credit sthto sth /207

credit: credit crunch 757 credit
rating 74 creditrisk 75, oncreditterms 113

creditor 74

creditworthiness /04

tocreap 73

criminal penalty 107

critic ds

1o cross @ watershed <5

crucial &

ta crunch numbars ©5

crushed 7T

crying jag 13

cubic 47T

to curk 50

currency 7% currency futures 7

currant current accounl P97, current
assets 7

curriculum vitae / CV S5 7

o curtsil 47

tocushion 5S¢

customer: custamer base 37, [0 grow one's
cuslomer base 37 customer inquiry =2
customer satisfaction 570, customer service
28 gustomer surwey ¥

customiration 457

customized 7

customs 47

cut 35 cutend dried T3 cut-price operator
35 cut-throat competition &57

cycle 357

D

detabase

dated &77

desdline 7

{0 deal with sth 10

dealings 74

dean 77

to debit (a bank account) 32

debitcard 42

debt(s) 74 dabttrap 4.
to restructure debt{s) 45

dabtor £5

decade J&

decal 55

deceit 95

deceptive &4

decisior-making 10

o decline 77

o decrease 05

i deduct PST

deduction /00 M

o deem 82




deep end, 1o get thrown in atthe - 4¢
ndefeat 25
deferred 2, deferrad lang-term asset charges

#5; deferred long-tarm liability charges 27
deficit: governmaent deficit /05 balance of

peyments deficit 45
deforestation /05
degree o
io delegate &5
deliberate &4
delicate #07T
delivery address =5
demand (87
democratic check 0%
demographic @57
denomination 7
to demy €77
to depict 37
i deposit (money) 07
depreciation: less depreciation 27
deprived 557
desart 37
deserter =2
desertification 105
desired /P
detained 477
o detect 5/
detergent 38
| deteriorate 23
determination /4
o determine 5
determined 7
determiner /05
detrimental 42
devaluation 7
device 207
todavise (15
o devole sthto sh 25
diamond 24
digit 24, double-digit 104
o digitize 47

to discourage sb from doing sth 077

discretion &

disgrace 24

o dismiss sb 25 0 dismiss sth as being
sth 50

dismissal /8§

o display 34

disposable income 7

o disgrupt 52

o distinguish 557

i distribute 40

distributed power 24

distribution 75, distribution channel 40

distributor 40

diverging 53

dbvidand 7=

divislon £5; division of labor s

I o Away with sth 307

doctor's certificate 10

domestic 2% domestic partner /7

domiciled 57

o donate (13

1o double-check 73

to downscale &7

downside 77

downstream process 5

lodraftsth & o drawsthup /5
downturn, economic = (&7
dragon 172 -‘sdan 177
drawback ¢

todrife 25

drop <4

drop-proaf 587

to drop cut of college 1%
to dub 175

dubious @

o duct-tape 54

dull 587

to dunk &

durability 557

durable @7

dust-prool 557

duty 47

E

earnings 77, esrnings report ¢4, relained
earnings 78

ease of handling 477

vconomic: economic downturm /57, eeomomic
growth 45 econamic slowdown 47

econony: advanced industriatized
economy |04 sconomies of scale 5

editor-in-chief 7

education P

egelitarian 45

o oeke out a living 117

elderflower 7/

embarrassing ©d

o embrace sth 57

io amarge 73

emergenca 44

emerging ecanomy ‘market,/nation 104

1o empathize 75

empathy 5

13 emphagize 40

employes turnover 77

empowerment 55

toenable 44

‘v engage in sth 20 to engage sb ¢ 0 engage
sb in 8 conversation 50

engaging o¢T

engineering <4

toenhance sth (7

enlightened 72

1o enguire (sbout sth) 20

enguiry I

toenrcll sb £0

enrolled 41

enroliment 0

loentail &2

enterprise /04, foreign invested
enterprisa / FIE /04, small and medium-
sized anterprises / SME 115

enthusiasm /T

mrabuasiastic (et wiing 05

[0 entitle sbtosth 77 to0 be entitled to (deing)
gth 24

entity 7%

entrapreneur <77

entrepreneurial spirit 114

entrepreneurship 115

entry /03 snd-of-period entry 54

environmental 77, enviroamental otficer 70

equity <3 equity fund 77 return on
equity 7 shareholders' equity 95

o wrect 72

essentials o5

o establish 347, o establish oneself 35 1o
establish rapport 50

establishment 3

astimated 77

ethic(s) A

o evaluate ¢

10 evalve A3

tnexcesd 75

escerpt |4

excessive 557

exchange rate 7% exchange rate
adjustment 105 exchange rate
fluctuations 75 flosting exchange rate 105

o emclude 5

executive: executive agency (17 executive
summary 115 executive vice-president £7

[ exemnpt sth from sth 73

exhilarated /3

&%
expense(s] 75 expense account ¥
experience ©

i experience a satback 27
experlise &3

expiration date “47
explicit &5

toexploit 12%
exploitation 44

1 be exposed to sth 477
exposureta od

extarior 54

extra charge 25
etraction 05

eyesare 71

F

FRA sarvices 1)

face value 77

to facilitate 55

facilities 34

faction 5/

faculty @

fallout v

to falsify 07

to familiarize oneself with sth 77

feasible 17

feature 55

i0 get fed up with sth 1207

federal offence /03

federation 43

fee 87

fen 115

fictitious ¢

to field questions 0/

Field research <7

fierce 7T

figure{s) 2. o massage the fipures 25

to figure sthout 47

to file &

File 13 &

film editor &77

final exam 77

finsnciak financial future 77 financial
provider 27 financial repart ¢4, Financial
Services Authority 57 financial
statement (3

o T 103

finished parts 54

first-hand 44

M as7

fittings 73

fined: fived assets 797, fiued deposit
account 79, fixed interest payment 77
fixed-income fund 77

flabbergasted 73 .

flatmate 50

flattering 76



140

flaw 5!

fleet 47
floating exchange rate 105
floor apace 347
flourish 53

to fluctuate /'O
fluent 0
fiyposter 73
foam 487
focus group 457
tofollow up 11d

food polsoning 12/

focthald, to have s - 43

footing 57

force &5

to foree ab out 3¢

forefront, on the = 1077

to forego &

forelgn: forelgn direct investment /FDI 104,
foreign invested enterprise / FIE 105

foreman 23

foremost, [0 put sth = !

forerunner 50

to forge a path /7

forged &

frugal 07T, frugal engineering (07T
Tutfillment 5&
o fuel 105
Lo fulfill 18T
fund 77 belanced fund 73, equity
fund 77 faed-income lund 77, money-
market fund 75 properly fund 77
tofand 105
funding . 115
funds 77; pensionfunds 74 [0 ralse funds <3
to furniah 173
furnishings 2
futures [contract) 77 currency
futures 75 financisl futures 77

a

gadgetry 1207

gain 35 real gain 57
garden courtyard |18
gear 3¢

gearing S 2

general: business unk
[GBU) 0T, general ladger maintenance [07:
goneral marchandiser 547, general
partnership /¢

to generate (5 t0 generats interest S0
to generats rapld sales 35

generous 13

got: 1o get hold of ab 20; to get Lo grips with sth
75T

gift voucher (20T

ginger 1

give: 1o ghve sb thenod 123, 10 give
notice 50 (o give preference to sk 4] 10 ghwe
sb a rundown on sth 55

o glare 35

glering ©77

o go down well 25

global warming 50

globality 07T

glossy brochure FO

goods: branded goods 35 manufactured
goods 45 soft goods <77 toostock
goods 35

o govern 52

government: governmant bond 7Y, governmant
budgetary constraints /05 governmant
deficit 105, government services 45
government spending 05, governmantal
agency A5T

1o grab 7T

grabs, to be up for - 127

10 graduate from high schoal 7

graduation ¢

grant &1, 75

o grant 75

grassroots 59

grated 56

greed od

grid 117, offthegrid /12

grip: 10 got to grips with sth 757, 10 loss your
grip 38

groceries 35

grocery wlore 33

gross domestic product / GDP 44

ground-breaking &7

1o grow one’s customner base 37

growth 187, growth market /57 growth
rafe 38

grudgingly 3/

guarantes 57, - arrangement &0

guarantor 57

gulded misslie 52

gut fealing /4

H
habitual &3
to haggle 75
tohand in 22, 1 hand in your notice 22
hand-lettered 77
to handle ath [0
handling <7, ease of handling 47T
hands-on 17
harbor basin 70
to harden 55
hardensd 54
hard-working '
hassle 74, hassle-free &0
haulage company 477
head of buying 55
headquarters T
hesith care 115,
~ cosl management 115
heartland 35
o heave 7T
tc hedge 77
hefty prize kitty /27
high: high net worth 77 high-profile 172
high-spec 1207
o highlight sth 8
hike 105
to hinder /05
hinge 5&
hive 123
HM Revenuas and Customs /7
hoarding 72
hold, wo got - of sb 70
homemakear <7
hooked: 1o become = on ath 65
hospitality <¢
to hoat 7
heatility 57
hotcakes, to ssll like 1077

housing: housing project 70, housing
subsidy 7T

Human Resources 4, human resource
mansgement 174

1

illeracy 105
iliterate 05
imagination 7
imminent 74
impact /5
Impactiul 173
o impade /03
impediment &5

{0 be kv on the act /27
Incentive ff. Incentive program [/d
inclination &7
income: business income 'Y disposable
ingome 75 flued-income fund 77,
nit income before tax 175, real
income 55 source of ingome 75T,
o mowve up the income ladder 45
inconvenience Z97
o incorporate 120
incubator 53
toincur ¥7T; loincur costs 75
i Indicate 587
to be indicative of sth 75
inditference 3!
indigencus 107
industrinl business menagemaent assistant ¥
industrialist 57
industry 17
inequality 45
inexpanshve 1207
infant mortality 05
ioInflate 75
inflation, rate of - 74
inflow 05
Influx 4/
toinform (13
Information flow 557
M
Inhabitant <4
Inharent 55
Initial charge 7
Initial 1
Initistion 55
Innats 14
Input materisl 54
ingider trading ©5
2
1o insist on ath 37
insomnla L3
inopiring 12

interest 7. Interestiree 75 interest group,
105 interest rate 74 Interest rate cut &

to Interfere with sth 73

interference 07

interim store 34



Intariar 12!

Intlrn- 7

iz Intern 7T

International Monetary Fund 57

internship B8 ¢

o intervene 77

intastinal parforation 5/

intricata 55

Intrinsic value 57

invader 25

invalid 257

inventive 77

Inventary 55

Investigation &4

investment: investment criterla
investment trust 7/, foreign direct
investment /FDI "4, returnon
investment 74

1o Invite sth 52

imvoice 727, commercial invoice 457

to inwolve sth 157 to be involved in sth <0

ironore |37

fssue 7T

toissue 227, ioissue [bonds) 77

issuer 77

em 35

J

o be |aded about sth 33
jull #4

o jeopardize 52

job interview 7

jaint 50

to jot down 18

judge 22

Jurisdietion 113

K

keep: 10 keep abreast of sth 77, 10 keep an épe
on sth F5 to keep sthin check &5 1o kesp
track of sth &<, o kesp up with sth 7

key: key component 12 key role 50

o key sthin 287

kmyatroke 32

kick-off meseting 28

to kit sb out 24

knowingly 103

knowledgeable 27

L

labor: division of labar &4, labar
costs M4 child lsbor &1

lack 14

i lag behind sth 105

land P5

lasting interest /04

launch &6

tolaunch 07 tolsunch sth 35

law: law enforcement officer 103
law school 20T

lawful 103

lawyer 30

layer &35

lend level 50

lewd time 55

lean 55, - menufacturing 55

lease 57 afreshlesseof life /17

leasehold improvements /4

lecture 36

lecturar 3§

ledger, general - maintenance 0/

legal: legsl action 33 legal challenge 72
legal structurs |17

legislation 1%

leisure tima /4

lending criteria 2/

lengthy procedura 105

lettering 73

leverage BB 7/

limbility 57; 77 lisbilities 95

1o b linble 977

libaral arts ¢5

1o licanse sthout 1207

life: life expectancy 105 e insurance =0, life
span 78

likelihood 13

like-minded 5°

limalight 557

limits on trade 44

toline 72

line manager 557

liquid 74

liquidity 7

Iiterally, to take sth - 557

toliveup towth J57

livelihood 103

living expenses 72

load sequence 477

loan 7% totakeouta loan 75

to lose your grip 5

logs 557, loss-making 105
low-skilled wages 57

tha lowdown on sth #7
lucrative 73

M
mergers and scquisitions / MEA /(2
machinery 10

to maintain 2

major ¢

o major insth 12
make-lo-order production 54
management fes 75
manpower 47T

manually 5¢

to manufacture [§
manufactured goods <5
manufacturer @
manufacturing (sectar) 4
market research 557, markel researcher £4
market share 75

marketing effart 54
marriages of convenience ¥
0 massage the figures 75
maternily lsave 17

malure {15

maturity 6 maturity date 77
mayor F7

meaninghul 12

means 44
measyre, a = of sth 54

v measure 04

measurable 70

measured creep 55

medis coverage /'’
medical bill 7

medieval 15

o melt down 55
merchandise 347
merchandiser, genaral = 347
o merge S°T

merger ¥/

mesh natweork 547

milk reund 127

mindsed 107

mining 155

mimarity intarest 9%

1o mint money 43

minutes &7, approval of the minutes &9
minute-taker ¥
miscellaneous /Misc 59
misleading @4

misrepresentation 1007

to mies out on ath 07T

migsion statemenl 114

modest 137

10 modify 70

mold 55

mom-and-pop store 34

monetary 7T

money-market fund 7

o monitor 23

monktering 57

mood 3

mortality: mortality rate 105
infant mortality 105

mortgage 57

motion 55T

= mount 37

mug shot 24

municipal government 4/

tomutilate 103

M

narrator 25

o narrow sth down &
national borders <<
natlor-stata 55
nathve 55

natural gas 105

net: high net worth 77, nel income before
tax 115 net langible assots 79,
netvalue 75

newly industrializing economy 45

niche: niche markel 57, niche markeling &4,
niche product 4/

nightmarish 75

nimble <3

Nobel laureate <

no-brainer 94T

nod, 1o give sb the - 123

nominal value 77

non-governmental arganization / NGO &

notable 5¢

notioe 05, toglve notice 30, 1o hand in your
notice 73 notice, short 700

to notify sb 28

notion 47

notorious ¥

novice 77

nuisance 31

mat 55

nutrition &¢

nutritious 0¥

nutshalk i putitina = 527

o

objective 127

obligations 24

to observe 7

obatacls 07

to obstruct 1032

to abtaln 7T

tooccur 18

off: off the grid 115 cfftherack &
oHf-balance ghest 05

offence P, federal offence /03

affice management 7T

to offest sth 57

affshore- 10!

to affahare 107

offsharing 37 '

onshare 10/

Li-1



162

open house P00

1o operate 0

operational language 37

operator 477

order intake 54

organic T

organically grown 40

fooptforsth /7

outcoma &7

to cutduel one another o

outlet 34

to be cutnumbered 44

to outparform 387

output 23

outright 3/

outsourcing 37

1o owerbill Z8T

to overcharge sb

10 overcome 15

overdraft 57, owerdraft facility 72
overdrall Hmit 75

overhead power line /2

overheads /15

overjoyed 7

o oversee |4

oversight #5

o gverstate 1007

[oowe 30, i0owesbanapology JFT

owingto 05

ownership: part-ownership 77
partisl ownership 2.7

P

pace I

packaging &4

packing list 43T

padding 45T

paddle 5&

pakd leave 2

pabs 11/

pallat 477

panal: panel discussion 7
panel of judges Loy 177

part 27

partial ownership 27

particularity 27

parlisan (27

part-ownership 77

partnership, general = 117

pass:iopassalaw 72 10 pass the buck &5

passionate 7 tobe passionste about sth 127

paternity leave 7

patience 27T

{0 patronize 47

pEy: pay cut &, pay-by-performance 23

payment: fixed interast payment 77
balance of payments deficit 45

to payroll sb &1

paakc 08T

panked cap 24

pRers oo

palletized plagtic 52

panalty fea 75

i panstrate o7

penslon funds ¢4

per capita 57

percentage 7 percentage increase 04

o parfarm 70

performance 15 performance ratio /17
pay-by-performance 23

porks 15

permanent contract 13

permission 77

o perpetrate a crime 103

persistence /4

personalized 37

personnel [department)

pesticide 57

pat (subject] /04, pet pesve 9

pharmaceutical i

plck-up service 47

o phek up 105

pie chart 38

pile &

o plle 35

pilfering 47

v pinpoint sth 50

(o pitch tosb 127

pitfall 52

o place sk somewhere /7

plant 3. plant and machinery 25

i plead for sth 5/

io pledge 35

pledging srrangemant &0

plumbing supplies 27

to plummat 1087

to plunge 157

point-of-gala,/POS 42

1o point ta 7

1o polica #7T

policy 42

politenass 23

pollution 72

polystyrens J57

potyurethane 257

population density 70

pert 47, parl of discharge 45
portof loading 45, port of n 46T

pertfalio 7T =Y

posh 24

topound 54

poverty <4

power: power consumption 587,
coercive power 54 distributed power 64

lopraise 13

precious matal 77

predecessor 557

predestined 77

predetermined 77

to predict 73

prediction 73

predominantly <C

prefab housing &2

preferred stock ©57

prediminary 25

premisa 53

i ba prapared to doath 5

president of the board 57

to prass sb 40 o press ahead 7

prestighous 157

pricing strategy /7

tn pride anessil on sth 347

primary: primary data 44,
primary product 105

prime 347

prior 75

prison sentence &4

private: private consumption /05 privete
limited company/Ltd, S /¥ privately
heid '8

probationary pariod 12

to probe 50

procesds 127

process, downstream - 54

12 process 7

processing stage <

product supply FOT

preduction: preduction
[department] ¢ production cycle
35T, preducticn facility 23 preductionin
sequence 54, make-to-order
production 34; pull preductian
method 54 push production methed 5¢

profession 77

professional journal 44

professor of production cperations
management 55

1o be proficlent in (a language) ©

proficiency 0

profit: profit margin J:7 retained
profit (20 toturna profit (17

progress meeting 52

prohibited 77

projection 54

proliferation 85

promising &

3 promate sth 53

promation ¢

premotional discounting 50

10 ke prone to sth 557

pronounced 111

1 procfread 20

i propel |7

property . property development 20,
praperty fund 77 property
ownership 4. property right /05

proposal 487

v propose 77

progpect (of) S6T. prospects 35

prospective 7

prosperity 557

protectionlsm 45

prototype /15

proverbial 55

provider 27

provision 5 o make provisions 78

public: public limited company / PLC
E= /% public sectar 1105
publicly traded 2o

o publicize 117

pull production meathad 54

o pull aut 35

to punish 57

purchase i5 purchase invoice &4

to purchase 77

purchasing (department) ¢

purchasing power 15, parity /04

0 pursus [a policy) 55

pursuit of objectives 174

push production method 54

put: 10 pul astrainongh 12 Dputitina
nulshell 577 10 putsb in the picture 457; 1o
put sth foremost &/, 10 put the squeeze on
sb F4T

pyramid, bottom of the - 112

Q

o quadruple 1077

quarter 94

1o question sth 73

guestionnaire =7

quitting time 37

quota 45

o quote: o quote sb 45T, @ quote 67 1o be
quoted on B stock exchange &/

A
rack, off the = &
rage, to be all the = 127
rald 85T
torakae 17 1o ralss the bar &3,
o raise funds <35 ‘o raisa money 77
range A
torank 15
rate 45, rate of inflation 74, savings rate 7
rating 40
raw materials 43
resch /7
resdily 73
randjustment
real: real gain 57, real income 57
real wage <5 recall 57 b
1o reasssrt 05



torebound 77

1 recall (products) 51

recaipt 57

recelver a0

rechargeable hattery 797

toreckon 35

record 37

i0 recaup (maney) =5

to recover 1057

recovery 06T

recruit 74

to recralt 446

recruiter 7T

recruitment 7

rectangle &5

red, (v be inthe = 737

redesmable preferred stock #%

redevelopment [0

redundancy /&

redundant 557 tomake sb redundant 557

reference 7 with refarence to 20

icrefine 15

refractive errar |17

refund ¢

refusal 30

regardiess of 53

to register /5

registered mail 30

regulated 73 1 be regulated 57

regulation /57

regulatory body 97

o raject A%

to releass 75

reliable 17

reluctance 40

reluctant &d

o rely on sth 47

remediation 8

remole 55

remowal 73

o remunerate 23

remuneration 72

renminbi 105

repayment pariod 50

repetitive 54

replacement 25

reparting standards F77

repregsantative /rap 27

raputation 7T

request o, upon request ¢

to require 13

raquirament 77

regearch and development / RED 57

ratidence hall 8 50

residential area 75

o reslgn 94

regignation 75

resourceful 07T

resourcefulness 77

rospective /07

respectively 15

respondent &4

responsibility 7

responsiveness 74

{0 restate 74

restriction 47

to restructure debts) <3

restructuring plans 207

regumd 8

retall markst 77

retall price 35

ratailer 34

retailing 35

toretaln 35

retained: retainad sarnings 75,
retalned profit /20

to retallate /03

retaliation 45

return 7, return on equity /8 returmnon
investment 115 to boost retuns 27

o revamp 40

o reveal 28T, 1o reveal sth 23

revenue 75 HM Revenue and Customs 1%

review 37

o review B4

ride, to take sbfora - 757

rigidity 5&

riet 111

to rip sb off 43

ripple affect 45

rise 45

o rocket 105

rouble 05

1o route 27

routs lme 477

royalty 107

rude 27

I rule sth out 52

run-down 05

running costs 30

rural 43

-]

safe bet, Wsn - .. 17

safe custody charge 7

o safeguard 22

sailing date 44

salary 7T

salaryman 24

sale and lease schama 57

sales: annual sales 35 aalesclerk 40
sales contract 74, sales figures 45
sales forca 7T 1o generate rapid sales 35

sampla 70

o sandwich 497

satigfactory =7

saturated 557

eaturation 7/

saver &1

savings 57, ''d, savingsaccount 297
savings deposit 57, savings rate 7

sawvy &6

scalable 173

scale 45

scales 47

soenario, inthe best case -~ 1007

schedule ¢

to schedule (o mesting] 52
scholar 87

toscold 3/

script writer 507

tosenl 55

section 102

security 7

security guard 24
seductive 12

salected &0

selectlvity of
seif-agsesament /%
seif-amployed 157

1o sell like hotcakes /07T
salling point o7

sansible 5¢

sansitive 45T

0 sarve time &2

service sector i3

sbt! 0 set the stage for sth 50: tosetup 7
to settle on sth 17
sstthement 557

severs 15

shakeoul <5

shanty lown 57

shape formn 17

loahape 15

share 7

shareholder 77 170, shereholders’ squity @8

shest 54, d48-sheel 77

shelf 5

shift 42

1oshift 45

1o ship (goods) 787

shipment conditions 25

shipper 45

shipping 457, shipping address 787

shop floor 55

shopfront 73

shoplifting 35

shopping cert 37

short notice 20

iz be short-listed 70

shot, i@ have a - at sth 35

to shred £7T

to ahrink &/

tc shun 32

sicke sick lsave (7 1o be sick of sth 77

te sift through sth 42

signags 73

significanca 53

siiver bullet 5

gite 13

siting [of billboards) 3

sheletan 54

o ekim ¢

shincara 117

toskip oFT

0 skyrocksl <3

to slash [prices) 35

sheek 40

slide &%

slip 27

sloppy 12/

slot 67

slowdown, economic = 43

small: small and medium-sired enterprizes /
BME '05. small erms 20
the small print 757

smaelligh 5&

tosmooth [/

snall 35

t2 soar 105

sobering 37

socisl safety nat 45

soda 71

soft goods 47T

o soften 24

solar panel (13

sale proprietorship R /7

sole trader S (/¢

sound =3

sounding board 17

source of income 757

spacious o7

o apark sth up 47

special-purpose entity 2d

specialty <. specialty chain outlet 74,
speciaity store J47

spectacles 117

speculator 77

speech 74

speedy 0

spelling error

spending 5. government spending '05

spice of life &7

spider 54

spouse 17

spread <4

tcspread 35

springboard 17

squesrs, o put the = onsb J47

o squirrel sth away 43

m atack 47T

staff turnowver 7

stags 54, stage of completion 55 tosatthe &
stage for sth 50

163
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o stage 177

stake 77, o have a slake insth 77

to stand out from sth 2

starfigh &4

state: stals intervention /(5 stale
suppart 117 state welfare safety
nel 105 state-owned sector 105

state-of-the-art 50

slatement 57

statute 05

steel sheel 54

sleep 57

steeply 57

tostepin 113

to stick to sth 35

stockis} 77, common stock P8 stock
exchange 77 stock index 77 preferred
stock 757, redeemable preferrad
stock 7% Instock 23

tostock 33T o stock [goods) 35
to stock up on sth 357

storage <7

storehousa /05

storey 72

o stow 57

straddie carrier 477

strain, lo put a - onsb 17

o strain 17

strategic weapon 37

to streamline /5

streamlined 57

strength 17

o stress sth 77

strip light 55

i strive for sth 117

o struggle 47

stroke, ata = 73

structure 73

studenl unien 75

o stumble upon sth 1207

stylus 50

subdivision 73

o subduesh &5

o submit 7T

subordinate &7

subscribar &d

subsidiary 50

o subsidize 17

subsidy <5 subsidies </

suburban 34

suicide #5

superlor 25

o eupervise 95

supplier &

supply and demand 477

supply chain <%

support 55, state support 1%

o support /007

to surface 73

surge 105

surgery af

surplus 105

survey 457

tosurvey sb 17

io sustaln &3

sustsinabillty 57

sustainable 50

sustained 25

1o swallow 57

o swarm with sth <77

sweatshop 45

swiltly /07T

swing 77

T
tactlle 59
ad
15 taflor sth for ath &

teke onsth Jo7
take: (o take to sth /07 o 1ake sth

fterally 557 1o take advantage of ath 25

to take care of sth /7t take out 8 loan 75,

tc take sb for aride 757, 1o take sth into
consideration /5

to talk shop S50

tangible cbject 102

to tap into ab/sth 07

target: target audience &0, target group &57

totarget sb 57

tariff 45

tasty “f

tax: tax consultant /07, tax credit &1;
tax evasion 97 laxes payable 9§
tax return %4 nel income before tax 115

Lazable |17

taxation ?

laxpayer 53

technical jargon 77

lectonic shift 107

template 35

temporary 7

12 be tempted to do sth 37

iz tend (to do sth) M

tender 20

territory, o cover a lotof = 70T

text [messnge) SHE 27

textbook 44

theft 75

iz think cutside the box 17

thoughtful /23
threat 4

o threaten 23

thrilled 77

tothrive &7

thriving 172

tar &5

tias A0

timber &

time of transit 457

tinned foods 35

o tiptos around sb 45

TMe 407

toll-fres ¢

tonne 5¢

topical |7

Iototel 357, tototal sthup 37

tour pperator |7

toxic 57

track, (v keep ~ of sth 74

lotrack 487

tredable product 57

trade <4 [imits ontrade 4c
trade barrler (05 trade rules 27,

iotrade 77 publicly traded Fd

trader 43

trading: trading account 75, trading
partner 05, insider trading ©5

to trall behind sth /05

training #

trajectory |7

transaction 74

transcript &S ¢

travel organizer 5

traadmill 207

treasury stock ¥9

to treat sb to sth 77

tribal 12

trillion 357

troublesome 53

o trump 47

trust buster 57

truthiul 113

tuithon: tuition lees 74,
tultion reimbursement 17

1o turn a profit 112

turning point 087

turnaver 39, employee turmover 53
stalf turnower 19

luxedo B 17

typa &

u

uitimately 53

1o uncover 7T

underfunding /05

o undergosth 114

undergraduste 5

o undermine 53

underserved (/7

undertaking 7'

undervalued 105

undivided attention 2¢

unduly 07T

unemployment £5 unemploymant
benefits 45 unemployment rate 107

to unfold &5

unlon £/; unbon official 5/

uniqua '3

unique salling propasition / USP ¢

unit trust 77

university: university degres &0
unh‘fﬂlﬁfﬂ!pﬂhﬂlﬂm 9

unregulated 73

unsecured 77

to untangle a knot 57

upmarket 747

uproar 77

upscale 40

upstream process 55

urban 73

urbanization {7

urge 77

usage pattern 277

ulilities payments 107

utility company 30

utmost 557

utlerly 17

UV rays 57

v

o vacillata <¢

value 15 netvalue 73
varlety J

vast 52

venerable 777
venture /5

venue 5S¢

1o warlfy 28T
vernacular 73

vessel 47

viability /17

vibas 2

vibrant 73
vice-president 42
view, in=-of &

o wiolale 57

vialation 105
virtually 77

virulence 73

visually impaired 40
vivid 75T

vocational tralning 105
vocationally qualified 1735
0 wolge [concerns, elc.) 77
volatile 5457

volatility 77
voluntary &4
wth;rﬁht 7
voucher 75

w

wage <. realwage 45

{0 wailve sth 75 i
waiver 117



lowskeuptosth &2
wannabe <7
warehouse 47
warehousing J&7

o warm to gth &3
warrant £7

warranty 24

waste management /&7
water purification /7

watershed 45 t0crossawatarshed <5

weakness 4
waalth, a - of 57
waalthy 34

walkto-da 10T
whistle, to blow the - 05
whistie-blower Fr

white collar employee,/worker 41; white-collar

fo whiten i1/

o whitthe down 177

whale food 75

whalesale 43

widely &8

1 be willing to do sth 7T

window dressing 17

wisdom, conventional = 77

(o withdraw (8 product) /77

withdrawal 7¢7

iz witness sth 37

word-of-mouth 357

waork: work ethic 557, work pace 23
work plecement B 7

workforce 23

working capltal /'8

working schedule '

workplace /0

‘World Bank 53

‘Werld Trade Organization 52

wrath 73

wrinkle [/
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Useful expressions

Cover letters p.12
I 'wouid lke Lo apply for ...

| willl graduare with a Bachelor /s from the

Lniversty o
| read about .. €

0¥ ICompany &

. MRS SUITmer.

NE INT&MAaT AN0 WasS Mressesg]

amg) profile and your projects
i e hedd of ...

Ag B student of .., | have gained a thorough
understanding of ... and have aiready had the
chance to use my .. & y internahip
with

My responsibilities there invohed

COne of my key atrength is to

| wiala very much appreciate the opportunity o

hsouss my suitability for .. in greater detail in 2

parsanal interdew

Describing yourself p.12

| oomsider mysell 10 be .

.. Would be ane of my strengths
I'm particularly good at .

| am used bo working with ..

I'm wery snthusiastic about

| am particularly misrestad in ..

| am eager wo laarn about ..

Suggesting p.19
Why don'l we 7
SUggest ...
What about
Would it be possible .7
Would yau consider . 7
Ares youl suggesting that ... 7
It seems ..
What is your opinion?
If | understand you carrectly ...7
Let’s go back and review the situatian

Discussing p.1%9

2, the best way ..

Ihere are several opticns ...

That walkd depend an .

Considering this | would ...

From miy point of view

| {strongly) believe (hat .

Letl me make sura | understand what you are
amying

Frivm my experience

| bebheve we both agree thet ..

Formal Emails p.22
Salutarions

T." wWheom i may Conpern ++
Dear Sir or Madam

Dear Mr/Mrs,/ Mg

Dear al

Coamng senlence

I*m writing to .. clariby
sonfirm

. IAform you ..

follow up on .
&t yau know .,
Meguest ..
UpCaTE vl

++ very lormal

Renotyir g {0 8 enguwy

Thank val

F your mlerest,

I'mv pleased to-gend you ...

the requasted infarmation attached

| hope you lind this satisfactory

Please fir

Corfirming
I"d Hke ta
Lookmng farward to sesing /meating

curilfirm

Giving pood news
I am pleased to inform you
You'll be defighted to hear that ..

Chving bad newsz
I'm afraid that
We regret to inform you ...

Linfartunatsly,

Applogizing

do apoiogire for the delay in replying, ++
My sincere apologies ..
| regret ..
| apalagize for any Incomeenience caused

Enging

| Kook fowwyard 1o hearng from you

Let me know if you nesd amything else.

Da nat hesitale 1o get in touch with me i you
hiawe any ather questions

Thanks Far your help

Glose

Sincarely yours IS
Sinoerely

Kind /Bast regards
Regards

Best wishes

Customer service on the phone p.28

Starting 4 conversaton

Good morning / afternoon / evening. This is
{name). How can | help you?

Thank you for calling (company nema). This is
|+ ). What can | da for you?

Could yau tell me, what you're calling about,
Sir/Madam?

Chéchon § mhormation

Let ma rapeat ..

Daoas that mean ..

If | understand you carrectly ..

Could you tell me exactly what happenad?

Placing somecne o Hiold

Couild | put you on hold for 8 mamant while |
check on this issua?

Waould you live 19 hold for @ mament or would you
ike for me to call you back?

Transfarmng a calt

Let me put you In touch with [Departmant Parson),
|} BhOukd be able o handle that for you.

I'll see if | can put you through ta .,

Showing smpathy

| Bs5uUre you wa will do our bast to Bort oul

I'mi sarry to higar that.

I'll see what | can do lor you.

Lat’s takn it from the beginning and see if we can

wiirk thiough this together,

Endhi A S0vnsimen
Is thera enything else ! can halp you with?

Thank yau tar calling

Complaining politely p.30
I'm sorry to have to say thig, but
I'm gorry o bother yau, tut
Maybe you lorgot to ...,

think you might have forgotten to
Thare may have been a mesunderstanding about ..
Don't get me wrong, but | think you fwe should

Apologizing and moving negotiations
along p.30

That must have been vary annaying.

| assure you this won't happen again

How can we reach a compromise?

Let me explain our position.

| hapa you can see our point of view,

Whal do you suggest we doT

I'm sure we can find a sclution ta -

Talking about numbers and

figures p.40

The graph/chart clearly shows ..

« hat ona-third af the marcet shane,
the growth rate increased /decreased when .

- ranks last with an annual profit of only

There has been 8 radical price cut.

I My be necessary to helve/double our costs
conzidering ...

Weinoréased foecreased our Sales by X% last
year.

Annual sales are estimated st €X b

Summarizing p.42

Tor sum up, we've lookad at

Bagically we have two options, Either we _ or
e .

Our sales performed satisfactorily becausa of

This was due 1o

| thank this was a result of .

Taking all these points inte account, | would

Discussing p.57
Iry mmy opinien ..
It ssema to me that ..,
It might be the case that
I'm gomvinced that .
I'm nat sure [ undarstand what you're saying
"d like to make & poant hene i | could
Much as | would ke to agres with you, ..
partially agree, but
think you rlll:'drI: [a[] Wrong theere
'm afraid | can’t agrea with yau thers



Product presentations p.58

It's & plessure to welcome you today.

Lot rma start by outlining the main features
[} comes with ..

The really claver features are ..,

S0 what abaut its inctlanalities?
Additinally, es 'm demonstreting hers ...
Ag we all krow, ..

At the same bme ...

Finally, 1'd like to highlight ona key function.

Product descriptions p.60

-~ 18 an innovative product that will help ..

- & ntuithve and easy o use.

The main features include ..

The product uses the ktest . lechnology,
Qur cutting-edge technology allows you to ..
ir's full compatibility with ... allows you to .
s mengiong are ..

In tarms of storage capacity/sirs fwelght .

Presentations p.48

Ogening

It's & pleasure to welcoms you today.

First of all, let me say how nice it is o see you
here &t ...

Lst me start by Introducing mysel!, I'm . from .

I'm heve today 1o present .,

Outiivirng the focus of the prasantaton

Today I'd [fke to give yau an overview of ...

Let me give yous an idea of what I'm going to be
talking about ...

| wauld like to start by drawing your attentian to ..

- and | hope you can see why we're 50
enthusiastic abaut ...

Structuning

I'vie divided my presentation into three (main)
parts.

First, we'll look at .

Then I'N outhine .,

Finally, I'll give & quick overview of ..

Hiphighting information

As | mentioned earfier, ..

According o the survey, our ..

Let me point aut that ..

Ard most important; ..

I'd ke to focus your attention an ..

Summarizing

Befora | move o, I'd like to recap the main
points; ..

50, to put it in a nutshel; .,

And finalty, -

Let me briefly summarize, ..

Thanking and inviting ouestions

Thank you all very much kar taking the time to
listen to the presentalion.

Thanks far your tima,

And now 'l be happy 1o angwer amy questions
YOU mEy nEwe.

Mow then, fire away with any questions you may
have,

Negotiating p.BO
Informing and discassing

What do you have in mind?

The main reasan for ... 15 ..

| woild need |,

I gould offer you ..,

Fropasing

| auggest ..

Wisubd it be possibde .7

Would you congider ...7

How do you teel sbout .7

Disagreaing politaly

| would prefer ...

Could you mxplain that more fully, please,
I'm afraid | can't agree 1o that,

How cen we dasl with this probiem?

SuRgesting soluions

| coud imagine ..,

How can we reech a compromise?

Do you feel you can accept .7

What do you think is a fair way o resohve .

Reaching an agreement

| believe we heve made some good prograss.

(ust] ta summarize ..,

I think we all agree here that ...

| think we should cama to a dacision within tha
et

Meetings p.90

Stariing a masting

I'm glad you could all make it today,
.. hias sent his, her apologies.

Can we gat startsd?

We're meeting today 1o talk about ...
We'll be discussing ...

= will prasant an analysis of .

- IS gOing 10 gnoe us an overview of ..
Befors wa begin, lat ma introducs ..,
Fve asked you to come 10 disouss ..
Disussing facts

- Ingressed /oecreased last year
Hera's 8 quick cwerview of the situation
Let's first ook at ...

Let’s now turn ta ..

Pll now move on 1o .,

Thils was duata ...

| think this was a result of ...

Taktng part in discussions

Do you want o start us off?

Weuld you like o comment on that?

Sorry to intarrupt but | feel thart .

I'd like to make a paint here I | could,

We'll come back to yau in & moment.

I'm ret sure | unoerstand what you're siying,
111 understand you correctly, you think that .
Parhiaps we should -

I'm comvinced that ..,

| would like to propose that ...

Ending a mesting

We've decided that ...

Tharnk you far your hard wark, | think wa've come
up with & ot of good ideas.

I ook forward to meating you again soon,

Asking for infarmation p.107

Whal are the advantages of investing In .7
Can you ghve me &n idea of .7

Whiat do you mean by .7

How do you think you can-achieve this goal?
What [z your palicy on .7

Could yau fill me in on .7

Presenting arguments p.107

There e & number of reasone why ...

The: first feacond reason is .

What | want o show you is ...

On= (obvious) sdvantage of .. i= ..

While this might seem to be a disacvaniage. in
fect ..

I'm certain (your company] will benefit from

Let ma agsure you we will do our best 1o .

Describing economic growth p.108
On fha incrassa

w increased sharply T1)

-~ rocketed to . TT

[Growth) surged to ancther .. TT

We could see a steady Increase in ...

w grew by K.

[Growth rate) recovened and resched 3 kevel of |
- feached a peak of ..

O the decrease

- Cacressad sharply 4 4

- Plummeted 1o .. L4

[Growth rate) hes fellen dramatically to .. &4
~ hit another low . 44

«~ oechned gradually 10 ...

| think this was & result of ...

Shetus que

Thie gromvth rate remained stable at -
- Maintained this (high) rate
(Growth] stayed at this lavel for ...
{Gromth] fuctuated anound %,

Terminology for forms of business
ownership p.119
[ | :
Sﬂ_llpl'dpﬂltﬁrﬂ'lh Sole trader
Genaral partnership General partnarship
Corparation / Corp. | Privaee fimired
or Inc. company / Lid,
Corporatian / Corp. Puglic limited
or Inc. compamy / PLC
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