At a glance

Communication

Lesson 1

Each lesson (excluding

case studies) is about

45-60 minutes. This does
_notinclude administration

and time spent going

through homework.

Starting up
What makes a good communicator?

Written and spokeh forms of communication.

Vocabulary: Good communicators
Ss look at vocabulary related to good and bad communicators.

Listening: Improving communications

Ss listen to an expert on communications talking about
communication between companies and their customers and
the consequences of breakdowns in communication.

Practice File
Vocabulary (page 4)

Each case study is about
14 to. 2"70"’,?5# - -

| A private health care organisation has serious internal

communication problems following a takeover by another health
care organisation.

Lesson 2 Reading: Internal communication Text bank
Ss read an article, complete a chart and answer questions about | (pages 132-135)
| communication in organisations. Practice File
Language review: ldioms Language review (page 5)
: Ss do language awareness and practice activities on some ML Grammar and Usage
| common idioms.
Lesson 3 | Skills: Dealing with communication breakdown Resource bank
S Ss listen to two phone conversations between a customerand a | (page 196)
| supplier, and practise skills involved in dealing with breakdowns Practice File
in communication. Survival Business English
(page 63)
lessong Case study: HCPS Practice File

Writing (page 6)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.
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1 Communication }

Within companies, communication falls into two main areas. There is the communication of information
and technical knowledge needed to do the job at hand. Here, paper-based communication is being
replaced by the company intranet, with internal websites only accessible by employees. Some very large
companies are appointing knowledge officers to exploit the information in a company to the full and
communicate it effectively to those who need it. (But in this age of increasingly accessible information,
there will no doubt always be the information hoarders, employees and managers who find power and
pleasure in keeping information for themselves, even if it would be useful to their colleagues.)

There is also what might be called ‘celebration-exhortation’. The internal company magazine is the
classic communication channel here. It may be produced in-house by a ‘communications department’ or
out-of-house by journalists who specialise in this area. It may try to demonstrate how the company is
putting its mission statement into action: the management may try to change employee behaviour by
exhortation and by praising the performance of particular departments and individuals.

Externally, advertising has been the most visible form of communication with customers. Usually this
is designed to increase product sales, but there is also institutional advertising, designed to improve
perceptions of the company as a whole. Companies naturally like to be seen as human and
environmentally aware. But the communication between companies and their customers is increasingly
becoming two-way, with customer service centres designed to gather information, not just complaints,
from customers about all aspects of use of a company’s products. Ideally, this information feeds back into
product modification and new product design. (See Unit 10 for more on customer relationship
management.)

Equally, a company must communicate with its investors, and investor relations are becoming an
important specialised area of public relations. Investors want to know how their money is being used
and what their prospects are.

And then there is the wider public audience to attend to. Press conferences may be called to
announce important events, such as product launches. Press releases may be issued to communicate
more routine information. There is also the specialised area of crisis management and damage control:

see Unit 11.
Whatever a company-does, it has an image. It might as well try to influence (some would say
‘manipulate’) the moulding of this image. This is one reason why the communications industry, in all its

forms, is a multibillion-dollar business.

Paul Argenti: Corporate Communication, McGraw-Hill, 1998

Scott Cutlip: Effective Public Relations, Prentice Hall, 1999

Steven L. Guengerich (ed.) et al.: Building the Corporate Intranet, Wiley, 1996
Richard B. Higgins: Best Practices in Global Investor Relations, Quorum, 2000

Cees van Riel, Wally Olins: Principles of Corporate Communication, Prentice Hall, 1995




Lesson notes

{1 Communication

Lesson notes |

Warmer

@ Divide the board into areas and write one or two words in
each area, like this:

drums painting
pigeon post

newspapers language
radio sign language

@ Get the Ss, in pairs, to list all the forms of communication
they can think of by adding to each group. Elicit their )
responses and complete the table on the board, perhaps to
produce something like this:

drums : painting
pigeon post sculpture
smoke signals music
semaphore

Morse code

telephone

newspapers language
radio sign language
television body language
internet dance
interactive television

Invite comments and encourage discussion. (The Ss may
come up with other responses, or organise them in other
ways, but it doesn’t matter.)

® Tell the Ss that they will be looking at communication,
especially in the context of organisations.

@ Ask the Ss to look at the Overview section on page 6. Tell
them a little about the things on the list, using the table on
page 8 of this book as a guide. Tell them which points you
will be covering in the current lesson and in later lessons.

Quotation

® Write the quotation on the board.

@ Tellthe Ss that it is a quotation from a philosopher.

® Askthe Ss to discuss, in‘pairs, whether they agree with the
quotation. (Some might mention music or painting as

communicating emotions that cannot be expressed in
words.)

10|

@ Inwhole-group discussion afterwards, ask pairs for their
opinions, and then ask the group why some areas, like
philosophy and law, can be very difficult to understand.

' StartmgUP

These questions introduce the theme of communication, and
provide an opportunity for some speaking practice.

& Divide the class into groups of three or four.

@ Ask the Ss to choose the three most important criteria in
the context of
a) native speakers  b) non-native speakers of a language
(The emphasis on grammatical accuracy will probably be
different for a) and b).)

Discuss answers.

®

®

Discuss in small groups or with the whole class. Rather
than doing this in the abstract, take some well-known
figures from television, politics, etc. and ask Ss what
makes them good communicators (or not). Be tactful when
discussing political figures. Ss might mention body
language, speaking style, ease that people have in
identifying with them, etc. You could discuss what makes
for charisma, the way that some people have a powerful
attractive quality as communicators and leaders that
makes people admire them and want to follow them.

©

@ Discuss question 1 with the whole class and write their
ideas on the board under the headings ‘Written’ and
‘Spoken’.

®

® Ask Ss to discuss, in pairs, which forms of communication
they like using, and why.

Elicit feedback.

@ Ask the whole class to brainstorm problems that can occur
with the different forms of communication. You may need
to prompt them to think about such things as jargon,
formality/informality, standard ways of doing things,
technology, tone of voice and visual gestures. Again, list
their ideas on the board. '

® Ask Ss to discuss, in pairs, how these problems can be
solved.

@ Elicit feedback.

@ If you are doing this lesson at the beginning of a course
and you have not done a needs analysis, this exercise
forms a good basis for one. Agree with the Ss which
communication forms are most important for them/or need
most practice. Note down what they say and refer to these
notes regularly while you are planning and doing the rest of
the course, so as to modify activities, emphasis of the
course, etc.

[ R G
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L1to1 5
| This forms a good basis for a needs analysis, if you haven’t S
 already done one. It may give you ideas for role play of ‘
. specific activities to complement those in the Course Book, J
| based on your student’s particular work situation.

Vocabulary: Good communicato

Ss look at vocabulary typically used to describe good and bad
communicators.

®-@

® Work on pronunciation of the words, without going into
meanings at this stage. Get individual Ss to repeat the
difficult ones after you, paying particular attention to
stress: arTICulate, etc. 4

@ Putthe Ssinthrees and get them to put words into groups:
the good and the bad, and then into the more specific
groups in Exercise B. If available, get each three to consult
a good general dictionary, such as the Longman Dictionary
of Contemporary English.

A

Good communicators: articulate, coherent, eloquent,
fluent, focussed, extrovert, persuasive, responsive,
sensitive, succinct

Bad communicators: hesitant, inhibited, rambling, reserved

focussed, succinct

hesitant, inhibited, reserved
rambling

fluent, eloquent, sensitive
articulate, coherent
persuasive

extrovert

responsive

coOoN oV W N B

©-® O
© GettheSs, in pairs, to read the talk and fill in the blanks.
Play the recording for them to check their answers.

interrupt
clarify
confuse
explain
digress
ramble
engage

N oAVt W N R

®

@ In pairs or class discussion, get examples of good
communicators. Prompt the Ss by mentioning different
occupations: politicians, actors, news presenters,
advertisers, etc.

1 Communication |

Listening: Improving communications

Anuj Khanna is Marketing Manager of Netsize, a marketing
agency for mobile media. He talks about

© communication between companies and their customers
@ the consequences of breakdowns in communication
@ how business communication will develop in the future

® ()12

® Get the Ss to listen once or twice to the first part of the
interview, depending on their level. Stop at points where
Ss can answer questions 1-2.

1 a) New technology has provided new communication
channels such as the Internet, mobile phones,
instant messaging, etc.

b) They can improve in terms of giving more control to
customers so that they don’t receive unwanted
communications, and ensuring that the timing of any
communication is right. ,

2 He gives the example of a bank informing a customer

by e-mail or SMS that his salary has been credited or he

has gone over the overdraft limit.

® Encourage discussion of any points arising, for example,
the importance of communications training and the
frustrations of unwanted phone calls and e-mails.

()13

@ Playthe second part of the interview two or three times,
stopping at points where Ss can answer questions 1-2.

1 a) Closure of all airports in the country and delays in
flights globally.
b) Large hourly fines for the suppliers.
¢) The engineering company has to pay a fine for
every hour’s delay in fixing the machine. The bank
loses money.
2 He mentions a), ¢) and d).

©

@ Askthe Ss how they think business communication will
change in the future.

This article is about the importance and difficulty of achieving
good internal communication in business organisations.

The problems can be purely practical; they can result from
information overload, or they can be caused by employees
developing loyalties within departments or subgroups which,
particularly in a climate of fear and uncertainty, prevent
sharing of information.
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1 Communication

®

@ Getthe Ssto discuss the question in pairs. Discuss the
findings with the whole group and ask the Ss about their
personal experiences of using e-mail, particularly for
communication within their company.

Get the students, in pairs, to discuss the items and choose
the three best. Then ask them to join another pair and
compare their choices.

Elicit feedback and find out what the most popular items
were. Ask Ss who chose these to justify their choices.
Rather than treating the whole article in the same way, vary
the treatment of each section, perhaps in the way outlined
here. Read the first two paragraphs with the whole group,
explaining and / or practising pronunciation of difficult
words and expressions where necessary, e.g. hard nut to
crack (line 5), repercussions (line 8).

® Get the Ss to read the third, fourth and fifth paragraphs
silently and individually, or to read and discuss in pairs.
Circulate and monitor for difficulties, e.g. logistical
nightmare (line 21), customs documents (line 24),
automated system (line 27), duplicating (line 38).

Get the Ss to read and discuss the sixth, seventh, eight and
ninth paragraphs in pains. Again, circulate and monitor for
difficulties, e.g. screen calls (line 47), bombarding (line 67),
unstructured data (lines 68—69), work flow (line 75).

Read the final paragraphs with the whole group, explaining
and / or practising pronunciation of difficult words and
expressions where necessary, e.g. group dynamics (line
86), common loyalties (line 91), threatened (line 102), iden-
tified (line 103). If there is not enough time, get the Ss to
read it as homework.

©

@ Get the Ss, in pairs, to complete the chart. Check and
discuss the answers with the whole group.

®

®

®

Senior managers hide behind their computers.
Staff use voice mail to screen calls.

Employees sitting next to each other send e-mails
rather than speak to each other.

®

® Get the Ss to-read the article again and work in pairs to
answer the questions.

W N B

1 They had language and geographical difficulties, huge
amounts of paperwork and great difficulty tracking and
monitoring jobs.

2 They installed an automated system so that data was
only entered once but could be accessed by everyone in
the company.

3 Theobold recommends checking e-mail only three times
a day and allocating a set time to deal with it.

4 People use the ‘reply all’ button so an e-mail goes to
people who don’t need it as well as those who do.

5 Both departments felt their job security was threatened
so they didn’t communicate with their ‘rivals’.

6 Itis a waste of time unless you also sort out the group
dynamics of a company.

@

Ask the Ss to find and underline the words in bold in the
article. This will give them one of the collocations. Then ask
them to decide which of the other two words does not form
a word partnership.

O ON Vit W N K

information
trouble
time
factories
experience
truth
support
ideas
e-mails

Get the Ss to discuss in pairs or threes for a few minutes,
and then to report back to the class. Deal with question 2
tactfully, for example where you are dealing with people
from different workplaces.

In this section, the Ss look at different idioms. (Ss usually
love them.)

With books closed, explain what an idiom is (an expression
with a meaning that can be difficult to guess from the
meanings of its separate words) and ask the Ss if they have
any favourite idioms in English. :

Get the Ss to complete the exercise in pairs and then
discuss the answers with the whole class.

a) nutshell b) point ¢) grapevine d) picture e) stick
f) wavelength g) tail h) purpose i) brush j) wines

@ - Go through the exercise with the whole class. You might

e -

like to point out that there are three answers for number 4.

1g 2f 3a 4jhe 5i 6d 7b 8¢

©

@

Get the Ss to complete the exercise in pairs and then
discuss the answers with the whole class.

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

®

@ Askthe Ss, in pairs, to take turns asking and answering the

questions.
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Skills: Dealing with communication
breakdown Sred L

in this section, the Ss discuss the kind of communication
problems that can occur on the phone, and listen to two
different versions of the same conversation.

®

& Get the Ss, in pairs, to brainstorm possible expressions
for each situation, then to report to and discuss with the
whole group. Draw their attention to the ‘Useful language’
box at the bottom of the page, which has expressions for
all 7 situations.

()14

@ Play the recording 1.4 once and get the Ss to identify the
problems the speakers have. '

§ The speakers have problems 1, 2, 3, 5 and 6.

.© 01.5'

® Play the recording once or twice and get the Ss, in pairs, to
make notes on why this second conversation is better.

@ Elicit feedback from the whole class.

Koichi interrupts Bernard and tells him to wait while he
gets a pen so he can write down what he needs. He
controls the speed of the conversation better.

Koichi tells Bernard when he hasn’t heard what he said
and gets him to repeat it.

Koichi asks Bernard for more details about the materials
he needs and then checks that he has got the information
correct.

Koichi asks Bernard to spell the name of the new customer
he mentions.

Koichi asks Bernard to repeat the number of lasers
ordered. Bernard clarifies it and so this time Koichi has the
correct number - 18 not 8o.

When Koichi doesn’t understand the word ‘roll-out’, he
gets Bernard to explain it.

When Koich can’t hear Bernard because the connection is
bad, he tells him and asks him to speak up.

Koichi asks Bernard to e-mail him the details he needs to
contact the new customer.

Bernard offers to call Koichi back to get a better line.

@ ()15

® Play recording 1.5 again. Stop at points where Ss can
complete the gaps.

Hold on a second

didn’t catch that; slow down
check; got

spell that for

did you say

does; mean

a bad line; speak up please
call you back

oON OB W N R

1 Communication |

®

Read out each of the extracts in turn and ask the Ss to
match them with the points in Exercise A.

Extract:1 2 Extract2 2
Extract3 7 Extractg 4
Extracts 1 Extract6 3
Extract7 1,6 Extract8 1,6

®

In this exercise, the Ss look at useful language for dealing
with breakdowns in communication, and apply this language
in a role play.

@ Go through the expressions and practise intonation,
getting individual Ss to read the expressions. Get them to
complete the three unfinished expressions with possible
endings, e.g. ‘What do you mean by ‘roll-out’?

® Get the Ssto role play the situation in simultaneous pairs
sitting back-to-back, using expressions from the Useful
language box. Circulate and monitor. When the students
have finished, praise strong points and mention one or two
things that Ss should pay particular attention to. Then get
‘public’ performances from one or two individual pairs in
front of the whole group.

@ There are more situations like this to role play in the
Resource bank, on page 204 of this book.

=N




{1 Communication

% Ask the Ss to say what they think is the most important
problem mentioned in the e-mails. There is no fixed answer
to this and as opinions will differ, this question should
generate some discussion.

HCPS
Stage 2: Listening )16
In this case study, the Ss look at the communication

problems in a Swiss private health care organisation, which @
has just been taken over by Sanicorp, another health care
organisation, and suggest solutions.

Get the Ss to read the text about Desiree Roland
Consultants. Elicit that they are a firm of management
consultants and that the President of HCPS has brought
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Stage 1

Get the Ss to read silently the Background section, the e-
mail from Gloria Richter to Gunther Schmidt, and the e-mail
from Ursula Krieger to Chris Wright.

Circulate and answer any queries. Discuss common queries
with the whole group.

Quickly put the headings in the left-hand column of the
table below on the board and elicit information from the
group so as to complete the column on the right.

Make sure the Ss understand the situation by getting

individual Ss to expand orally on different parts of the Type of problem Description of problem
table, using complete sentences. Organisation Staff concern about forming
new teams
Company HCPS
Documents Are too many reports required?
Activity Private health care Are the contracts with customers
Based in Geneva, Switzerland too complicated?
Changes in More centralised. More decisions Locat.ion of The distance betvyeen buildings is
premises creating communication problems

structure since
the takeover

made by top management at
head office

Gloria Richter’s
e-mail to
Gunther Schmidt

® Staff receiving too many e-mails,
many of which they don’t need
to be sent. Checking and sorting
these is preventing them from
getting on with their real work

@ Staff lounge has been taken
away and her staff don’t have
the opportunity to meet people
from other departments
any more

Key points of
Ursula Krieger’s
e-mail to

Chris Wright

Middle managers confused
about who to report to

® Planned reorganisation hasn’t
happened yet so no one knows
what’s going on

No one will take responsibility
for authorising financial
payments — department heads
unhappy that they can’t get a
quick answer when they need
to spend money

®

€]

them in to analyse the company’s communication problems
and to produce a report.

Establish that the Ss are going to hear some typical
comments from the interviews that Desiree Roland
Consultants conducted with HCPS staff. Focus their
attention on the chart and ask them to make notes under
the various headings as they listen.

Play recording 1.6, pausing for the Ss to make notes after
each speaker.

Check answers with the whole class.

Communication problems caused
a loss of an important customer.
Staff dealing with customer
relations want more money for
more responsibility/duties.

Customer relations

Lack of trust in management.
Flexitime unpopular with one
member of staff.

Other problems

Stage 3: Brainstorming and decision-making

In the task the Ss are members of Desiree Roland Consultants.
They will discuss the company’s problems and come up with a
plan.

@

@

®

First, in small groups, the Ss make a list of all the
communication problems that HCPS is experiencing and
rank these in order of importance. They discuss these
problems and make suggestions for ways of solving them.

Bring the Ss together as one group and get them to pool
their ideas. Write these on the board and try to come to a
consensus on which ideas to use in an action plan.

Again, there are no fixed answers to this question but the
Ss may come up with suggestions similar to these:
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Staff should check e-mails at fixed times throughout the
day, e.g. early morning and late afternoon only.

‘Get together’ meetings and social events should be
held so that staff from the two sides of the organisation
(HCP and Sanicorp) can get to know each other better.
The management should consider giving more authority
and decision-making power to middle managers, i.e.
decentralise the management route.

HCPS could produce a new, revised organigram/
organisation chart so that reporting procedures

are clear.

The management could consider setting up a staff
{ounge for informal communication between staff or
consider other ways of developing informal
communication, e.g. staff outings, encouraging
managers to meet staff after work, etc.

The management could review their policy concerning
flexitime, following a survey of staff attitudes.

@

&

Finally, the Ss should discuss the timing of the actions that
they propose and the amount of investment each will
require. Encourage the students to give reasons for their
decisions regarding timing and financial investment.

Stage 4: Listening ()17

Establish that the conversation is between Susan
Westbrook, the President of HCPS, and Chris Wright, the
Managing Director.

1 Communication

@

two people say.
Get feedback from the whole class on what they heard

@

before asking them to say who they agree with and why.

Stage 5: Writing

Play recording 1.7 and ask the Ss to take notes on what the

& The Ss write an e-mail from the management consultants

detailing their recommendations. This should:

— inform the management of HCPS that the research and

analysis has been completed

— briefly describe the communication problems uncovered

— outline the recommended plan of action

3 Writing file page 141

1to1

This may give you ideas for role play of specific activities
to complement those in the Course Book, based on your
student’s particular work situation.

|15




At a glance

International marketing

At a glance .

Lesson 1 o

Each lesson (excluding

case studies) is about

45-60 minutes. This does

‘notinclude administration
~and time spent going
 through homework.

Starting up
The advantages and problems of marketing globally.

| Vocabulary: Collocations

Economic vocabulary in an international context and the
vocabulary of international marketing.

Practice File
Vocabulary (page 8)

- Lesson 2

Reading: Coffee culture

| Ssread an article about coffee drinking habits in Latin America

| and Starbucks’ expansion into this market, match countries with

statements about coffee drinking, do comprehension tasks and
work on some of the vocabulary.

Listening: Adapting to markets

| sslistentoa marketing specialist talking about the growth of

| global markets and how companies set about marketing their

products internationally.
Language review: Noun compounds and noun phrases

| Ss work on the structure of noun compounds and noun phrases.

Text bank
(pages 136-139)

Practice File
Language review (page 9)

ML Grammar and Usage

| Skills: Brainstorming

Llesson3 - ; Resource bank
e | Ss look at the principles of brainstorming, listen to a (page 197)
e brainstorming session, and work on expressions used in Practice File
= | sessions like this. They then put these ideas into action in their Survival Business English
own brainstorming sessions. (page 65)
Lessong | Case study: Zumo - creating a global brand Practice File

¥ Each case study is'abouf j

Cfhtozhours o

A multinational based in Spain looks at ways of developing one
of its products into a global brand.

Writing (page 10)

For a fast route through the unit focussing mainty on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.
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2 International marketi

Business brief -

“The world’s youth prefer Coke to tea, trainers to sandals,” wrote one marketing specialist recently. This
implies that tastes everywhere are becoming similar and homogeneous. But the watchword should still
be Think global, act local. Acting local means having local market knowledge: there are still wide
variations in taste, customs, behaviour and expectations between consumers in different markets, even
markets that from the outside look very similar, such as those in Europe or Latin America. It means, for
example, recognising attachments to local brands, how business is done in each place and so on.

Of course, these are issues that a company with a global presence has to address. But even
companies that seem as if they have been global for ever had to start from a home base. For example, it
took Marlboro 30 years and McDonald’s 20 years to become truly global organisations.

How to enter overseas markets in the first place? Philip Kotler enumerates the various methods.

« Indirect export. Exporters use an intermediary, such as an export agent, to deal with buyers in the
overseas market.

* Direct export. Companies handle their own exports, for example by setting up overseas sales offices.

« Licensing. Companies sell the rights to use a manufacturing process, trademark or patent for a fee or
royalty. In services such as hotels, the company may negotiate a management contract with a local
business to run the hotels on its behalf. ‘

« Joint ventures. Two companies, for example an overseas firm and a local one, may work together to
develop a particular market.

e Direct investment. The company buys a local firm, or sets up its own manufacturing subsidiaries.

Of course, these different arrangements require different levels of commitment, investment and risk.
Kotler talks about the internationalisation process, where firms move (hopefully) through these stages:

e no regular export activities;
» export via independent representatives / agents;
e establishment of overseas sales subsidiaries;

e establishment of production facilities abroad.

This process will help them to progress towards global thinking and local action as they expand
internationally. At different stages, companies will have different levels of understanding of the markets
where they are trying to develop. Each step in the process requires different levels and types of support.

Philip Cateora, John Graham: /nternational Marketing, McGraw-Hill, 1998
Harold Chee, Rod Harris: Global Marketing Strategy, Financial Times Prentice Hall, 1998
Financial Times: Mastering Marketing, Pearson Education, 1999, ch. 10: ‘International Marketing’

Philip Kotler: Marketing Management, Prentice Hall, 1999 edition, ch. 12: ‘Designing Global Market
Offerings’
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Lesson notes |

Warmer

@ Ask Ssto consider the place of the international products
on the left in the table below in relation to the products on
the right in their country / countries. (Write them quickly on
the board.) For example:

—Who drinks Coke or Pepsi? Is it all generations? What do
people drink with meals?

—~Who goes to fast-food hamburger restaurants? Do
families go there for snacks and family meals?

— Who wears trainers? Is it only younger people? Do
business people wear them to work and then change into
shoes when they get there? etc.

Coca-Cola and Pepsi Cola | Tea, coffee and local soft drinks
Fast-food hamburgers Traditional food of the country
Trainers Shoes or sandals

Jeans Trousers

Western rock music Popular music of the country

@ Whole class discussion about the place and use of these
products.

@ Tell the Ss that they will be looking at international
marketing.

® Ask the Ss to look at the Overview section on page 14. Tell
them a little about the things on the list, using the table on
page 16 of this book as a guide. Tell them which points you
will be covering in the current lesson and which in later
lessons.

Quotation

® Ask the Ss what they understand by the quotation on page
14. (It goes against the usual principle of marketing, which
is that marketers should understand customers’ needs and
provide products and services that satisfy them.)

This section introduces the theme of international marketing
and provides an opportunity for some speaking practice.

Get the Ss to discuss in pairs or small groups with one
member of each group taking notes. Then ask the notetaker in
each group to report their findings to the whole class.

®

Examples include:

Food: Nestlé, Danone

Drink: Coca-Cola, Starbucks

Electrical equipment: Sony, Zanussi
Clothing: Gap, Benetton, Zara
Construction: Bechtel, Halliburton, ABB

@

]

@

18]

1 Advantages include being able to buy raw materials in
large quantities at lower prices, and being able to
spread administrative and other costs over a larger
number of products sold.

2 Problems include not understanding local tastes and
habits, and not understanding the structure of local
distribution networks.

3 For methods of entering overseas markets see Business
brief on page 17.

These exercises develop some of the vocabulary needed to
talk about a country’s economy.

®

® Get Ss to work individually or in pairs. Then go round the
whole class and elicit answers.

monetary regulations (Point out that currency
regulations would also be possible here.)
government bureaucracy

political stability

buying habits

economic situation

Income distribution

-
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®

Talk about a particular country, using these and related
expressions. Don’t ask the Ss to ‘make up sentences’ with
the expressions, but have a natural discussion. /In [name of
country], the economic situation is good, with low inflation
and low unemployment. The country is politically stable ...,
etc. Get the Ss to use correct related forms, e.g. politically
stable and political stability.

@ Get the Ss to discuss the questions in pairs or small
groups, and then report to the whole class.

1 For business, benefits include stable environment for
planning, investment, etc.

2 Talk about inflation, growth, general prosperity, etc.

3 Treat this one with caution. Some Ss might argue that
unequal distribution allows some people to accumulate
wealth that can then be used for new investment.
Others may say that on principles of fairness, wealth
should be more equally distributed.

©

@ Get the Ss to do the exercise in pairs or small groups.

@ Then check answers with the whole group. Here, it’s
particularly important to discuss with the Ss why the odd
one out is the odd one out. For example in question 1a), b)
and ¢) all are used to talk about markets that are increasing
in size, but d) is not.
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' 2 Examples might include top-of-the range cars, life-
coaching, etc. ‘
domestic

withdraw

slogan

A retailer sells to the general public. A wholesaler sells
to a retailer, usually in large quantities.

[« )WY, BN R V]

This article, from the Financial Times, looks at how the
Starbucks coffee house chain has expanded into the market of
South America.

® Get the Ss to discuss in pairs or small groups and then
bring findings together in the whole class.

®)

® Get the Ss to read the article quiEkly and then scan it for
the information needed to match the countries with the
statements.

1 Chile 2 Chile 3 Brazil 4 theUS 5 Argentina, Peru

©

® Get the Ss to read the first eight paragraphs of the article
again. Circulate and monitor. Ask for the Ss for words that
are causing difficulty and explain them.

®

Ask one student to summarise the article so far in a couple
of sentences.

@ Get the Ss to read the rest of the article. Circulate and
monitor. Ask the Ss for words that are causing difficulty and
explain them.

& Get the Ss to answer the questions in Exercise C. If you

haven’t already explained the meaning of franchise (line
90), you may need to in order to help Ss with question 3.

Pike Place Market, Seattle in 1971.
a) 3,907 b) 437

a) 1,378 b) 1,180

Japan

airline offices, sports stadiums, hotels, bookshops
home market saturation, bad experience in Japan,
security problems in Israel, opposition from the
anti-globalisation movement

AUVt W N B
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@ Get the Ssto do this in pairs and then check with whole
class.

a) 2,6,8, 10, 11, 12
b) 1,3,4,57,9

®

a) 2,4,5,6,9,10, 11
b) 1,3,5,7,8,12

2 International marketing :

Listening: Adapting to markets

Paul Smith is a marketing specialist. He talks about the
reasons why global markets are growing, how companies
prepare for international marketing of their goods and
services, and the problems and challenges inherent in global
marketing.

® ()21

@ Get the Ssto listen once or twice to the first part of the
interview. Encourage them to take notes to help them
answer the question.

Is the marketplace really attractive or not?

Is there a real need for your product?

Who would the customers be?

Can they pay for it?

Can you beat the present or future competition?

Do you need a local partner?

How easy is it to trade there (taxes, barriers, borders,
customs complications)?

Are there any unusual cultural characteristics to take
into account?

® Encourage discussion of any points that arise, particularly
if any of the Ss have experience of attempting to market a
product globally.

(722

® Play the second part of the interview, stopping at points
where the Ss can note down the problems and challenges.

Differences in language, literacy, the associations of
colour, the meanings of gestures, culture, media
availability, legal restrictions.

©

® Ask the Ss to discuss the question in pairs or small groups
and to report back to the class on their ideas.

This section looks at a feature which can cause difficulty,
particularly to those from certain language backgrounds, such
as Latin-based ones.

® Go through points 1 and 2 with whole class, commenting
where necessary.

®

@ Getthe Ssto work on these expressions in pairs.

consumer profile
mass-market café culture : |
speciality shops

per capita consumption

anti-globalisation movement

LV I R VU R SIS
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' 2 International marketing

@ Get the Ss to work in pairs.

i1 leader 2 check 3 market 4 exchange & contract
| 6 conditions 7 product

@ Check with the whole class.

@ €

@ Getthe Ss to work in pairs. Then go round the whole group
quickly to get answers.

really impressive sales figures

new public relations department

highly ambitious market research programme
expanding overseas operations

rapidly improving balance sheet

extremely volatile exchange rate

highly confidential marketing report

N AV P~ W N R

® Ask individual Ss to use appropriate intonation, pretending
that they are company managers talking to an audience
and putting the expressions into short contexts, e.g.
Ladies and gentlemen, last year we had some really
impressive sales figures. As you can see from the chart, ...

The idea here is to introduce the Ss to the idea of
brainstorming, if they are not already familiar with it.

®

® Get the Ss to go through the points in pairs or small
groups. Circulate and monitor.

Round up the findings with the whole class. There are no
right or wrong answers, but some of the issues below
may emerge.

1 Yes, but sometimes it is good to be vague about the
purpose of the meeting, so that participants don’t look
immediately at the specific situation. This will keep the
discussion more open-ended and throw up ideas that
otherwise might not have occurred.

2 Theoretically, no. The idea is to get everyone involved

as equals. But people in some cultures would always

expect the most senior person to speak first, whatever
the type of meeting.

Probably a good idea.

4 This should be one of the main features of brainstorming,
but sessions where this actually happens must be rare.

5 Intheory, yes, but extremely bizarre suggestions would
probably be seen as such.

6 Easier said than done, but it's probably more acceptable
to interrupt in brainstorming than other types of session.

7 Theoretically, the speculation should be as wide-
ranging as possible, but most participants would
probably set limits as to what is relevant.

8 Probably a good idea. Details can come later in
developing particular ideas.

w
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@ Play recording 2.3 once and get the Ss to say what the
purpose of the meeting is — to develop promotional ideas
for the Business Solutions website.

Play recording 2.3 once or twice more and get the Ss, in

pairs, to note the different types of promotional activities
mentioned. Then check with the whole class.

@

advertising on television and radio; online promotion; ;
direct mailing; press advertising in traditional newspapers,
business magazines and journals

© ()24

® Play recording 2.4 once or twice and get the Ss, in their
pairs, to note the answers to the questions. Then check
with the whole class.

1 send a mailing to the names of the contact base,
containing a brochure and / or a CD Rom; an event, for
example on a river boat; billboard advertising

2 next meeting in three weeks; information on the budget
and the cost of the different promotional activities

®

@ Getthe Ss, in pairs, to categorise the expressions. At the
same time you could ask them to say whether they are
tentative / neutral (T/N in table below) or strong (S). Then
check with the whole class.

Stating objectives

The purpose of the meeting this morning is ... T/N
What we need to achieve today is ... S
Our objective here is to ... T/N

Encouraging contributions

Don’t hold back ... S
‘Fire away’. S
Say whatever comes to mind. T/N
Any other ideas? T/N
Would it be worth sponsoring some kind of event?  T/N
What about that? T/N

Expressing enthusiasm

That’s great! S
That’s the best idea I've heard for a long time. S
That’s an excellent suggestion. S
Excellent! S
We should definitely do some of that. S
Absolutely! S
Making suggestions ]
I think we could ... T/N
| suggest we ... T/N
One thing we could do s ... T/N
| think we'd reach a wide audience ... T/N
What about press advertising? T/N
Would it be worth sponsoring some kind of event?  T/N
It would be great to do a presentation. ... S
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The idea here is to put into action some of the principles of
brainstorming.

Organise the class into groups of three or four for
maximum participation.

If there is more than one group, get different groups to do
different situations in parallel. Appoint someone in each
group who will note down the ideas produced, ready to
report them to the whole class at the end of the activity.
Make sure Ss are clear about the background to their
situation.

Start the activity. Circulate and monitor.

When Ss have finished, get the notetaker in each group to
say what ideas they came up with.

Praise strong points from your monitoring of the
brainstorming sessions and mention language points that
the Ss should pay particular attention to. Get individual Ss
to go back to the context where the mistake occurred and
say the new, improved version.

i

1to1

© Encourage the student to come up with ideas for each
situation as quickly as possible. Do not interrupt.
Afterwards praise and correct language as in the final
bullet point above.

i

' Agreeing
Yes, that’s a good idea because ... S
Exactly because ... S , , ,
You're (absolutely) right because ... S Zumo - creating a global brand
Excellent! S
L We should definitely do some of that. S A multinational company based in Spain wants to develop one
. Absolutely! S of its existing products, currently sold only in Europe, for the
That might be one way ... T/N global market.

Stage 1

@

Get the Ss to read the first two sections.

- Circulate and answer any queries. Discuss common queries

with whole group.

Quickly put the points in the left-hand column of the table
below on the board and elicit information from the group
50 as to complete the column on the right.

Make sure the Ss understand the situation by getting
individual Ss to expand orally on a part of the table, using
complete sentences.

Background: Zumospa

H
L

Company Zumospa

Activity food and drinks

Based in Valencia, Spain

History developed nationally, then
globally, with acquisitions
worldwide

Methods innovative advertising and
marketing; careful selection of
products; marketing round the
world through regional offices

Products many food and drink products,
household names

Background: Zumo

product portfolio

Sales €30 million, 20% of Zumospa’s
total sales

Profit £€4.5 million

Position in Zumospa’s | cash cow

Ambitions

to make Zumo a global brand

Stage 2 (725

@

@

Write the points in the left-hand columns of the following
two tables on the board.

Play recording 2.5 and ask the Ss to make notes on the
company results, future plans and competitive advantage.
Also ask them to note down the ingredients of Zumo and its
properties.

Get the Ss to read the next two sections and to use this
information and the notes to complete the tables on

the board.
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Zumo’s key features % Circulate and monitor, noting strong and less strong
language areas.

. Ingredients - caffeine, vitamins, glucose, plus
. secret ingredient ‘herbora’ (rare
. African plant root)

@ Praise the strong points and talk about areas for
improvement, getting relevant students to reformulate
what they said with the corrections you suggested.

Properties body absorbs Zumo faster than
" . water or other soft drinks; unique @ Make sure that Ss understand the situation by getting
| formula - tasty and thirst- individual Ss to expand orally on different parts of the
(7] . quenching table, using complete sentences.
3 i
° TRl
il Zumo as a global brand: initial strategy Stage 4: Writing
o
8 Positioning global; play down Spanish @ Get the Ss to write an e-mail concentrating on two or three
g associations key points from the brainstorming session, saying what
- — - - their particular group came up with in those areas, and
Markets for initial South America, Mexico, southern whether they, as Marketing Manager for Zumospa, agree
launch us, Japan, where Zumospa with the ideas produced.
already has regional offices -
Advertising campaign | standard throughout all markets, $ Writing file page 139
with local language and content
adaptation 1to1

Get your student to glean the information to complete the
tables and then have a 1 to 1 brainstorming session, where
you both come up with ideas. Move on quickly from point

to point.

Advertising media TV and radio; some adaptation of
media (different media in
different places)

Stage 3: Task

@ Divide the class into small groups of three or four. Explain
the purpose of the brainstorming session and remind them
that they shouldn’t spend too long on each point.

22|



At a glance

Building relationships

Lesson1- L
Each lesson (excluding
-case studies) is about
45-60 minutes. This does
not include administration
and time spent going
_through homework. -

Starting up

Ss discuss important business and social relationships, listen to
an interview and do a quiz about their ability to build relationships.

Vocabulary: Describing relations

The vocabulary of relationships, including typical word
combinations with relations.

Listening: Relationships in a global market

Things to be aware of when doing business in South America
and China.

Practice File
Vocabulary (page 12)

Each case study is about

_'1?/2 to2hours. o
e e | competition.

Ss analyse an Asian car manufacturer, and suggest ways of
strengthening customer loyalty to deal with increasing

,‘Lésson‘z - ‘ Reading: AIG knows everyone Text bank
| The importance of building good business relationships. (pages 140-143)
Lesson3 : . Language review: Multi-word verbs ML Grammar and Usage
s Ss look at multi-word (phrasal) verbs and practise them in Practice File
£y context. Language review (page 13)
| Skills: Networking Resource bank
| Ss study networking language in a series of networking (page 197)
| situations, and practise the language in role plays.
lessong ; Case study: Getting to know you Practice File

Writing (page 14)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation,

is not the case, alternative procedures are given.

24

to use with individual students. Where this
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3 Building relationships :

‘Business brief

Both employers and employees have expectations about what is reasonable behaviour in a work context.
There is a certain level of trust between people, and even if the newspapers are full of stories of
breakdowns in this trust, we think of them as exceptions to established norms in social relationships.

Business-to-business relationships

Some say that first impressions count. Others think that someone’s character can only be judged aftera
lot of contact in business contexts and socially. This is why deciding on a supplier or distributor takes
varying lengths of time in different cultures. To emphasise the importance of relationships like these,
companies may refer to each other as partners.

A new trend is for companies to set up e-marketplaces on the Internet where they work together on
procurement (purchasing) of materials and parts. Suppliers can make bids in competition with each
other. k

When firms work together on a particular project, they may enter into a strategic alliance. This may
take the form of a joint venture between two or three companies, or a consortium between several
organisations. An alliance may be the prelude to a merger between companies. Journalists often use the
language of betrothal and marriage in situations like this.

Companies may overcome legal and other barriers in order to merge, but, as in marriage, there is no
guarantee that the relationship will work. The cultures of the two companies may be so incompatible that
the promised increase in profitability and shareholder value does not materialise.

Relationship networks

Stakeholder theory holds that society is made up of a web of relationships, and that each member of this
arrangement has its stake of interest and of responsibilities. In a company, the interested parties are its
owners (shareholders), managers, employees, suppliers, distributors and customers who may or may not
be end-users of its products or services. A large company’s activities have an effect on the places where it
operates (think especially of company towns dominated by one company) and on society as a whole.
Some companies publish an independent social audit that goes beyond the traditional annual report and
attempts to give a bigger picture of the company’s place in society, the benefits it brings, the effects of its
activities on people and the environment (see Unit 1, Communication). Some say that social audits give a
false sense of social responsibility. Optimists reply that pressure from stakeholders such as
shareholders and customers can bring positive changes in the way companies work, and benefits to
society as a whole. Companies are increasingly sensitive to accusations of causing pollution, tolerating
racism or using sweatshop labour.

E. Robert Dwyer, John Tanner: Building Business-to-Business Relationships, Irwin, 1998

Francis Fukuyama: Trust: The Social Virtues and the Creation of Prosperity, Free Press, 1996
Robert Hargrove: Mastering the Art of Creative Collaboration, McGraw-Hill, 1998

Gary Heil: One Size Fits One: Building Relationships One Customer and One Employee at a Time, Van
Nostrand Reinhold, 1996

James E. Post et al.: Business and Society: Corporate Strategy, Public Policy, Ethics, McGraw-Hill, 1995
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Lesson notes

Lesson notes |

Warmer

@

With the whole class, build up on the board a ‘mind-map’ of
a typical individual and their relationships. Draw a circle in
the centre of the board showing the individual, with
‘spokes’ going out to other circles representing family,
colleagues, boss, friends, clubs the individual belongs

to, etc.

Invite comments and encourage discussion of the map.

@ Tell the Ss that they will be looking at building
relationships, especially in organisations.

@ Ask the Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 24 of this book as a guide. Tell
them which points you will be covering in the current
lesson and which in later lessons.

Quotation

Ask the Ss to look at the quotation and say if they agree with it.
(Explain shark and who Woody Allen is if they don’t know.)

This section develops some of the ideas from the Warmer
activity, and focusses the Ss on the subject of the unit. There
is also a brief listening extract.

®

@ Getthe Ssto discuss the questions in pairs. Each
individual student should draw two mind-maps like the
one in the Warmer activity, one concentrating on company
and professional relationships, the other on social
relationships.

© Getone or two individual Ss to draw their maps on the
board and explain them to the whole class, not forgetting
to talk about the benefits of each relationship.

@ In the listening activity in Exercise C, the Ss will listen to
Ward Lincoln, the Business Relations Manager of an
international training organisation talking about how
companies can build good business relationships.

@ Before listening to the recording, tell the Ss specifically
that Ward Lincoln is going to talk about the key factors
companies must consider when communicating with their
clients. With the whole group, get the Ss to say what they
think the key features of this communication might be and
write them on the board. Some examples are:

_:fj

- they should get to know each other wel|

— they should talk to each other regularly.

© ()31

© Play recording 3.1 once or twice and get the Ss to say:

- which of the points they came up with were mentioned,
and in what order, marking this on the list prepared on
the board in Exercise B

— the points they didn’t anticipate, adding them to the lisf.

®

Play the recording again, confirm the key points about
communication, and work on remaining unfamiliar
vocabulary, e.g. restless.

@ Get the Ss to do the quiz individually, then check their
answers on page 153.

@ Get two or three Ss to say what their ‘profile’ is and
whether they agree with it.

This section deals with the vocabulary of relationships,
looking at some typical word combinations, and prepares the
Ss to talk about relationships in the later activities in the unit.

®

@ Ask the Ss to work in pairs, getting them to say whether the
words they know are positive or negative. With the whole
class, put these verbs into a table on the board.

®

Then, with the whole class, explain the verbs they don’t

know, using full sentences, like this:

- If something jeopardises a relationship, it puts it in
danger.

— If people resume a relationship, they start it again after a

period when it had stopped.

@ After each of your definitions, ask the Ss if the expression
is positive or negative and put it on the table on the board.

Positive meaning Negative meaning ‘
build up relations break off relations

cement cut off

foster disrupt

develop endanger

encourage jeopardise \
establish damage '
improve sour
maintain undermine
strengthen
promote '
restore

| resume
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® Getthe Ssin pairs to discuss the sentences and choose the
correct verb in each one.

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

® Explain any unfamiliar words, e.g. imposition, to the whole
class.

@ Ifthe Ss are unfamiliar with this type of matching exercise,
point out that they can look for clues like full stops at the
end of the numbered elements, indicating that the
following element will be a new sentence. Here, there are
no full stops, but in 4, for example, the plural excellent
relations shows that the continuation must have a plural
verb, so a) or b) must be the continuation, but only a)
makes sense.

@ Get the Ssin pairs to match the two parts of the
expressions quickly.

® Round up the results with the whole class.

§1e 2d 3b 4a 5¢C I

@ In getting the Ss to make up sentences, it’s good to give
them specific contexts. You could prompt them to talk
about relations between: '

their country and another country

their company and its customers

their department and the rest of the company they
work for

|

two well-known celebrities or politicians.

@ Give the Ss time to think about their sentences and write
them down. Don’t ‘put them on the spot’ in front of the
whole class.

® Once the Ss have had time to think about their sentences,
do a whole-class round-up, writing the best sentences on
the board.

Ss listen to Agnes Chen, who talks about doing business and
building relationships in South America and China, and
compare the two business cultures.

@ ()32

® Go through the three points with the whole class, then play
recording 3.2 and ask the Ss to make notes on each point.

@ Getthe Ss in pairs to compare notes on each point. Play
the recording again if the Ss need you to.

® Have a whole-class round-up, checking answers to each
point.

3 Building relationships |

1 Doing business in South America

Be aware that people are warm and friendly.
Personal contacts are very important. |
They like to get to know you well before doing business |
with you. |
Long business lunches or dinners may be necessary.
They like to take their time before doing business.

2 Doing business in China
The Chinese like to work with friends and relatives.
You often need an intermediary with local knowledge to
help you establish business relationships.
They will trust you if you are loyal and respectful.
You have to win trust and respect.
Expensive gifts are part of business culture.

3 The best way to build a business relationship
Have clear objectives at the beginning.
Know what you're trying to achieve and deliver.
Review the relationship from time to time.
Have as much face-to-face contact as possible.
Be open and sharing.
Remember that trust is the foundation of an effective
business relationship.
Keep your word.
Deliver what you say you will.
Don’t promise more than you can do.

()33

® Play recording 3.3 and get the Ss to summarise what Agnes
Chen says about building business relationships in China.
Encourage them to use the words and phrases given.

Ask the Ssif what she says is true of their own culture.

@

Ss read about the importance of building good business
relationships, something that can involve the investment of
a lot of time and energy.

®

© Getthe Ss to start skimming the article quickly to find the
answer to the question. The answer is near the beginning,
5o they will not need to look at the whole article. If they
don’t know the expression underwriting agency in lines 3
and 4, then they can find the answer from the word insurer
in line 5.

‘ b) insurance

® Go through the numbers with the Ss so that they know
what they are looking for as they skim the article again. Ask
them to make a note of what each of the numbers refers to.
Check answers with the whole class.
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166: AlG’s capitalisation in billion dollars

1992: the year that AIG became the first foreign insurer to

be allowed into China

1919: the year that AlG was founded

80,000: the number of people employed by AIG !
130: the number of countries in which AIG has affiliated agents .

©

@ Go through the names with the Ss and then ask them to
find them in the article and note down who they are. Check
answers with the whole class.

| Maurice Greenberg: the Chairman of AIG

. Cornelius Vander Starr: an American entrepreneur, the

» founder of AlG

| Edmund Tse: the man who runs AlG’s Asian operations and
E life assurance worldwide

® Give the Ss time to read the whole article more thoroughly.
Put them in pairs to decide what are the main factors
responsible for AIG’s success in Asia. Check answers with
the whole class.

The company’s long-standing presence in the area
Maurice Greenberg’s constant focus on the region and
persistent lobbying on behalf of the company in China

, The company’s constant pursuit of close relationships with
Asian governments, regulators and powerful businessmen

®

® Allow the Ss to read the article again and find answers to
the questions.

1 AlG’s objective is to get unrestricted access to China’s
vast insurance market.

2 He sees his role as forging relationships with
governments and influential people by representing the
company in high-level discussions.

3 Asiais a growth area for insurance and if the company
is to continue to grow, it needs to maintain its strength
in Asia and increase it by expanding into China.

@ Get the Ss to hunt for these words in pairs. Check answers
with the class.

pursue relationships (lines 49-50)
build relationships (line 56)
forge relationships (lines 82~83)

28]

untapped potential
long-standing presence
unrestricted access
affiliated agents
emerging markets
high-level discussions
leading nations

N on o WN R

®

@ Ask the Ssto work in groups to discuss these questions
and then give feedback to the whole class.

Ss look at verbs made up of more than one word, otherwise
known as phrasal verbs, and study them being used in
context.

@ ()34

@ Tell the Ss to look through the sections of the conversation.
Answer any queries about meaning.

@ Get the Ss, in pairs, to put the conversation in the correct
order.

@

Play recording 3.4 once or twice so that Ss can check their
answers.

@ Ask the Ss to read the conversation in simultaneous pairs.
Circulate and monitor, especially for realistic intonation.

® Ask one or two pairs to perform the conversation in front of
the whole class.

@® Get the Ss, in pairs, to underline the multi-word verbs in
the conversation and then match them to their meanings.

1 get on (really well) 6 sounded out |
2 counton 7 let (us) down
3 build up 8 setup |
4 hold on to 9 drawup
5 put (it) off 10 call (it) off

Check the answers with the whole class.

@ Point out the separable multi-word verbs, for example build
up something and build something up. Point out that when
using it as the object, the verbs must be separated; for
example, you can say build it up but not build up it.

@
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Ask the Ss, in pairs, to rephrase the comments.

1

8

We'll have to call the meeting off tomorrow. / We’ll have

to call off the meeting tomorrow.

Let’s put off the presentation until next week. / Let’s put

the presentation off until next week.

We know our suppliers will never let us down. [ We can

count on our suppliers to meet their deadlines.

We have now set up a first class distribution network in

Europe.

Could you please draw up a contract as soon as

possible. / Could you please draw a contract up as

soon as possible.

Could you set up a meeting with them for next week. /
“Could you set a meeting up with them for next week.

We've held on to the same market share that we had

last year. ‘

The new sales manager gets on very well with his team.

@

®

®

Check the answers with the whole class.

Again, point out the separable multi-word verbs, as in 1, 2,
5 and 6. (4 is theoretically separable, but up after network
would be a long way from set, and would sound rather
odd.)

If there is time, your Ss could discuss the questions below

in pairs. Write them on the board, and invite different pairs

to talk about different points. The idea is to use as many
multi-word verbs as possible (not just ones from this
section) when answering the questions.

Try to have a phrasal verb dictionary to hand, for example
the Longman Phrasal Verbs Dictionary.

How can businesses build up market share?

How can companies hold on to their most valued
employees?

What preparation should be made before settingup a
meeting with an important potential customer?

Circulate, monitor and assist if necessary. Note how each
pair is using multi-word verbs.

With the whole class, go over the multi-word verbs you
have heard, correcting problems where necessary.

Possible answer for question 1

Of course, before companies can build up market share,
they have to get into the market in the first place. They
have to find out about how the market works, how
distribution is set up and so on. When they have put
together enough information, they can set out to attack
the market, perhaps starting off in just a small area to
begin with. They may try to set themselves apart from
competitors by offering a product with special features
or they may compete on price.

3 Building relationships |

Skills: NetWorking

Ss look at networking language in a series of networking
situations, and use it themselves to role play two situations.

@® ()35

@ Tell the Ss that they are going to listen to a series of
conversations in the context of people networking.

Ask them to look through the statements as preparation for
listening, saying they will have to decide which statements
are true and which false.

@

@ Play recording 3.5 and stop at the end of each situation to
give time for the Ss to make their choice.

@ Ask the Ss for their answers.

1 a) false b) true 2 a) false, b) false
3 a) true, b) false 4 a) false, b) true

()36

@ Ask the Ss to look at the questions.

@ - Play recording 3.6 once or twice and ask for the answers.

1 Valentin Perez (A) wants advice on franchising
contracts. A friend has given him the name of the
person that he calls, saying that they might be able to
help. B (whose name we do not learn) is unable to help,
but gives Valentin Perez the name of someone who
might be able to: Stephanie Grant.

2 The call is successful in the sense that Valentin Perez
gets Stephanie Grant’s name.

@ ()36
Before playing the recording again, ask the Ss to look at
items 1-6, and to think briefly about what the missing
words might be.

@ Play recording 3.6 again, and have the Ss fill in the blanks.

1 | hope you don’t mind me phoning. Silvana said it
would probably be OK.

2 s it a convenient time to ring or could | call you back at
a better time?

3 Silvana mentioned that you might be able to advise me
on franchising contracts.

4 Mmm, | don’t know. | could maybe give you a little help,
but | know someone who’s an expert in that area.

You haven’t got her phone number by any chance?

o U

Can | mention your name when | call her?

Before role playing the situations, tell the Ss to look at the
Useful language box.

Get the Ss, in pairs, to practise saying the expressions
using friendly intonation.

@

Ss take turns to say one of the expressions from the Useful
language box, and to make an appropriate reply. For
example:

29
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A

B

Haven’t we met somewhere before?

Yes, it was at the group sales conference in Portugal
last year.

Oh yes. Very good conference, wasn't it!
We both went to that presentation on networking skills.

That’s right! It was one of the most interesting at the
conference!

©®

You can demonstrate with one student to give the Ss the
general idea. Then get the Ss to practise in pairs.

Praise and correct as usual, concentrating on friendly
intonation.

Keep the class in pairs. If you are short of time, some pairs
can role play situation 1 and others situation 2.

For situation 1, encourage the owner to think of a name for
their notional colleague, and the contact to think of a
typical Russian name, such as Ivan(a) Pavlov(a).

For situation 2, the Ss can invent names for themselves or
use their own names.

Make sure that the Ss understand the situation they are
going to role play before they start.

Start the activity. Circulate and monitor.

Praise good points and correct weaker ones, again
concentrating on intonation.

Ask for one or two public performances of each situation.

Getting to knowyou

Kimsoong, a Korean car manufacturer, wants to strengthen
customer loyalty as a way of dealing with increasing competition.

Stage 1

@ Instruct the Ss to read the section on the company’s
background in pairs.

@ Circulate and answer any queries. Discuss common queries
with the whole group.

® Quickly put the points in the left-hand column of the table
below on the board and elicit information from the group
so as to complete the column on the right.

® Make sure the Ss understand the situation by getting
individual Ss each to expand orally on a part of the table,
using complete sentences.

Background
Company Kimsoong .
Activity Car manufacturer
Based in Korea, European HQ near Paris
Structure ® Retail franchises in most
European countries; also tyre-
and exhaust-fitting services
Special features of @ Reliability at low prices
the company ® Basic models include many
features that are usually
options
® Environmentally aware
@ Social conscience
- makes donations to
environmental groups
— Eco-car under development
L

@ Ask the Ss to read the sections on problems and their
possible solutions and elicit the points below.

@ As before, invite individual Ss to summarise the situation
using complete sentences.
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| Actions . Hoped-for benefit
@ Look after existing & To build up long-term
customers well. Develop customer relationships
better understanding of | - customers may buy 3
customers through | Oor 4 cars over 10-year
accurate customer profile. period thereby

increasing profits.

@

Customer loyalty
programme (cost shared
50/50 with franchises).

® To encourage staff to be
more active in building
up good customer
relations.

Stage 2

@

Before doing the task itself, Ss should study, in pairs, the
Kimsoong customer profile for a couple of minutes.

® Go round the class quickly and ask individual Ss to make
statements about different points, for example:

— Nearly half the buyers of Kimsoong cars are under 30.

- Less than 1in 6 buyers buy another Kimsoong.

Stage 3: Task (37

@ Getthe Ssto work in pairs or threes on their ideas for the
customer loyalty programme. Then play recording 3.7 and
ask the Ss to make notes on the five suggestions made by
the directors (discount for existing customers, send
company magazine to customers, good deals on trade-ins,
free after-sales service for three years, expensive pen for
returning questionnaire).

®

3 Building relationships |

Invite representatives of the groups to present their ideas
to the whole class. The representatives can write key points
on the board and explain them briefly.

Have the whole class discuss the various ideas, including
those suggested by the directors, and choose the best
ones, perhaps by voting on them. You can run this
discussion yourself or ask a student to chair the meeting.
(The student should be briefed beforehand on the time
available.)

Stage 4: Writing

Ss write to an existing customer of a company in order to
make an offer that will increase customer loyalty.

Go round the class and ask individual Ss which company
they might write about and what the special offer might be.

Ask for possible openings to the letter, for example:

— Dear Mr Eastwood, You are one of our most valued
customers. That’s why we’re making you this special
offer. ...

The Ss could write letters in pairs collaboratively in class.
Circulate, monitor and assist. Alternatively, set the activity
as homework.

3 Writing file page 138

1to1

Use these points for the task as the basis for a discussion
about existing customers and a possible loyalty
programme.
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At a glance

Success

Ataglance = |

Lesson1
Each lesson (excluding
case studies) is about
45-60 minutes. This does

and time spent going
through homework. -

not include administration

Starting up

Ss look at language for describing successful people and
organisations and talk about success symbols in their own
culture.

Listening: A successful business

| Abusiness woman talks about how she built up a successful

electronic watch company.

Discussion: Sole brothers
Ss read about and compare two shoe companies.

Lesson 2

Reading: Steve Jobs
| Ssread a profile of co-founder of Apple, Steve jobs, and
| answer questions.

| Language review: Present and past tenses
| The tenses are compared and contrasted. Ss look at how they

are used in the Jobs article and then use them to write about

| another company’s history.

Text bank
(pages 144-147)

Practice File
Language review (page 17)

ML Grammar and Usage

Vocabulary: Prefixes
Ss look at how some common prefixes are used with
particular verbs.

| Skills: Negotiating

| The language of signalling, checking understanding and
| summarising is examined. Ss analyse how it occursin a

| negotiating situation and use it themselves to role play a
| situation.

Practice File
Vocabulary (page 16)

Resource bank
(page 198)

: Case study: Camden Football Club

Ss take part in the negotiations between a football club and a

| big media company.

Practice File
Writing (page 18)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.
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4 Success |

People are fascinated by success. Business commentators try to understand the success factors that
make for successful individuals, products and companies, and for economically successful countries.

People Different types of organisation require different types of leaders. Think of start-ups with their
dynamic entrepreneurs, mature companies with their solid but hopefully inspirational CEOs, companies
in difficulty with their turnaround specialists. Each also requires managers and employees with different
personality make-ups. Think of the combination of personality types needed in banks compared to those
in advertising agencies.

Products Successful products are notoriously hard to predict. There are subtle combinations of social,
cultural and technological circumstances that mean that something will succeed at one time but not
another. People talk rightly about a product ‘whose time has come’. The technology to meet a particular
need may exist for a long time before the product on which it is based takes off. In the beginning, cost
may be a factor, but after a time, a critical mass of users develops, costs come down, and no one ‘can
understand how they could have done without one’.

Companies Success factors here include energy, vision and efficiency, but many of the companies that
were thought to possess these attributes 30 or even five years ago are not those we would think of as
having these qualities today. Management fashions are a big factor: gurus and management books have
a lot to answer for. Once something becomes a mantra, everyone starts doing it, but objective measures
of the relative efficiency of each type of company are hard to find.

Countries Economic success stories such as Japan, Germany and Sweden became models that everyone
wanted to imitate. In the 1970s, government experts and academics went to these places by the plane-
load looking for the magic ingredients. In the 1980s and early 1990s, they went to the emerging
economies of the Asian tigers. Now the US economy is again held up as a model for all to follow. At
various times, commitment to self-improvement, entrepreneurial flair, efficient access to capital, vibrant
institutions and a good education system are held to be important factors for success, but the countries
mentioned above possess these to very varying degrees. The exact formula for success at a particular
time is hard to pin down.

In any case, how do you successfully imitate companies and countries? Companies have a particular
culture that is the result of their history, short or long. If managers and their consultants change them
radically, for example by downsizing them, they may be ripping out the very things that make them tick.
On the other hand, change may be really necessary, and companies with cultures and structures that
were successful under earlier conditions are very hard to change in a genuine way, even if they go
through the motions of adopting the latest management fashion. Unless convinced otherwise by a
charismatic leader, there will always be a number of refuseniks: managers and employees who refuse to
change because they can’t understand how the things that made the company successful in the past are
no longer valuable, and can even be a cause of failure. One reason for developing new products in start-
ups is that they can develop a culture and a recipe for success from scratch.

With countries, how do you imitate social structures and habits that have evolved over centuries
elsewhere, often with an entirely different starting point? The old joke about not wanting to start from
here if you're going there is applicable. In any case, by the time the model has been identified as one
worth imitating, the world economy has moved on, and your chosen model may no longer be the one to

* follow.

The ability to adapt is key. Here, the US is world leader in adapting old organisations to new
technological conditions — Ford and 1BM, for example, have had amazing turnarounds from earlier
difficulties. But radical innovation is equally important. The US is also’good at generating entirely new
companies that quickly become world leaders — witness Microsoft and Intel. The US economy is as
dominant as ever.

Here is a very limited selection of books about managers, companies and countries respectively.

Michael Gershman: Getting It Right the Second Time: Remarketing Strategies to Turn Failure into Success,
Management Books, 2000

Richard Koch: The Successful Boss’s First 100 Days, Financial Times/Prentice Hall, 1998

133




Lesson notes

| 4 Success

Lesson notes

Warmer

Ask the Ss to name the most successful business person /
people in their own country / countries. (In a multi-country
group, this is a good chance for Ss to learn about each
other’s business heroes.)

® Tell the Ss that they will be looking at success in business
people and in organisations.

@ Ask the Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 32 of this book as a guide. Tell
them which points you will be covering in the current
lesson and which in later lessons.

Quotation

@ Getthe Ss to explain the joke in the quotation.

® Ask them if they think it's true. Do they think, for example,
that some people are successful by luck, perhaps by being
in the right place at the right time?

®

Invite some quick comments, but don’t anticipate the
content of the rest of the unit too much.

In this section, the Ss look at the vocabulary for describing
successful people and organisations and talk about success
symbols in their own culture.

®

@ Get the Ss to discuss the words in pairs. Tell the Ss that
they can'add vocabulary that came up during the warmer
session to their lists if they want to. Circulate, monitor and
assist, for example by explaining ruthlessness, charisma
and nepotism, helping with pronunciation, and suggesting
words where necessary to describe particular character
traits.

@ Askindividual pairs to give their five most important
characteristics and ask them why they have chosen them.

@ Invite comments and encourage discussion. The Ss may
say, for example, that the characteristics depend on the
type of person. The characteristics of a successful novelist
overlap with, but are not identical to, those for a successful
chief executive. (Drive and discipline might be common
to both.)

@ Askthe Ss, in pairs, to talk about individuals they know,
perhaps in relation to the five words they chose in
Exercise A, and report their findings to the whole class.
Say that they can relate the characteristics to the people
that they mentioned in the Warmer activity if they want to.

®

@

Get the Ss to work on the success symbols in pairs. Ask
them also to name the particular cars, jewellery, holiday
destinations, leisure activities, etc. that successful people
choose at the moment. Invite comments and encourage
discussion with the whole group. Where there are different
nationalities in the class, treat the status symbols of each
culture tactfully, of course.

Get the Ss to work again in pairs, this time changing
partners. Ask them to complete the statements with the
words in the box. Check answers with the whole class.

D}

a) profit b) leader ¢) innovation d) workforce
e) customer f) brand g) shares h) headquarters

subsidiaries j) people

If you have time, get pairs to think of a successful company
that they admire, and ask which statements in the exercise
apply to this company. (In the case of successful recent
start-ups, it may be that not many of the points apply.)
Round up the discussion with the whole group.

Ss listen to a business woman talking about the electronic
watch company which she founded.

®

@

®

()4

Play recording 4.1 and ask the Ss to listen for the
general gist.

Go through the statements with the class. Then play the
recording again, stopping after each key point so that the
Ss have time to to decide whether each statement is true
or false.

Play the recording a third time, again stopping after each
key point so that the Ss have time to check their answers.

1

false 2 true 3 true 4 false 5 false 6 true

@

@

Go through the answers with the Ss, if necessary playing
parts of the recording again if they didn’t get something.

()42

Go through the two questions with the class before you
play the recording so that they know what information they
are listening for. ‘

Play recording 4.2 and encourage the Ss to take notes.
Allow them to compare their answers in pairs before
checking with the whole class.

1

Vision and strategic planning; use of management
tools such as SWOT analysis; use of the Internet for
marketing; development of a customer relationship
management system.

Be well prepared; seize opportunities which arise;
stay open-minded.

.

-



Discussion: Sole

Ss read about and compare two shoe companies, Puma and
Adidas Saloman.

®

» Ask the Ss to work in pairs and to decide who is going to
read which text. They should both take note of the points
so that they can look for information to help them with
their summaries. Allow them to take brief notes, but don’t
let them write summaries and then just read them out.

o The Sstake turns to give their summaries. As they do so,
circulate, monitor and assist, noting strong points and
those that need correction. Encourage them to ask each
other questions at the end of each one.

@ Still working in their pairs, the Ss discuss what the two
companies have in common and in what ways they are
different. When they have finished, have a feedback session
with the whole class, writing their ideas on the board.

Here are some similarities and differences between the two
companies. The Ss will no doubt think of others!
Similarities

Both companies were founded by members of the

Dassler family. .

" Both companies are successful producers of sports shoes.
Both companies are listed on the Frankfurt stock exchange.
Both companies have had their products worn and
endorsed by famous sports stars.

Both companies have had success with providing shoes for
the Olympic Games.

Both companies found success and a change of direction
after new CEOs were appointed.

Both companies are expanding worldwide.

Both companies have kept sports shoes as their core
product but have expanded into clothing and fashion goods.
Both companies have had problems: Adidas in the early
days and Puma after it went public. )

Differences

Adidas is listed on the Paris stock exchange, whereas Puma
is listed on the Munich stock exchange.

Adidas has made an acquisition (Saloman) and changed its
. name. Puma has not.

Puma has remained a manufacturing and sales company

i but Adidas has changed into a marketing company and
licenses products under the Adidas name. ;
- Puma has had success by using a website to sell its products.
© Puma has exploited links with a fashion designer to |
- develop its range of products.

Puma has used product placement in Hollywood movies as

a marketing tool.

4 Success |

Ss say what they know about three key figures from the
development of computers and the Internet and then read a
profile of Steve Jobs, co-founder of Apple and owner of Pixar,
the computer animation firm. They answer questions on
Jobs’s successful career.

®

@ Ask the Ss to work in pairs to pool their knowledge of the
three people listed. Then have a class brainstorming session,
listing as much information as you can on the board.

Here is some information about the three men. The Ss may
know more.

1 Bill Gates
Chairman and Chief Software Architect of Microsoft
Corporation, the worldwide leader in software. Born
October 28 1955. Grew up in Seattle, where his father is
a lawyer. Began programming computers at the age of
13. Went to Harvard University, but left before
graduating in order to devote his time to Microsoft,
a company he began in 1975 with his friend Paul Allen.
Married Melinda French Gates in 1994 and has three
children. Gives generously to charity through the Bill
and Melinda Gates Foundation.

2 Steve jobs
Co-founder of Apple. Now CEO of both Apple Computers
and Pixar Animation Studios, famous for computer
animated films such as Toy Story and Finding Nemo.
Born February 24 1955 in Wisconsin. Adopted soon
after birth by Paul and Clara Jobs and raised in Santa
Clara, California. Helped popularise the concept of the
home computer with the Apple II. Fired from Apple by
John Sculley but later rejoined the company and turned
its fortunes around with the iPod. Married Laurene
Powell in 1991 and has three children with her. Also
has a daughter with Christine Brennan.

2 Tim Berners-Lee
Inventor of the World Wide Web and Director of the
World Wide Web Consortium, which oversees its
continued development. Born in London June 8 1955.
Parents both mathematicians who worked on the
Manchester Mark |, one of the earliest computers.
Graduated from Oxford University in 1976. Created the
World Wide Web in 1991 and built the first server and
web browser. Currently Chair of Computer Science at
Southampton University. Married with two children.

@ Tell the Ss to read the article and then discuss the
questions in pairs. Circulate, monitor and assist. Then ask
the whole class for their answers.

35
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{ 4 Success

i a) the year Jobs and Wozniak started Apple
b) the year jobs was fired from Apple by John Sculley
¢) the year Jobs rejoined Apple

2 The computer Apple I.

3 a) The success of the computers Apple | and Apple Il.
b) The success of Pixar.

4 He was fired by John Sculley.

5 When Apple was failing, he was invited back by the
company.

6 One year.

7 It will change the way people buy music and will
combat the pirating of music which is damaging
the music industry.

8 Answers might include his genius, vision, determination
and confidence in his own ability and in his products.

The tenses are compared and contrasted. Ss look at how they
are used in the Steve Jobs article and then use them to write
about another company’s history.

®

@ Getthe Ss to work, in pairsy on the questions. Circulate,
monitor and assist.

@ Getindividual Ss to make statements about their own
company or educational institution using the different
tenses.

®

Discuss the rules with the whole class and get the Ss to
complete the statements.

present simple
past simple
present continuous
present perfect

S W N R

1 Past simple, because these are completed actions
which took place at a particular time in the past.

2 has complained, has been, have followed, have seen,

has walked out

Because these are present results of past actions.

is, does not believe, is

The present simple is used because these are

situations which are generally true.

w

°®

The Ss could do this at home if your classroom does not
have access to the Internet.

®

Collect the paragraphs and check that the Ss have used the
tenses correctly.

©

® Go through notes with the whole class, explaining the task
and any unfamiliar words (e.g. flagship).

3¢

@

Get individual Ss to come up to the board in turn and write
the first sentence of each section, so that they see present
simple, past simple and present perfect in context.

Ask the Ss to use these sentences as the basis for writing
the complete article, individually or in pairs in class, or as
homework.

The company

TOYS “4” US is one of the world’s largest toy retailers.
It sells its merchandise through more than 1,500 outlets,
with 685 toy-stores in the US, a further 605 toy stores
overseas and 216 BABIES “9” US stores.

How the company started .

In 1954 Charles Lazarus began a business for children only
and he set up his first baby furniture store in Washington,
DC. Lazarus opened his first toy supermarket in 1957 and
in 1978 TOYS “4” US became a public company.

Recent events

In 2001 TOYS “4” US opened its Times Square flagship
store in New York City. Although it has recently lost its
number one position in the US to Walmart, it has
significantly expanded its video merchandising in its US
stores and has evolved into an 11-billion-dollar business.

What it is doing now

TOYS “a” US is currently trying to regain its number one
position from Walmart. Lazarus is now focusing on a new
venture, BABIES “4” US, and is working hard to make it
the number one baby product specialist chain store in
the world.

Ss look at how some common prefixes are used with
particular verbs.

®

€]

Ask the Ss to find the three example words in the article on
page 32 (in lines 1, 54, and 79). Ask them to look at the
context and say what each word means. Establish that if
the prefixes co-, re and under are removed from these
words, then words with different meanings are left. Elicit
the implications of the prefixes (co- means with: Jobs didn’t
found Apple alone, he founded it with Steve Wozniak; re
means again: Pixar was called something else before Jobs
bought the company; under means too little: Jobs doesn’t
believe in being modest and saying too littte about the
success of his companies).

Get the Ss to complete the exercise in pairs. Circulate,
monitor and assist.

Ask the Ss what other words they know that use these
prefixes (e.g. overeat, mismanage, outdo, co-author,
rewrite, ultra-generous, ex-wife, decommission,
undervalue).
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@ Do the first one as an example with the whole class and
demonstrate that the odd one out in each group is the
word that cannot take the prefix in bold at the beginning
of the line. Ask the Ss to complete the exercise in pairs.
Circulate, monitor and assist.

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

©

® Get the students to work either individually or in pairs to
complete the sentences.

@

Check answers with the whole class.

2 co-authors 3 relaunch 4 overestimated
5 mismanaged 6 outbid 7 ultra-modern 8 ex-boss
9 denationalised

The language of signalling, checking understanding and
summarising is covered. Ss analyse how it occurs in a
negotiating situation and use it themselves to role play a
situation.

®

® Go through the Useful language box with the whole class.
Get individual Ss to read the expressions, working on
intonation.

® Explain briefly the role and importance of these
expressions in structuring negotiations.

® Get the Ss to read the conversation aloud in pairs, and
identify signalling, checking understanding and
summarising expressions.

® Ask different pairs for their findings and discuss them with

the whole class.

Special requirements? What do you mean exactly?
(Checking understanding)

Mmm, OK, how about this? (Signalling)

OK, so you’re saying you will modify the car if we ask you
to? (Checking understanding)

Right then, let’s see what we’ve got.(Summarising)
That’s it. OK, let’s talk about delivery now. (Signalling)

© ()43

@ Play the recording once right through, and then again,
stopping after each item.

4 Success E

@ Ask the Ss to identify signalling, checking understanding
and summarising expressions, so as to eliminate them.

checking understanding
signalling

checking understanding
signalling

summarising

checking understanding

O~N o W N R

So the answer is 3 and 8.

®

Explain the situation.

@& Put the Ss into pairs and appoint the Sales Managers and
Chief Buyers. Make sure that everyone knows who they
are. '

® Ask the Sales Managers to turn to page 149 and the Chief
Buyers to turn to page 147.

® Ask the Ss to study their information carefully.

Tell the Ss they should -
— start the negotiation with some small talk
— get into the negotiation itself, trying to use the
expressions for checking understanding, signalling and
summarising, and
— write down what they agree.

® Answer any questions the Ss may have, then tell them to
do the negotiation in pairs.

@ Circulate, monitor and assist. Note language points for
praise and correction, especially in relation to the
“ expressions for signalling, checking understanding and
summarising.

@ When the pairs have finished their negotiation, ask the
different pairs what they decided. Summarise the results
on the board, so that Ss can see the range of results.

® Ask one or two pairs to summarise the stages of their
negotiations, the tactics each partner was using, particular
difficulties and sticking points.

@

Do a round-up of language points for praise and those that
need correction. Focus on five or six language points, for
example, in relation to expressions for signalling, checking
understanding and summarising, and get individual Ss to
use the correct forms. :

ito1

This role play can be done between teacher and student.
Don’t forget to note language points for praise and
correction afterwards. Discuss with the student their
negotiating plan and the tactics they were using.
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! 4 Success

Camden FC

Ss study information about Camden FC and take part in the
negotiations between the club and a big media company
about future broadcasting rights and other issues.

Stage 1 (J4a

®

@

Divide the whole class into two halves, A and B.

Get the Ss to read the section on Camden’s background.

@ Play recording 4.4 and ask the Ss to take notes of the key

points.

&

Get the Ss to read the section about the current situation.
Circulate and answer any queries.

Put the points in the left-hand column of table below on the

board. Ask the Ss questions to elicit the information to
complete the table, e.g. What has Camden’s recent
performance been like on the field?

@ Then, similarly, get the Ss in Group A to elicit information
from those in Group B about the current situation.

Background: Camden FC

Recent performance in
football

Very successful in UK and
Europe

Recent performance in
business

Commercially very
successful

Footballing success due to

Cristos Sroda, Manager,
and his strategy of
promoting younger players
and buying some
international ones

Commercial success due to

Sophie Legrange,
Commercial Director, and
her strategy of increasing
profits through

@ corporate hospitality
sponsorship
conferences
diversification: travel
agency, etc.

® ® ©

One lucrative source of
_income

TV rights

Current situation

Current sponsorship deal
with

Insurance company

United Media plc

other activities

Potentially large audiences
(advertisers will be
interested — not specifically
stated)

Possible new deal with
Other income from
United Media’s interest in
Camden due to United
Media’s

@ Camden feel they are in
a strong position

Some say Camden rely
too much on their star
player, Paolo Rosetti.
He is now 30, is
unreliable, has been
getting bad publicity
recently, and he has
personal problems

Key factors in negotiations
between Camden and
United Media @

Check that the situation is clear to all the Ss by asking a
few quick questions.

Once you are satisfied that the situation is clear, move on
to Stage 2.

Stage 2

Divide the class into groups of four to six. Within each
group, half the Ss will represent Camden FC and the other
half, United Media plc: two to three Ss on each side.

Ask the whole class to look at the agenda for the
negotiations and elaborate briefly on each point.

Before the Ss read their role cards, make it clear that each
side will have to work out its objectives, priorities, strategy
and tactics, and think carefully about what concessions
they are willing to make.

Camden FC negotiators turn to page 147 and read their role
cards. :

United Media negotiators turn to page 154 and read their
role cards.

Get each team to work together to develop an effective
strategy for the negotiations. Circulate, monitor and assist.

Stage 3: Task ()45

@

Make sure that each side has a chief negotiator who will be
the first to speak. The chief United Media negotiator will
outline the purpose of the negotiations and the chief
Camden negotiator will reply. The chief negotiators should
make sure that the discussions move on smartly, so that
participants do not spend too long on each point.

The negotiations can begin, in parallel where there is more
than one group.
Circulate and monitor, noting strong points and those that

need correction. Do not intervene in the negotiations
themselves unless the teams are completely stuck.
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Just before the negotiatons seem to be coming to a
conclusion, stop the class and tell them that a news report
has just come on the radio. Play recording 4.5. Then ask
the Ss to continue their negotiation.

When time is up, ask the Ss on different sides what
happened in their particular negotiations: what their
objectives were, what tactics they used, whether they
achieved their objectives, etc. Ask them what effect the
news report had on their negotiations.

®

Praise strong language points and correct ones that need
correcting, getting individual Ss to rephrase what they said
earlier, incorporating the corrections. '

@®

Stage 4: Writing

Following the negotiations, the Ss write a press release or a
letter depending on the outcome of their particular session.

)
@

@

4 Success |

This writing exercise can be done as pair work in class or
for homework.

Make sure that each student knows which type of writing
they are going to produce: a press release from the point of
view of the company they represented, or a letter, if the
negotiation was unsuccessful.

3 Writing file page 141.

i

i 1to1 '

This negotiation can be done 1 to 1. Ask the student which
side they would prefer to represent. You represent the
other side. Don’t forget to note language points for praise
and correction after. Afterwards, discuss with the student
their negotiating plan and the tactics they were using.
Highlight some of the language you chose to use as well.




At a glance

Job satisfaction

Lesson1 :

Each lesson (excluding
' case studies) is about
45-60 minutes. This does
not include administration
and time spent going
through homework.

Starting up

| Ss discuss what motivates people at work.

Vocabulary: Synonyms and word building
Ss look at the vocabulary of motivation and job satisfaction.

Discussion: Job satisfaction
Ss discuss their experiences of job satisfaction.

| Listening: Staff satisfaction survey

A Human Resources Director talks about how her company

| creates job satisfaction among its staff.

Practice File
Vocabulary (page 20)

Lessonz

o Reading: Perks that work
- | Ssread an article about the perks that companies offer their
| workers in order to build company loyalty and retain their staff.

Text bank
(pages 148-151)

Llesson3

Language review: Passives -
Ss work on the passive forms of a range of verb tenses.

Skills: Handling difficult situations

| Sslook at the language used in tricky situations, and apply it
] thems’elves to role play a situation.

ML Grammar and Usage

Practice File

Language review (page 21)
Resource bank

(page 198)

-| Case study: Office attraction
A Managing Director is worried about close relationships

between employees and their effect on the company. Ss suggest

| what action the company should take.

Practice File
Writing (page 22)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.
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5 Job satisfaction !

‘Happiness is having one’s passion for one’s profession,” wrote the French novelist (and management
thinker) Stendhal. The number of people in this fortunate position is limited, but there are all sorts of
aspects of office and factory work that can make it enjoyable. Relations with colleagues can be satisfying
and congenial. People may find great pleasure in working in a team, for example. Conversely, bad
relations with colleagues can be extremely unpleasant, and lead to great dissatisfaction and distress.

Basic work on what motivates people in organisations was done by Frederick Herzberg in the 1960s.
He found that things such as salary and working conditions were not in themselves enough to make
employees satisfied with their work, but that they can cause dissatisfaction if they are not good enough.
He called these things hygiene factors. Here is.a complete list:

e Supervision

¢ Company policy

* Working conditions
e Salary

® Peer relationships
* Security

Some things can give positive satisfaction. These are the motivator factors:
e Achievement

¢ Recognition

e The work itself

¢ Responsibility

¢ Advancement

e Growth

Another classic writer in this area is Douglas McGregor, who talked about Theory X, the idea, still held
by many managers, that people instinctively dislike work, and Theory Y, the more enlightened view that
everybody has the potential for development and for taking responsibility.

More recently has come the notion of empowerment, the idea that decision-making should be
decentralised to employees who are as close as possible to the issues to be resolved: see Units 8 Team
building and 12 Management styles.

But where some employees may like being given responsibility, for others it is a source of stress.
People talk more about the need for work that gives them quality of life, the work-life balance and the
avoidance of stress. Others argue that challenge involves a reasonable and inevitable degree of stress if
people are to have the feeling of achievement, a necessary outcome of work if it is to give satisfaction.
They complain that a stress industry is emerging, with its stress counsellors and stress therapists, when
levels of stress are in reality no higher today than they were before.

Warren Bennis et al.: Douglas McGregor Revisited — Managing the Human Side of Enterprise, Wiley, 2000

Wayne Cascio: Managing Human Resources, McGraw-Hill, 1997
Harvard Business Review on Work and Life Balance, Harvard Business School Press, 2000
Frederick Herzberg: Motivation to Work, Transaction, 1993

Paul Spector: Job Satisfaction: Application, Assessment, Causes and Consequences, Sage, 1997
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. 5 Job satisfaction

Lesson notes |

Warmer .

@

Write job satisfaction and motivation on the board. Ask Ss,
in pairs, to discuss and define each of them.

@

Ask each pair for the results of their discussion, and their
definition. Invite comments from the whole class. (The
Longman Dictionary of Contemporary English defines
satisfaction as ‘a feeling of happiness or pleasure because
you have achieved something’ and motivation as
‘eagerness or willingness to do something without needing
to be told or forced to do it’.)

@ Tell the Ss that they will be looking at job satisfaction.

® Askthe Ssto look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 40 of this book as a guide. Tell
them which points you will be covering in the current
lesson and which in later lessons.

Quotation

@ Ask the Ss to look at the quotation and say if they agree
with it. Ask if they know who Ogden Nash was (an American
writer of humorous verse, if they’re interested).

Ss discuss motivating factors at work, and have the
opportunity to do a quiz on professional burnout.

®

@ Go through the list of words and expressions. Get
individual Ss to explain the less obvious ones (there’s no
need for them to explain bigger salary for example).
Explain terms that the Ss don’t know. Work on
pronunciation where-necessary.

® Get the Ss to discuss the questions in pairs or threes.
Circulate, monitor and assist. Note language points for
praise and correction.

@ Get the representatives of the pairs or threes to say what
their findings were. Encourage whole-class discussion,
comparing the results from each group.

@

Praise good language points from the discussion and work
on three or four points that need improvement, getting
individual Ss to say the correct forms.

@ If you have time, get the Ss to look at the ‘Are you in danger
of burning out’ quiz on page 137. They can do it in pairs in
class, or for homework. In both cases, ask individual Ss
afterwards for their ‘profile’ and ask if they agree with it.
Invite comments and encourage discussion.

Vocabulary: Synonyms and word building
Ss look at the vocabulary of motivation and job satisfaction.

®

@ Go round the whole class and get the Ss to read out the
words and expressions. Correct stress and pronunciation
where necessary, for example auTOnomy, burEAUcracy, but
don’t explain meanings at this point.

@ Get the Ss to do the matching exercise in pairs. Circulate
and monitor.

Check the answers with the whole class.

@

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

@ Ask the Ss to complete the sentences in pairs. Circulate,
monitor and assist.

® Go through the answers with the whole class.

1 autonomy 2 bureaucracy 3 burnout 4 pay
5 perks 6 golden handshake 7 appraisal

©

Ask the Ss to complete the exercise in pairs. Circulate,
monitor and assist.

@ Go through the answers with the whole class.

1 a) satisfied  b) dissatisfied ¢) satisfaction
2 a) motivating b) demotivated ¢) motivation
(Note: not ‘motivator’)

3 a) frustration b) frustrating  ¢) frustrated

@ Point out the negative prefixes underlined above. Tell the
Ss that the best thing is to learn these as complete words,

rather than get into the ‘rules’ for forming negatives, which
are quite complicated.

Ss discuss their own feelings of satisfaction and
frustration at work and comment on three statements
about job satisfaction.

® Ask the Ss to discuss the questions in pairs. Circulate,
monitor and assist, noting language points for praise and
correction.

® Get pairs to report their responses to the whole class.
Invite comments and encourage further discussion.

® Praise good language use from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.
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Listening: Staff satisfaction survey

A Human Resources Director talks about her company’s annual
survey, which is used to create job satisfaction among its staff.

®

® Find out if any of the Ss work for a company which uses a
survey to assess staff job satisfaction. Brainstorm with the
whole class two or three questions that might appear on
the Procter and Gamble staff survey. Write their
suggestions on the board and then ask them to work in
small groups and to write down five more guestions.

® Get groups to report their questions to the whole class.

()51

@ Play recording 5.1. The speaker doesn’t quote any of the
actual questions on the survey, but she talks about the
areas of people’s lives that the survey focuses on and gives
some examples of more specific topics which the questions
address. Ask the Ss to tick any of their question topics
which the speaker mentions.

© (9541

® Play the recording again, pausing to allow the Ss time to
write down all the things which the survey asks about.

When the Ss compare their answers with other members of
their groups, you might like to ask them to formulate some
of the actual questions on the survey, e.g. Are you proud of
the company and what it does? Do you understand how
your work fits in with the company strategy? Are you
satisfied with your work-life balance? Does your manager
manage you well and help you to develop your career?

Do you have a trusted mentor in the company to give

you guidance? Do you understand all the benefits and
compensation you are entitled to? Do you feel that you

are adequately rewarded for your work? ’

@ (752
® Go through the questions with the whole class before you

play the recording so that they know what information they
are listening for.

@

® Play recording 5.2 and encourage the Ss to take notes as
they listen. Pause the recording at key points to facilitate
this. You may need to play the recording more than once.

® Check answers with the whole class.

1 Some people want a reduced work schedule. Some
want to work from home instead of commuting to the
office. Some want to work hard but would like to have
enough energy left to enjoy a social life and to
contribute to their communities in their spare time.

(Ss might also mention the issue of the environmental
impact of a company being a factor in changing priorities.)

2 Part-time work for mothers coming back from maternity
leave and also for junior and senior managers who want
to undertake some child care duties; flexible working
hours to allow people to cope with emergencies and
look after relatives, children or pets.

3 The ethical standards of the company and the
company’s policy on environmental issues.

4 To reduce pollution and to reduce traffic in the local area.

5 Job satisfaction |

Reading: Perks that work o

Ss read about some of the perks offered by companies in an
effort to retain staff and build company loyalty. The article
discusses whether the provision of generous perks makes
sense for companies and what the best ways are of keeping
employees happy.

®

@ Ask the whole class for examples of perks that they receive
in their jobs or which they know of, e.g. company car,
canteen, healthcare provision, company pension, etc. Ask
them if they know of any unusual perks.

Ask the Ss to work in pairs and to imagine that they are
joining a new company. Tell them to draw up a list of the
perks that they would like to have.

® Get the pairs to report back to the whole class on their
perks. You might like to ask the class to vote on the best list.

@ Give the Ss time to read the whole article and then ask
them to go back and find the lines in which the ideas are
mentioned. Allow them to work in pairs or small groups
if they wish. Circulate, monitor and assist with any
difficult vocabulary.

® Check answers with the class.

1 lines 881093
2 lines 94 to 107
3 lines361to 55
4 lines 5810 83
5 lines 24 to0 32
6 linesgto14

©

Ask the Ss to find and underline the word partnerships in
the article.

® Check answers with the whole class.

‘personal problems (line 13)
financial planning (line 14)
top performers (line 26)
general manager (lines 63-64)
common sense (line 69)
social responsibility (line 75)
corporate culture (line 84)
employee loyalty (line 98)

0ON VU W N

®

® Getthe Ss to work either individually or in pairs to
complete the sentences.

® Check answers with the whole class.

5 social responsibility
6 top performers
7 common sense

personal problem
employee loyalty
general manager
corporate culture

H W N R
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i 5 Job satisfaction

@ 2 Go round the class quickly and get answers from individual
Ss.

@

Ask the Ss to discuss the statements in pairs or threes. ,
Circulate and monitor. - Procedure

. Questionnaires were distributed to all departments.
~ All managers were interviewed.

~ A sample of workers was canvassed.

®

Ask the pairs or threes to present their findings to the
whole class. Invite comments and encourage further

discussion.
Present problems

Staff are not being consulted.
Flexitime is not being allowed.

@

Praise good language use from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

Measures to improve job satisfaction since March

1]
ot
e
=)
=
[
o
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)
)
-

. Languagerew Staff have been consulted properly.
Research into flexitime has been carried out.
Ss work on the formation and use of the passive forms of a Incentive recommendations
range of verb tenses. A new scheme should be introduced from 1 Nov.
@ . A system of team bonuses should be adopted.
Further research should be carried out into a share option
@ Go through the three points in the Language review box scheme. ‘
with the whole class fairly quickly. Don’t spend too much
time on them now, but come back to them in relation to @ Relate this exercise to the initial point about the passive
later activities in this section: see below. being used to describe processes and procedures.

®

Ask the Ss, in pairs, to match the sentences a)-h) with the
tenses. Circulate, monitor and assist, reminding them

about modal verbs (must, might, should, etc.), and helping
with vocabulary, e.g. hampered. Ss look at and listen to the language used in tricky situations,

and discuss what they would say in other difficult
circumstances.

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

® Ask the pairs for their answers.

@ Discuss the sentences with the whole class, in relation to
the first of the three points in the Language review box, for
example

® Explain to Ss that they will be looking at language for
dealing with tricky situations, and get them to do the
exercise in pairs. Circulate and monitor.

a) We’re more interested in the supervisors being trained
than in the people training them.

b) We’re more interested in the people being forced to | 1h 2g 3d 4e 5f 6b 7a 8c
choose than those forcing them to choose.

@ Check the answers with the whole class.

® Sswork in pairs to role play the eight situations. Circulate,

monitor and assist. Note language points for praise and
® Explain vocabulary from the extracts that you think may be correction.
unfamiliar: conduct, perceive, etc. (without giving the @ Ask fora few performances of the situations from
answers, of course). individual pairs in front of the whole class.
® Ask the Ss to work in pairs on the extract. Circulate, @ Praise good language points from the discussion and work
monitor and assist. on three or four points that need improvement, getting
® Ask pairs for the answers. individual Ss to say the correct forms.
1 have been conducted ) 1toa
2 be perceived These role plays can be done directly between teacher and
3 are entered . student. Don’t forget to note language points for praise
4 were given and correction afterwards.
5 were paid
6 were paid ()53
7 s reduced @ Play recording 5.3, stopping after each conversation to

elicit the answers.

©

. ) ) . Apologising Endi conversation
@ Explain that the points form the basis for sentences from a S}:N[ gising th Snd.ng :ano?q;i;?
report on an Employee Incentive Scheme. |_>howing sympathy aying P Y
@ Explain any words that require it, for example incentive, @ O 5.3

canvass. Explain that a share option scheme is one in which
employees are given shares in addition to their salaries. If
the company performs well, they make money.

@ Go through the Language box getting individual Ss to read
the expressions with appropriate intonation. Get them to
overdo it slightly, but without sounding insincere!
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Play recording 5.3 again. Stop after each conversation and
get Ss to match an expression from each conversation to a
particular heading in the Language box.

Saying ‘no’ politely

I'm sorry, | really can’t.

Showing sympathy

| know what you mean. You're not the only one who feels
like that.

Apologising

I'm really sorry. We're going to have to ...

Ending a conversation
Could we talk about this later?

Get the Ss to discuss appropriate expressions for the
different situations in pairs. Circulate, monitor and assist.

With the whole class, ask pairs for their expressions. The
expressions below are suggestions. Ss will certainly come
up with other ideas.

That’s really bad luck. | know how you must feel.

2 | don’t know how to tell you this but ...
| was thinking that it would be good to have a chance to
talk about the contract over dinner.

4 | hope you don’t mind me saying this, but actually it’s
not very comfortable. Would it be possible to move?

]

As an additional activity, you could ask Ss to do mini role
plays incorporating these expressions.

Office attraction

5 Job satisfaction |

A managing director is worried about close relationships
between employees and their effect on the company. Ss

role play members of the Human Resources Department and
suggest what action the company should take.

Stage 1

@ Get the Ss to read the background section to themselves
and meanwhile write the points on the left of the table
below on the board. When the Ss have finished reading,
elicit adjectives and expressions that describe the points
on the left, and write them up.

Working atmosphere relaxed
preferred by

Karl Jansen, MD

Staff rule book slim

Company culture

casual, maybe too casual

Working hours

long

Competition with other
companies and its effect

fierce, causing stress
among employees

Close relationships
between members of
staff

increasingly common

©® Get the Ss to read the e-mail and meanwhile write the
points on the left of the table below on the board. When the
Ss have finished reading, elicit information about the

- points on the left, and write them up.

Subject Policy on office
relationships
Main point KJ’s concern about

relationships between
members of staff

Result of three recent
relationships

Damaged performance of
those concerned as well as
that of colleagues

Names of those involved
and nature of problem

Tania Jordan — appointment
John Goodman — re-assignment
Derek Hartman — complaints

Sta'ge 2: The details and specific questions () 5.4

@ Divide the class into groups of four. These groups will later
form the basis of the role play groups. They represent

y Rescurces Department. One

members of the Human

person is Jenny Cunningham, its head, and the other three
work under her. Each of them will concentrate on a
particular case: that of Jordan, Goodman and Hartman,

respectively.
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Assign the roles of Jenny Cunningham and her
subordinates in each group, making clear which case each
subordinate is going to concentrate on.

The person in each group playing Jenny Cunningham
quickly skims the different cases to get the basic facts and
then reads the ‘specific questions’ in order to prepare for
the meeting where the Human Resources Department will
decide what to recommend in each case.

Ask the three ‘subordinates’ in each group silently to read
the information about their particular case and to develop
the recommendations they will put forward in the meeting.
Circulate, monitor and assist. In preparing the details of
each case, you could suggest to your Ss that they complete
information under the headings: background; problem
identified; action taken; remaining problem;
recommendation.

The student dealing with the Derek Hartman case should
leave the group after reading the section about him and
come over to one corner of the classroom. In this corner,
play recording 5.4, the conversation between Karl and
Claudia, once or twice to all the Ss from the different
groups specialising in the Hartman case and ask them to
take notes. They will need this information in the
forthcoming meeting. When they are ready, ask them to
rejoin their respective groups.

Call the whole class to order and answer any queries.

Stage 3: Task

©

Write the agenda for all the meetings on the board,
explaining as you write up the points.

@

@

Tell the whole class that Jenny Cunningham will chair the
meeting in each group. The person playing her will follow
the agenda. For agenda items 1-3, tell the person playing
Jenny that they should ask the student working on that
case to summarise what happened, make their
recommendation, and then open the meeting to general
discussion. (The student working on Derek Hartman’s case
should be sure to summarise what they heard in the
recording, as well as the other information about him.)

When the situation is clear to everyone, the meetings can
start. Circulate and monitor, but do not intervene except if
absolutely necessary. Note language points for later praise
and correction.

At the end of the activity, praise good language points that
you heard while you were circulating and monitoring, and
work on three or four points that need improvement,
getting individual Ss to say the correct forms.

Ask each group to summarise its recommendations.
Compare those of different groups. Invite comments and
encourage discussion.

Stage 4: Writing

Ss write a set of guidelines which could be used as a
discussion document at the next board meeting, based on the
discussion at their particular meeting.

®

This writing exercise can be done as pair work in class or
for homework.

“j* Writing file page 142.

Agenda
Tania Jordan/Marcus Ball: facts of the case and
recommendations
John Goodman: facts and recommendations
Derek Hartman: facts and recommendations -
Written policy on close relationships at work?
Sanctions (= punishments)?
How to avoid unfair advantages through close
relationships? Specific examples of bad practice to be

included in written policy, if we decide to have one?

_ﬁé,l

E
|

H
2

| The student can discuss the different cases directly with |
you. Don’t forget to note language points for praise and
| correction afterwards.




At a glance

Risk

Lesson 2

Ss read an article about the dangers to companies of not having
| effective strategies and procedures for risk management.

- | Language review: Adverbs of degree

| Sslook at adverbs such as rather, slightly and extremely and use
| them in a number of situations.

Lesson 1 e Starting up Practice File
Eachesson (excluding Ss look at different types of risk, and listen to a risk advisor Vocabulary (page 24)
case studies) is about talking about the risks faced by businesses.
4,5f69 minutefs’. Thrs does Vocabulary: Describing risk
notincliae a(:im‘lnarhstrat/on Verbs and adjectives used in the context of risk.
qn;d ffme spen{’gqm‘g - Listening: Effective risk management
through homework. . . . L - .

e Ss listen to another expert in risk management talking in detail

about different risks, and ways of managing them.
| Reading: Planning for the future Text bank

(pages 152-155)
Practice File
Language review (page 25)

ML Grammar and Usage

Skills: Reaching agreement

| Sslisten to the language of agreement in the context of a
| marketing team meeting. They then put this language into action

to role play a situation.

Resource Bank
(page 198)

| Case study: Suprema Cars

| A sports car manufacturer is in trouble and has sought the

| advice of a management tonsultant. Seven options have been
proposed for increasing profitability.

Practice File
Writing (page 26)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.

48]
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Business brief

6 Risk |

All business is built on risk. Operating in politically unstable countries is one of the most extreme
examples of this. The dangers may range from kidnapping of managers through to confiscation of assets
by the government. Company managers may have to face fraud and corruption. But the fact that
companies want to work there at all shows that they think the returns could be very high. As always,
there is a trade-off between risk and return: investing in very challenging conditions is a graphic, if
extreme, illustration of this trade-off.

Companies do not have to go to unstable countries to be harmed by criminal activity. Industrial
espionage has existed for as long as there have been industries to spy on, but this can now be carried
out at a distance by gaining access to company computer networks. IT security specialists may try to
protect their company’s systems with firewalls (technical safeguards against such snooping by hackers)
and against computer viruses.

So far, we have looked at some of the more extreme examples of risk, but even business-as-usual is
inherently risky. For example, by putting money into a new venture, investors are taking serious financial
risks. Most businesses fail (some put the figure as high as nine out of ten), and as the first shakeout of
Internet start-ups showed, this can happen increasingly quickly after they are founded. Venture
capitalists who put money into such businesses spread their risk so that the payback from one or two
successful ventures will hopefully more than compensate for the money lost in the failures. For more on
financial risk, see Unit 9 Raising finance.

There is also the risk that even apparently well-established companies that are seemingly in touch
with their customers can easily start to go wrong: we can all think of examples in soft drinks, clothing,
cars and retailing, to name a few. Here, the risk is of losing sight of the magic ingredients that make for
success. Some companies are able to reinvent themselves, in some cases several times over. Others
don’t understand what they need to do to survive and thrive again, or if they do understand, are unable
to transform themselves in the necessary ways. The things about the company that were formerly
strengths can now become sources of weakness and obstacles to change. The financial markets see this,
and the company’s shares fall in value. Investors are increasingly quick to demand changes in top
management if there are not immediate improvements. In some cases, companies that were the leaders
in their industry can even go bankrupt: in airlines, think of PanAm.

And then there is the risk of management complacency. Take a tyre company. A few weeks of shoddy
operations and enough faulty tyres are produced to put the whole future of the company at risk through
product liability claims following accidents caused by blow-outs. Product recalls are the worst possible
publicity imaginable for companies, and in the worst cases, their image is so damaged that they never
recover. This is a case study in reputational risk: the trust that customers put in a company can be thrown
away overnight. Another example of a company that destroyed the trust of its clients is the well-known
Internet service provider that announced free access at all times, and then immediately withdrew the
offer. One commentator described this as brand suicide.

Peter L. Bernstein: Against the Gods: The Remarkable Story of Risk, Wiley, 1998

C.B. Chapman, Stephen Ward: Project Risk Management, Wiley, 1996
Mark Daniell: World of Risk, Wiley, 2000




Lesson notes

| 6 Risk

Lesson notes =

Warmer

@

Write the word ‘risky’ on the left of the board and dashes
indicating the number of letters in the words that come
after it, like this. (The figures in brackets indicate the
number of dashes to write up):

________ ®
e__®
__________ (10)
risky  _______ @)
_______ @)
________ ®)
___________ (1)

Tell the Ss that all the missing words are or can be
business-related. They have to guess what they are. Tell
them to shout out words they think of.

If they have trouble, give them clues by showing particular
letters, for example all the Es in the words, like this:

risky _e

@

For words that the Ss still don’t get, start giving other

letters, or clues to their meaning, for example, the third one
means ‘when you put money into a business activity, or the
amount of money you put in’.

Ss should eventually end up with seven typical
combinations, like this:

business
deal
investment
risky lending
project
strategy
undertaking

@

&

@

Point out that the last one has nothing to do with funerals,
and means ‘project’ or ‘enterprise’.

Tell the Ss that they will be looking at Risk.

Ask the Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 48 of this book as a guide. Tell
them which points you will be covering in the current
lesson and which in later lessons.

Quotation

Ask the Ss to look at the quotation and say what it means (if
you don’t take risks, you can never succeed at anything).
Invite comments and encourage brief discussion.

: Star’tmgu ; "

Ss look at different types of risk, and listen to a risk advisor
talking about the risks faced by businesses.

Get the Ss to work in pairs on the different types of risk and
say which thing is the riskiest in each group. Circulate and
assist.

€]

@ Ask pairs for their findings. Invite comments and encourage
discussion. (In the case of travel, don’t get too bogged
down in lugubrious statistics!)

® Ask the Ss if anything is done in their country / countries to
warn of health risks and of the risks of particular types of
investment.

@ You could mention health warnings on cigarettes and, on
“some investment products in the UK, the ‘health warning’:
‘The value of your investment can go down as well as up,
and you may not get back the money you invested.’ Point
out the use of *health warning’ in this financial context.

®

Ask if the Ss think such warnings are a) effective,
b) necessary. Shouldn’t people just be free to indulge in
risky behaviour if they want to?

® Get the Ss to work in pairs. Suggest students each come up
with three risky things they have done. Circulate and
monitor.

With the whole class, ask pairs for their risky activities.
Invite comments and encourage discussion. Who are the
risk-takers in the class (show of hands)?

©-0 ()81

Get each student to write down three types of business
risk.

®

Do a quick round-up of these risks with the whole class.

Tell the Ss that they will hear a risk advisor from a bank
talking about risks faced by businesses.

Get the Ss to listen to recording 6.1 once or twice and note
down the risks mentioned.

@

@

doing nothing

credit or guarantee risk

political risk

risk of catastrophe or disruption (= the risk of not being
able to continue business as usual because of some
unforeseen event)

S WN R

@ Ask the Ss for the four risks and ask which of these they
had predicted hearing. If necessary, explain disruption. Get
the Ss to give examples of each type of risk.
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Vocabulary: Des“cribii‘ng risk P

Ss look at verbs and adjectives used in conjunction with risk.

®

Do as a whole-class activity. Write the four verbs predict,

meet, assess and manage on the board and get the Ss to

say which heading the other verbs should come under,
explaining their meanings if necessary.

Predict Meet Assess Manage
foresee encounter calculate eliminate
face estimate minimise

prioritise reduce

spread

Ask the Ss to work in pairs on the matching exercise. If they

haven’t done this type of exercise before, point out clues.
For example, if there is impossible to at the end of an item
on the left, look for an infinitive verb at the beginning of the
item on the right. Circulate, monitor and assist. (An actuary
(item 6) is a specialist who works for or advises a financial
institution. For example, life insurance companies employ
actuaries to calculate future mortality rates of
policyholders, the payouts that will have to be made, and
their timing.)

Ask the Ss for their answers.

|
i 1

e 2f 3g 4d 5¢c 6b 7a

@

©

Group adjectives on the board under the two headings with
the whole class.

-

High: great; huge; serious;
significant; substantial;
terrible; tremendous

Low: faint; miniscule;
negligible; remote; slight

'

@

®

®

Work on the stress of words like sigNIFicant, subSTANtial,
NEGligible and treMENdous.

Get the Ss to work in pairs on the three types of risk
mentioned. Circulate, monitor and assist. Note language
points for praise and correction, especially in relation to the
verb and adjective combinations in Exercises A and C
above.

With the whole class, praise good language points from the
discussion and work on three or four points that need
improvement, getting individual Ss to say the correct
forms.

6 Risk |

Listening: Effective risk management

Ss listen to another expert on risk management talking about
different risks, and ways of managing them.

® ()62

[©)]

Go through the instructions with the class so that they
know what information they are listening for.

Play recording 6.2 once or twice and encourage the Ss to
take notes as they listen. You may need to pause the
recording to allow them to do this.

Ask the Ss to work in pairs and compare notes on the four
types of risk and examples of them.

Check answers with the whole class. Explain any difficult
words.

~ increased competition, failure of an organisation to

Operational risks — for example: regulatory non-
compliance (failing to obey regulations and laws
applicable to the industry), supply chain failure,

failure of governance within an organisation.

Financial risks — for example: cash flow, credit or
exchange risks.

Hazards — for example: safeguarding employees and
the public, natural disasters (fires, floods, etc.) and the
interruption in business that these things cause or their
environmental impact.

Strategic risks — for example: market changes,

adapt or change.

()83

® Play recording 6.3 and ask the Ss to take notes of the five

key steps to effective risk management that the speaker
outlines. Again, you may need to pause the recording at
key points to allow them to make notes.

Ask the Ss to compare their results in pairs before checking
with the whole class. Explain any difficult words.

1
2

3

4
5

Be clear about your organisation’s objectives.

Identify and describe the risks to those objectives.
Evaluate and rank the risks according to the likelihood
of occurrence and the potential consequences.

Take action to deal with the highest ranking risks.
Report on both the inherent and residual risks to the
key stakeholders in the organisation.

© ()64

€]

Play recording 6.4 and ask the Ss to take notes on the three
examples of effective risk management the speaker
mentions and also the one negative example.

Check answers with the class and explain any difficult
words. '

®
0
v
=
=
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[ 6 Risk

, . ] % Check answers with the whole class.
1 The success of companies in responding to the year

‘ 2000 computer bug. Companies are paying more attention to risk management

| 2 The survival of those companies affected by the 9/11 ' because high-profile risks such as war and terrorism which

. attacks who had business continuity arrangements set ' attract a lot of media coverage have been added to the list
up and tested beforehand. ~ of risks businesses have always faced. In addition, changes

| 3 Coca-Cola’s quick vyithdrawal of’its F)asani bottled water ? in the way business is conducted, with new factors such as
from the UK following a contamination scare. ; globalisation, outsourcing, etc. coming into play have
E

scan the article to find where they occur. You might suggest
that they underline them in the article for ease of reference.

|
8 i The negative example is Shell’s decision to sink its Brent . made the business world a riskier place.
-'5 i Spa oil platform in the North Sea when there was public
=~ ! opposition to the move.
= ©
s), @ ® Go through the names with the Ss and then ask them to
Q
—

@ Ask the Ssto discuss in pairs. Circulate, monitor and assist,

noting language points for praise and correction. ) )
@ Askthe Ss to work in pairs to match the people with their

® Get pairs to report their responses to the whole class. beliefs.

Invite comments and encourage further discussion. )
Check answers with the class and ask them to read out the

actual words that the people used to express these beliefs.

@

Praise good language use from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

@

Shivan Subramaniam (lines 11 to 18)

Ken Davey (lines 45 to 52)

Lord Levene (lines 72 to 75)

Neil Irwin (lines 113 to 118)

Neil Irwin (lines 121 to 126)

Neil Irwin (lines 130 to 132) (also Lord Levene in lines
66 to 71)

Ss read an article about the dangers to companies of not having
effective risk management strategies and procedures in place.

AU~ W N B

®

® Have a discussion with the whole class on this question. @
Ask the Ss for any examples they can give of companies
that have made successful future plans.

® Encourage the Ssto find and underline the word
partnerships in the article so that they can see them in
context and quickly refer back to them.

® Ask the Ss to work in groups to discuss the three risks and
decide where in the table they should go. Circulate,
monitor and assist, encouraging them to give reasons for
their rankings. The answers are given in the reading text,
but do not point this out until the Ss have given their own
opinions on the rankings.

business interruptions (lines 56 to 57)
recovery plan (lines 32 to 33)
decisive action (lines 70 to 71)

" potential hazards (lines 48 to 49)
integrated strategies (line 72)
revenue sources (line 50)
near-normal operations (line 63)

N oAUV WwW N B

1 Increased competition
2 Changes in customer demand
3 Loss of productivity due to staff absence/staff turnover @

® Ask the Ss to work in pairs to match the word partnerships
@ to the verbs.

@ Ask the Ss to read the first three paragraphs of the article
and to make notes on the types of risk mentioned.

take decisive action
protect revenue sources
assess potential hazards
develop integrated strategies
implement a recovery plan
resume near-normal operations
Traditional risks such as fires, floods, explosions, power prepare for business interruptions
failures and natural disasters

®

Risks associated with war and terrorism

Business risks associated with globalisation, outsourcing,
consolidation, just-in-time delivery and cross-border supply

@ ‘ @ Askthe Ss to discuss the questions in small groups.

@ Ask the Ss to read the whole article and then to discuss the Circulate, monitor and assist, noting language points for
question in pairs. Circulate, monitor and assist, giving help praise and correction.
with any difficult words. @ Get the groups to report their responses to the whole class.

Invite comments and encourage further discussion.

52



= 6 Risk |

@ Praise good language use from the discussion and work on @ Get pairs to give performances of the situations in front of
E three or four points that need improvement, getting the whole class. One performance for each situation will
individual Ss to say the correct forms. probably be enough. Work on intonation of adverb

1 expressions as necessary.

-~ Language review: Adverbs of degre o

A Skills: Reaching agreemen
Ss look at adverbs such as rather, slightly and extremely and _

use them in a number of situations. Ss listen to the language of agreement in the context of a

. @ Go through the rules with the whole class. marketing team meeting. They then put this language into
= action to role play a situation.

,,,,, . ® ()es

- ® Tell the Ss to draw a table with three columns headed @

weak, moderate and strong. Ask them in pairs to put the
adverbs in the table. Circulate and assist.

@ Play recording 6.5 once right through and then once or
twice more, pausing at convenient points to explain any
unfamiliar vocabulary and allowing the Ss to make notes to

i |

'

kil

— weak moderate strong complete the table.
X a bit fairly entirely
slightly increasingly exceptionally Ideas Approved | Comments
z moderately extremely Yes / No
. quite highly On-line promotion | yes One of the first
= rather totally organisations with a
- reasonably very website, cheap form of
somewhat promotion, must be
focussed
TV advertising no Expensive, no
= ® Get the Ss to complete the utterances. Ask them which experience of using it,
) adverbs are possible in each sentence and which are not. competitors use it a
a For example, in question 1, exceptionally, extremely and lot, risky to put so much
: ~ very are possible, but the other adverbs from the same money into one thing
= group would be very unlikely. Tell the Ss there are no ‘rules’ - -
A Sponsorship no Could be more easily

about this: it’s a question of learning the typical
focussed on target

2 combinations. : .
= audience, but expensive
- Possible answers L Advertisements yes As long as it is focussed
- 1 exceptionally, extremely, very in journals .
= 2 exceptionally, extremely, highly, totally, very - - -

- 3 fairly, moderately, quite, rather, somewhat, a bit, slightly Using established | yes Important to bu'ld' on

- 4 entirely, totally contacts these, not expensive

- 5 fairly, moderately, quite, reasonably Newspapers / yes Know the readership,
= magazines successful in the past,
B © wide audience

® Get the Ss to work in pairs, each pair working on four or
five phrases. (For example, half the pairs could work on
situations for the first five phrases and the other half on
— situations for the last five.) Each pair should make up mini-
— conversations like the ones in Exercise B above.

® Go through the expressions in the Useful language box. Get
individual Ss to read them out, completing them as if they
were contributing to the meeting they have just listened to,
for example Does anyone have strong feelings about TV
advertising? (They should not use exactly the same
expressions as they heard on the recording.)

' S1: What did you think of the presentation?

— S2: Fascinating. And the speaker was incredibly

3 well-prepared. All the equipment worked first time and the
1

handouts were very useful. @ Ask the Ss to work in pairs on expressions 1-10. Tell them
they can look at the audio script on page 162 to check the
context if necessary, and that some expressions go under
more than one heading. Circulate and assist.

@ Circulate and monitor, but this time don’t make notes of all
language points. Concentrate on the intonation of the
adverb expressions. Encourage the Ss to exaggerate
slightly, but not to go too far over the top!

w oM w e

i
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! 6 Risk

1 Disagreeing

2 Giving opinions

3 Giving opinions, Disagreeing
4 Agreeing

5 Agreeing

6 Agreeing, Emphasising

7 Giving opinions, Emphasising
8 Making suggestions

9 Giving opinions

10 Summarising

® Ask pairs for their answers, and to give their reasoning for
them. Invite comments and encourage discussion.

©

@ Present the situation to the whole class and make sure
they understand it.

Put the Ss into threes and allocate roles. Tell the Ss to look
at the information related to their role. Circulate, monitor
and assist.

@ When the Ss are clear about their roles, tell them that one
of the purposes of the activity is to give them the
opportunity to use the expressions they saw in the Useful
language box.

® The activity can then begin. Circulate and monitor, noting
language points for praise and correction, especially in
relation to discussion language.

@ When the Ss have completed their meetings, call the class
to order. Ask each three what they decided.

@ Praise good language points from the discussion and work
on three or four points that need improvement, getting
individual Ss to say the correct forms, especially for
discussion language.

1to1

This role play can be done 1 to 1. Ask the student to
choose one of the roles. You take one of the others. Don’t
forget to note language points for praise and correction
afterwards.

Suprem‘a Cars —

Suprema Cars, a sports car manufacturer, is having problems,
and asks a consultancy for advice on possible strategies.
Seven options are proposed.

Stage 1: Background

® Tell the Ss to read the background section to themselves.
While they are doing this, write the points on the left in the
table below on the board. When the Ss have finished
reading, elicit information to complete the table.

Company name Suprema Cars

Product classic sports cars

quality and craftsmanship (cars are
handmade)

Brand image

factory workers demanding higher

wages and better conditions

workforce unhappy because
management wants production
increased — workers fear quality
will suffer

increase in number of cars that

have broken down

Current problems

love the classic design
believe the cars have excellent
performance

Current customer
perceptions ®

Company’s current losing sales and market share

situation ® made a loss in the last two years

@ may be unable to increase prices
without losing customers

® Before the Ss read the options offered by the management
consultant called in by Suprema Cars, you might like to ask
them if they can suggest any solutions to the company’s
problems.

Ask the Ssin pairs to read the section headed A time for
taking risks. Answer any questions about difficult
vocabulary.

Stage 2: Task

@ Explain to the Ss that they are going to work in groups
to discuss the options and identify the risks involved in
each one.

@ Divide the class into small groups. Explain that one student
in each group will be responsible for presenting the group’s
results to the rest of the class.

® Go through the types of risks outlined in the table and tell
the Ss to decide which options involve which risks and to
tick the boxes accordingly.
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When they have completed the table, ask them to discuss
the levels of risk according to the scale given. They could,
perhaps, use coloured pens in the table to indicate the
different levels of risk.

Tell the Ss to continue discussing the various options,
considering the advantages and disadvantages of each
one. They should then be prepared to discuss their ideas
with the other groups and say which of the options they
favour at this time.

()66

® Ask the Ss to listen to a conversation between Jack Dexter
and Anita Taylor. Go through the three questions so that
they know what information they are listening for.

@

@ Play recording 6.6 and encourage the Ss to take notes.
Check answers with the class. Then ask the Ss, in'their
groups, to decide whether or not they agree with Jack,
giving their reasons.

1 Jack is definitely not interested in options 5 and 7.
2 Jack is quite interested in options 1and 6.
3 Jack favours options 2 and 4

® Get feedback from all the groups.

Stage 3: Feedback

® Praise good language points from the discussion and work

on three or four points that need improvement, asking
individual Ss to say the correct forms. Refer especially to

their use of language from the Skills section if they studied

it earlier.

©® When the group have made their choice of option, ask each
group to make a succinct presentation of its
recommendations to the whole class. One way of doing this
is to ask a representative from each group to come to the
front of the class. Invite comments and encourage
discussion after each presentation, but leave time for as
many groups as possible to present their findings.

Stage 4: Writing

@ Ask the Ss to do this collaboratively in class or as
homework. Remind them that they should analyse all the
options they considered rather than just informing Jack of
their recommendations. Point out the importance of using
structuring language, e.g. On the one hand ..., on the other
hand ..., so our recommendation would be to ... .

Q Writing file pages 144 and 145. -

1to1

This case study can be done 1 to 1 as a discussion between
teacher and student. Ask the student to make a formal
presentation of the options and the best alternatives, as if
they were a representative of the Suprema Cars

management team.

6 Risk !
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At a glance

\\/,
e-commerce

Lesson1

At a glance

Each lesson (excluding
case studies) is about -

Starting up

Ss talk about their use of the Internet and experiences of
e-commerce.

Listening: Success online
The Marketing Director of an online business tatks about what

| makes his company successful.

Vocabulary: Internet terms
Ss look at words related to e-commerce, and use them to
describe an e-commerce service company.

Practice File
Vocabulary {page 28)

‘ Reading: Internet shopping

Ss read about how online shopping has changed in recent years
and how it continues to develop.

‘ Language review: Conditionals

Ss recap the different types of conditionals and use them to talk
about different situations.

Text bank
(pages 156-159)
ML Grammar and Usage

Practice File
Language review (page 29)

Skilis: Presentations
4 Ss listen to a senior manager of an Internet company making a

presentation, and anatyse the language he uses.

Resource bank
(page 199)

| Case study: KGV Europe
| A traditional retailer studies the possibility of getting into
1 e-commerce.

Practice File
Writing (page 30)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.

56}
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Business brief

7 e-commerce |

Six months in e-commerce is like six years in any other business. At least, that’s the way it seems at the
time of writing (mid-2005). The e-commerce landscape is still very much in its formation. Let’s look at
three e-commerce operations that illustrate the fluidity of the situation.

Amazon is prehistoric by Internet standards. Using its vast accumulated expertise, it has gone beyond
books to sell CDs, videos and other things as well, and its site acts as a ‘host’ for other suppliers, too. It
benefits from a very good reputation for service, especially in delivery: the massive investments in
warehouse automation and dispatch seem to have paid off. }

Lastminute.com was founded on the original and attractive idea of cater/ngfor people who'd like to
do something at the last minute, even if you can buy tickets for flights, etc. several weeks ahead. Its
founders are famous and feted, at least in the UK, and there has been some clever PR to build the hype.
However, when it sold shares to outside investors for the first time, the timing was bad. There was
increasing scepticism about the real value of companies like Lastminute.com: the multi-billion valuation
implied in the share issue bore no relation to the money it actually made. Its income (commissions from
selling tickets, etc.) in 1999 was less than £1 million: peanuts. People who bought its shares presumably
hoped to get in early on a company that might one day be very profitable, even if no profits are forecast
for several years to come.

Boo.com was one of the first major casualties of e-commerce. it sold sports goods. Development of
its site took much longer than planned, because its founders ‘wanted everything to be perfect’. The
launch was late, and meanwhile the company had used up all its capital.

At the time you read this, how are Amazon and Lastminute doing? Are they among the major players
in e-commerce? Do people remember boo.com, perhaps as an object lesson in things that can go wrong,
and as a victim of one of the first shakeouts in the industry?

Some of the key issues for e-commerce are:

@ Physical delivery of goods. Parcel-delivery companies {old-economy organisations par excellence) have
benefited enormously from companies like Amazon, where goods have to be physically delivered to
homes. (They are even planning to deliver in the evenings, when people might actually be at home!)

® The future of services. Some think that the real growth in consumer e-commerce is going to be in
services like travel and financial products, where the value of each transaction is quite high, and goods
do not have to be physically delivered. On some airlines, two-thirds of bookings are being made on
the Internet.

@ The frustration of using e-commerce sites. A recent report found that, on average, 30 per cent of
purchases on the Internet are not completed. It conjured up the spectacle of hordes of virtual
shopping carts abandoned in the virtual aisles of these sites - an e-tailer’s nightmare! This, of

_course, has a very negative effect on the company’s brand image, and the report even found that some
people who had bad experiences on a company’s website then avoided its bricks and mortar stores.
This is one of the problems for traditional retailers who are trying to develop an e-tail operation, part
of the more general question of how the two types of operation are going to relate to each other.

@ Business-to-business (B2B) e-commerce. Some say that the biggest impact of the Internet is going to
be in business-to-business applications, where suppliers can competitively bid for orders. Competing
companies, for example in the car industry, have set up networks where they can get suppliers to do
this. Orders are placed and processed, and payment made, over the Internet, hopefully with massive
cost reductions through the elimination of processing on paper.

[

We live in exciting times. Things will develop in ways that are difficult to anticipate. E-commerce will
mature, settling into more established patterns. What these patterns will be like, it’s too early to say.
Fortunes will be made by guessing future trends. Luck will no doubt play a big role.

Because of its fast-moving nature, books are not a good source of up-to-date information on e-commerce.
The Financial Times runs regular features on the subject under the heading ‘E-business Europe Search
for articles on the Financial Times archive: www.ft.com.
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~Lesson notes

 Warmer

]
Write the letter e- on the left of the board. Onthe right put
the word commerce, and the initial letters of the second
part of other words.

1 commerce
2 m
3 b
4 C
5
6 f

o)

I%

Ask the Ss if they know other words beginning with e-' ‘
(which of course stands for electronic). The Ss can work in
pairs to find them.

Depending on the Ss’ knowledge of the Internet, give them
clues about the words.

2 —the sending and reéeiving of messages on the
Internet.

3 —commercial activity on the Internet, not just buying
and selling.

4 —is used to talk about the ‘new’ economy that depends
on the internet.

5 —selling goods on the Internet. (It is short for
‘e-retailing”).

6 - the activity of sending goods that have been ordered
on the Internet. (This one is difficult.)

® Ask the Ss for their answers and write them on the board.

AU W N

e-mail
e-business
e-conomy
e-tailing
e-fulfilment

For spelling enthusiasts, peint out that 6 can be spelt with

two ‘I's in AmE.

®

Tell the Ss that in this unit they will be looking particularly
at e-commerce.

Ask the Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 56 of this book as a guide. Tell
them which points you will be covering in the current
lesson and in later lessons.

Quotation

@&

58]

Ask the Ss to look at the quotation and say if they agree
with it. Invite comments and encourage discussion, but do
not pre-empt the topics of the unit too much.

Startingup

Ss talk about their use of the Internet and experiences of
e-commerce.

@

If necessary, adapt the questions in relation to the Ss’
knowledge of the Internet. Even if they haven’t used it te
buy things, they will have ideas about it.

@

Ask the Ss to work on the questions in pairs. Circulate and
assist.

@

With the whole class, ask pairs for their answers. Invite
comments and encourage discussion.

1 Perhaps Ss have bought things by mail order, e.g.
clothes, investment products. Would they buy them
over the internet?

3 Some say that travel and financial products are the best
things to sell on the Net. (See Business brief.)

5 Ss may talk about fraud, and the danger of giving your
credit card number.

The Marketing Director of an online business talks about
what makes his company successful.

® (771

® Ask the Ssto look at the gapped sentences and invite them
to think of ways in which they could be completed.

(€]

Play recording 7.1 and ask the Ss to complete the
sentences. Ask if they guessed any of them correctly. Ss
may ask what Jeff means by ‘we don’t sell through the
channel’. If so, tell them that by ‘the channel’ he means a
company’s normal methods of distribution.

direct relationship

distributors

information, purchasing design
online

()72

@ Play recording 7.2 and ask the Ss to take notes on the
reasons why Delf has been successful doing business
online. You may need to pause the recording at key points

" to allow them to do this.

S W N R

@ Check answers with the whole class.

They have direct relationships with their customers.

They hear first-hand from their customers about what
information they want and how they want to interact with Dell.

They provide information enabling customers to compare
different technologies and give information about
promotional offers.

They have developed customised webpages for large
corporate customers offering a customised service and
customised prices.
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& Go through the statements with the class before you play
the recording.

@

Play recording 7.3 and ask the Ss to mark the statements
true or false according to what Jeff Kimbell says. -

1 frue
2 false
3 true

®

@ Ask the Ss to discuss the statements in pairs and decide
whether or not they agree with them.

® Get the pairs to report back to the class on their discussion.
Encourage them to give reasons for their decisions.

Ss look at words related to e-commerce, and use them to
describe an e-commerce service company.

®

@& Get the Ss to work on the words in pairs, using monolingual
or bilingual dictionaries. Circulate, monitor and assist.

® Ask pairs for their answers.

browse: to lock through a series of web pages, perhaps
those of a particular site, or ones found by a search engine
relating to a particular topic.

directories: lists of sites of similar arganisations, or of
sites with information on particular topics.

hits: the number of visits that a particular site receives or
the sites found by a search engine that contain the key
word you entered.

key word: a word that you enter into a search engine in
order to find sites with web pages that contain this word.
locate: find information, a site, etc. that you are looking
for.

Net: another word for Internet.

online: used as an adjective or adverb to talk about
activities related to the Internet.

search: to look for particular information or a particular
site, or the act of looking for it.

search engines: sites like Google, Yahoo, AltaVista, etc.
that allow you to find other sites with the information you
are looking for by entering key words or expressions.
site: a series of related screens with information about a
subject, organisation, etc.

surfers: people who go and look at different sites, perhaps
in a random way with no particular purpose in mind.
traffic: the number of people looking at a site in a
particular period.

Ask the Ss to look through the Topsite description and then
complete it in pairs, using words from the box. Circulate
and assist.

@

@

Go through the answers with the whole class.

7 e-commerce |

Net
search engines
traffic

site
search
key word
hits
surfers
online

10 directories
11 browse
12 locate

O 0~y Wt W N e,

@ Ask the Ssto discuss the qhestions in pairs. Circulate,
monitor and assist;r{Koting language points for praise and
correction.

® Get pairs to report their responses to the whole class.
Invite comments and encourage further discussion.

® Praise good language use from the discussion and work on

three or four points that need improvement, getting
individual Ss to say the correct forms.

Ss read about how online shopping has changed in recent
years and how it continues to develop.

®

@ Elicit the answer to the question from the whole class.
Brainstorm as many examples of each as you can.

A ‘bricks and mortar retailer’ is a traditional business with a
shop (perhaps on the high street or in a shopping centre)
which customers can visit in person in order to choose and
buy the goods they want. Examples would include any
high-street store which doesn’t sell online.

An ‘online retailer’ sells goods through a website on the
Internet. Increasingly many business have both high-street
shops and websites through which they sell their goods.
However, Amazon and Dell are examples of pure online
retailers which have no shops.

@ Put the Ssinto groups and give them a time-limit, perhaps
five minutes, to come up with as much information as they
can about the three companies. When the time is up, see
which group has the most information.

59
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! Amazon is an online retailer, best known for selling books,
' videos and DVDs. Since it was launched in 1995, Amazon
 has become the biggest online retailer in the world, with

| a customer base of over 10 million. The company has
revenues of over $4 billion, growing by more than 20%

. a year. Itis now diversifying into other areas, inctuding

| electronic goods, food and clothing.

eBay is an extremely popular oniine auction house. People
register with eBay to buy and sell goods online. Goods can
be bought by posting the highest bid within a set period of
time or sometimes by paying the asking price up front.
Sellers can display photographs of the things they want to
sell on the website and buyers can ask questions of the
sellers about the goods on offer. Both new and second-
hand goods are sold on eBay.

Sears Roebuck is a large American department store with
branches in major cities throughout the United States. it
was founded in 1886 by Richard Sears who decided to sell
watches in order to supplement his income as a station
agent. To begin with the company only sold watches and
jewellery from its store in Chicago. It is now one of the
best-known department stores in the world and sells a
wide range of products from clothing and housewares to
electronic goods and computers.

©

@ Ask the Ss to read the first six paragraphs of the article.
Give assistance with any difficult words.

@

Ask them to match the summaries with the paragraphs.
Allow them to compare their results in pairs before
checking answers with the class.

a) Paragraph 3 d) Paragraph 2
b) Paragraph 1 €} Paragraph g
c) Paragraph 6 f) Paragraph 4

®

@ Go through the three questions with the class and explain
any difficult words. Then ask the Ss to read the rest of the
article and look for the answers.

| 1) Online selling requires heavy investment. Choices need
to be made about whether to run the operations
themselves or whether to outsource them. They need
to decide whether to use the same sourcing modet
from the same factories and whether to have different
distribution centres.

2) Tesco’s online grocery business is the biggest in the world
and it has helped another supermarket chain to set up an
Internet operation. Rakuten is the biggest e-commerce
site in Japan. The number of its shops has increased from
13 to over 10,000. Its share of the e-commerce market is
three times bigger than that of its nearest rival.

3) They need to get the technology and the orders right,
out also have to provide fun and entertainment, making
shopping online a nice experience for the customer.
They always have to be doing something interesting
and something different to attract customers.

&)

®

& These word partnerships are all in the article, but encourage
the Ss to match them without looking them up there.

distribution centre (lines 106 to 107)
online retailing (lines 2 to 3)
designer labels (line 142)

delivery charge (lines 78 to 79)
supenmarket chains (lines 112 to 113
shopping mall (line 123)

auction houses (lines 15 to 16)
mail-order catalogue (lines 31 to 32)

H
i
:
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® Askthe Ssto use the word partnerships to complete the
sentences. Check answers with the class.

delivery charge
auction houses
shopping mall
online retailing
supermarket chains
designer labels
distribution centre
mail-order catalogue

BN OV W N e

°®@

Ask the Ss to discuss the questions in pairs. Circulate,
monitor and assist, noting language points for praise and
correction.

Get pairs to report their responses to the whole class.
Invite comments and encourage further discussion.

@

@ Praise good language use from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

Ss recap the different types of conditionals and use them to
talk about different situations.

@ Go through the first set of conditional sentences with the
whole class.

@ Point out the fact that the first two are ‘possible’
conditions, in the sense that they describe situations that
are possible in the future, whereas the third conditional is
‘impossible’: it describes a situation in the past that it is
impossible to do anything about now. The zero conditional
describes a ‘general truth’.

@ In pairs, get the Ss to change the form of each sentence in
the second section so it is like one of the ones in the first
section. Write the first sentence on the board as an
example to give them the idea.
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If you (or we) lose that password, we’ll never be able to
access that file again.

If you tell us what you need to get the job done, you’ll
have it.

if you need any further information, please contact our
helpline.

If the market conditions had been better the share offer
would have been a success.

If we are given time, our factory can meet all those orders.

@ Go through the new forms of the sentences with the whole
class.

@ Go through the different categories with the whole class,
explaining where necessary.

@ Ask the Ss to categorise the sentences. Circulate, monitor
and assist.

reflecting on the past

advice

promise

speculating about the future
bargaining

promise

speculating about the future
invitation / request

promise / bargaining

10 advice / warning / threat

11 reflecting on the past

12 request

O 0O~ NP WN R

@ Go through the answers with the whole class. Invite
comments and encourage discussion.

@ Write the following two sentences on the board as
examples of different conditionals. Point out which you
would use if you thought the situation was likely to happen
or which if you thought it was not. Then tell the Ss to work
on the situations in pairs. Circulate, monitor and assist.

If | get a pay rise next year, U'll buy a yacht.
If | got a pay rise next year, I'd buy a yacht.

@ Go through the answers with the whole class.

Write the sentence ‘If they'd set up the site properly, they
wouldn’t have had so many complaints.” Tell the Ss that
this is an ‘impossible’ condition like ‘If we'd prepared
properly, we wouldn’t have lost the contract’, which they
saw at the beginning of this section. Write this second
sentence on the board under the first one, to show that
their structures are the same.

@ Ask the Ss to work in pairs on what went wrong with
ClickShop.com. Circulate, monitor and assist.

@

Go through the answers with the whole class.

7 e-commerce

Example answers:

If they'd set up the site properly, they wouldn’t have had so
many complaints.

If they’d planned more carefully, they wouldn’t have had so .
many problems.

If they’d used an expert, their site would have been better.
If they hadn’t tried to cut corners, they wouldn’t have
ended up in this situation.

If they'd allocated a bigger budget, they would have saved
money in the end.

If they’d recognised the problems earlier, they would have
been able to correct them. \

If they'd listened to customer lfeedback, they would have
some customers left today.

If they’d done more research, they wouldn’t have made all
these mistakes.

Ss listen to a senior manager of an online business
services company making a presentation, and analyse the
language he uses.

® ()74

@ Tellthe Ssthat they are going to listen to a manager of an
online business services company giving a presentation to
potential customers. Ask them to look quickly through
questions 1-3.

@ Play the first extract right through and then play it again, as
far as ‘... a sort of quality-controlled environment’,
explaining anything that causes general problems. Ask the
Ss for the answers to questions 1and 2.

1 -Smarterwork connects small business customers with
providers of particular services.
2 a) the number of months Smarterwork has been in
existence
b) the number of registered users of its site
¢) the number of employees that it has

@ Play the rest of the recording, explain any general problems
and ask for the answer to question 3.

3 (Clients, typically small businesses, and suppliers:
service-providers who have been pre-screened.

@ Ask the Ss to explain pre-screened (checked to make sure
that they are competent and reliable).

()75

@ Ask the Ssto look at the stages. Discuss with them what
the missing stages might be, before playing the recording.

@

Play the second extract two or three times, answer any
general queries, and get the Ss to complete the stages.
Check their answers with them.

The missing stages are:

The client evaluates the bids (with the help of one of -
Smarterwork’s account managers).

The client assigns the project to a supplier.

The client and supplier develop the project.

The money is paid to the supplier.

i

H
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Ask the Ss to look at the questions and then play recording
7.4 again.
Get Ss to shout out the answers.

1 a b d

2 1l'm going to
2 begin by giving you
3 I'll go on to tell
4 I'll explain

® ()75

@

]

Ask the Ss to listen out for ways that the speaker signals
stages of the process and play recording 7.5 again.

Ask the Ss for the phrases tha\t they noted.
]

Firstly, the client posts a proiee/t,

Then the suppliers visit the site ...

After that the client evaluates the bids.

At the next stage, the client assigns the project to a
supplier and then the client transfers ...

The client and supplier then develop the project.
Finally, the client signs off ...

®

@

With the whole class, look at the expressions given and the
headings in the Useful language box. Get them to match
the two. You could also ask them to suggest one or two
more possible expressions of each type.

Involving the audience
Emphasising
Commenting
Changing subject
Referring to visuals

i W N R

° @

@

Ask the Ss to prepare a three-minute presentation. The
content should be interesting, but it’s also important to
recycle the language, structure the presentation correctly
and stick to the time limit.

Ss can prepare the presentation in pairs or threes, with one
member responsible for actually giving it. Circulate,
monitor and assist. Each group should prepare a list of key
points that the presentation will contain. They can also
prepare visuals, for example organigrams, maps, etc. If you
have transparencies and overhead pens, hand them out
and get the Ss to prepare their presentations using them.

Ask the Ss to give their presentations. Note language
points for praise and correction. If there are a lot of Ss,
keep some presentations for a later session to avoid
presentation fatigue setting in!

Praise good language points from the presentations and
work on three or four points that need improvement,
getting individual Ss to say the correct forms. Concentrate

on structuring language, but also comment on other points.

62
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A traditional retailer studies the possibility of getting into
e-commerce.

Stage 1: Background

@ Get the Ss to read the background section. Meanwhile
write the points in the first column of the table below on
the board. When the Ss have finished reading, elicit
information to complete the table.

Company type High-street music retailer

Stores 12 in the Netherlands, of
which 3 are megastores; 65 in
Europe, of which 8 are

megastores
Profits Down 35% in three years
Megastore sales Up 8% (heavy expenditure on
advertising): 55% of total
turnover

Problems / Weaknesses Fierce competition, narrow
product range, lack of
innovation, not exploiting
internet opportunities

Stage 2: Market study (Vs

® Ask the Ss to go through the findings of the Market study in
pairs. All pairs look at the six main findings of the study,
but also specialiSe in the different areas. Ask half the pairs
to look also at Chart 1 and the other half to look at Chart 2,
in addition to Chart 3 and the six main findings.

® With the whole class, ask different pairs to summarise the
information that they studied.

® Say who the people are that the Ss will hear on the
recording: Michael, a director, and Hanna, the newly-
recruited Financial Director. Get the Ss to listen to their
conversation once or twice, explaining any difficulties. They
should note down the key points.
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Michael

serious problems need radical solution

leave high-street retailing _

sell stores and use money to set up Internet operation

Internet: lower costs

can’t stay as they are: ageing client base, falling share

price

Hanna

® no experience in e-commerce

@ e-commerce businesses not doing well and not the
whole answer

& & & @

@ must improve promotion
outsource advertising: use agency
@ learn lessons from market study and commiséfoﬁ\
another on product range )
Stage 3: Task

@ Divide the class into threes or fours. Get the whole class to
look at the questions and go through them quickly. Say
that the overall purpose of the presentation is to outline
the issues surrounding KGV’s future strategy and that each
group will have to make a strategy presentation to the
whole class.

@ When the groups have prepared their presentations, ask

one member of each group to give the presentation to the
rest of the class.

®

7 e-commerce |

In the same groups, the Ss hold a meeting as members of
KGV’s management team. They should discuss each of the
options, decide what KGV's future strategy should be and
work out an action plan for the next year.

Ask one representative from each group to report the
group’s decision and describe their action plan to the rest
of the class.

1toa

The task can be done as a discussion between teacher and
student, looking at the different options. Don’t forget to
note language points for praise and correction afterwards.

Writing

@

Ss can do this as homework or collaboratively in class.
Explain the writing task. Point out that the e-mail should:
- give a summary of the discussion at the meeting

- give the decisions that were made

—ask the director for their comments.

3 Writing file page 139

63



Revision

This unit revises and reinforces some of the key language points from L

nits 1~7, anc

inks with those

units are clearly shown. You can point out these links to the Ss if you think that would be useful.

This reviston unit, like Revision Unit B, concentrates or

reading and writing activities. Some of the

exercise types are similar to those in the Reading and Writing section of levels 2 and 3 of the Business
English Certificate examination organised by the University of Cambridge ESOL Examinations.

For more speaking practice, see the Resource
The exercises in this unit can be done in class

Bank section of this book beginning on page 196.
Individually or collaboratively, or for homework.

Communication

W-©

@ These exercises look again at the vocabulary describing good communicators (page 7).

A B C
1 persuasive 1 reserved 1 digressed |
2 eloquent 2 focussed 2 clarify
3 succint 3 articulate, coherent 3 confuse
4 responsive 4 extrovert 4 interrupted
- 5 fluent 5 inhibited 5 engage |
6 hesitant 6 sensitive 6 explain
7 ramble, listening |

Ss practise replying to an e-mail, relating to the Case study activity on page 13.

Model answer

. -tlrepl - T

s g v o i e does cancas coe e e g g e e cocessecececes et oce, n. [

PR L0 g | Bieg [receipt

it floettte | [ Rorma1 )

Subject: Communication problems O Bytes
TN {},,
From: [your name] L H

To: Alex

| <+ o[ Meszage Text 1 4L
‘&1 .
Dear Alex, 2

| really appreciate your offer of help.

It may well be that the situation is not as serious as | made it sound, but it definitely
deserves our attention. The problems all revolve around poor communication. For
example:

» Sales people hardly ever talk to colleagues in Accounts, who do not seem very
willing to communicate with HR staff.

e Staff often send e-mails rather than talk.

= Several employees have complained about the huge number of internal e-mails they
have to go through every day, many of which are of little relevance to their work.

As regards inter-departmental relations, | think our long-term aim should be to increase
trust between the departments, and for us to get across the message that we believe
each and every department makes an invaluable contribution to our organisation.

In the short term, opening a staff lounge would be ideal so that people from all
departments can mix and exchange ideas.

With regard to e-mail, I suggest we put together some guidelines to help staff use it
more effectively. It strikes me that many people are uncertain who to copy in and
when, while others use the ‘Reply All' button systematically.

Looking forward to your reply,

Yours,




International marketing

These exercises look again at the vocabulary of international marketing.

e R L e
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A

1 expanding 2 launch 3 overseas 4 get a foothold in 5 retreat from
B

1 marketing strategy, marketing consultancy 2 market segment, market leader
3 sales figures, sales targets 4 product range, product design

5 brand loyalty, brand image 6 price range, price rise

e SEELL e . - T

® This reading text fits into the general theme of international marketing.

. LY LA

1 b 2 a 3 b 4 C 5 a 6 d 7 b 8 a 9 C 10 C 11 a
12 d 13 b 14 ¢

Building relationships

® This exercise practises the multi-word verbs from the Language review section on page 26.

L gy = e

1 lookinto
2 hold on
3 handin
4 call it off
' 5 tied up
6
7
8

sound her out
turn up
called it off

Ss write a formal letter relating to the general theme of the unit.

Model answer

Dear Mr Stawowy,

It was a great pleasure to meet you at the Krakéw trade fair last Saturday, and I would
- like to thank you for your interest in our range of office furniture.

As you already know, we have an unrivalled reputation for quality and innovative
designs, and we export to eight different countries.

We are secking to break into Eastern Europe, and we are aware that your business
would provide an excellent distribution channel and help us gain a foothold in the
growing Polish market, and possibly in neighbouring countries as well. On the other
hand, there is no doubt that the quality and the unique design of our products would
appeal to a large segment of your market.

With a view to discussing this and other areas of common interest, we would like to
invite you to spend a few days with us. You could visit our production facility in
Zaventem and our head office in Ixelles, which is right in the centre of Brussels.

- Ms Lina Debacker, our Sales Manager, would also be delighted to meet you.

With regard to possible dates, we would like to suggest tentatively early next month,
and would be grateful if you could let us know whether this 1s suitable for you.

We very much look forward to hearing from you soon.

Yours sincerely,

L]
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® More practice on common prefixes from the Vocabulary section (page 34).

i G ah T e L e e R T T A ey . e e . e P,

overcharged
deregulated
outbid
misinterpreted
overspent
mismanaged
relaunch
out-voted
relocated

10 underestimated
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Job satisfaction

@ Sslook again at passives, dealt with in the Language review section on page 42.

L Lyl iyt ! St TEEY SE LR S LIS LT e o L e FaR TR Sy L,

1  was given

is currently being revised
e gvoided, are reduced
nave only been appraised
nad been given

are being introduced

he reduced

is selected, will be offered

L ON NV P WN

Model answer
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. When we noticed that staff retention showed sign of deteriorating, two other managers and
- | decided to talk informally to our employees. The three of us then discussed the findings of
our survey.

EEETERETRETE LRr IR e ar Tae e

Overall, the level of job satisfaction at our company is relatively high. However, it seems that
quite a few employees do not really identify with our company and are ignorant of the
values that we hold. Furthermore, the vast majority of staff declared that at one point or
other they had felt they personally did not benefit from the perks we offer and had felt
demotivated as a result. The two fringe benefits that came in for criticism most often were
company cars and company holidays. Company cars are perceived as a privilege for a

. handful of high performers, mostly in Sales, while the holidays we offer are generally
considered unsuitable for people with children, i.e. the majority.

In view of these observations, we feel that perks such as private health insurance, help with
child care, and a new leave policy would have wider appeal and would benefit many more
employees than our current system.

A flexible leave policy would be particularly well received, as it would enable staff to take

time off when they need it, for example in order to be with their children more. In addition,

showing that we do care for their life—work balance is very likely to increase employee
loyalty and help them identify with our culture.

SR TERPL PR
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Unit A Revision j

@ Ssrevise the adverbs of degree presented in the Language review section on page 5o.

EEET L PEEFTREEY ERET S P g

A

Small: 1 slight 2 negligible 3 faint 5 remote
Big: 1 huge 2 great 3 substantial 4 significant
B

1 slightly damaged

2 badly misjudged

3 superbly presented

4 severely criticised

5 thoroughly enjoyed

6 deeply disappointed

7 incredibly well-prepared

|
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@ This type of exercise can be quite tricky, so spend some time explaining it to the Ss before
asking them to do it.

T e ety

3 one 4 as 5 who 6 v/ 7 it 8 V/ 9 and 10 Uup

o, Ly . ) ) ——_

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

1 owned 2 wouldn’t have taken off 3 will get 4 were
5 would have expanded 6 order

} Famaiaan mrramar, . . . ot

Again, spend some time explaining this exercise to the Ss hefore asking them to do it.

. o FRETRF L TEr L

3 there (their) 4 follows (following) 5 were (are) 6 most (more)
7 awareness (aware) 8 had (have) 9 for (on) 10 him (them)
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At a glance
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At a glance

Lesson 1 Starting up
Fach lesson (excluding Ss talk about their experiences of the teams they have been in,
case studies) is about and do a quiz about different types of team members.

45-60 minutes. This does | |jstening: Building successful teams

not include administration | A specialist in Human Resources talks about the key factors in

and time spent going | team buildineg.
through homework.

Vocabulary: Prefixes Practice File

Ss look at a number of prefixes and use them in context to Vocabulary (page 32)
talk about people they have worked with and teams they have
been in.

Lesson 2 Reading: The key to successful team building | Text bank
Ss read about why it is important for people in business to be (pages 160—163)
team players.

Language review: Modal perfect ML Grammar and Usage
Ss look at how modal perfect verbs such as needn’t have, may Practice File

have, might have, must have, could have, should have and Language review (page 33)
would have are used.

Lesson 3 Skills: Resolving conflict _ Resource bank
Technigues for dealing with disagreements: Ss apply the (page 200)

language for this to role play a situation in which one member of
a team is causing problems.

Lesson 4 Case study: The new boss Practice File
Fach case study is about There are problems when a new manager takes over a sales Writing (page 34)
1%/2 to 2 hours. team. Ss role play the directors of the company in their efforts to
| resolve them.

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this
is not the case, alternative procedures are given.
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Business brief

In constructing teams, it’s important not just to get talented people, but the right combination of talents.
In the famous phrase, ‘it’s important to have a great team of minds, rather than a team of great minds’.
Meredith Belbin sees these types as necessary in teams, whether in business or elsewhere:

* The Implementer, who converts the team’s plan into something achievable.

* The Co-ordinator, who sets agendas, defines team-members’ roles and keeps the objectives in view.

* The Shaper, who defines issues, shapes ideas and leads the action.

* The Plant, who provides the original ideas and finds new approaches when the team is stuck.

* The Resource Investigator, who communicates with the outside world and finds new ways to get
things done.

* The Monitor Evaluator, who evaluates information objectively and draws accurate conclusions from it.

* [he Team Worker, who builds the team, supports others and reduces conflict.

* The Completer Finisher, who gets the deadlines right.

This model lends itself better to some business situations than others, but the idea of roles and
competencies in a team is important, whatever form these take in particular situations. Some |
organisations are more hierarchical and less democratic than others, and team members are obviously
expected to behave more deferentially in the former. Senior managers there have the traditional leader’s
role: what they say goes. In other organisations, power is more devolved, and managers talk about, or at
least pay lip-service to, the empowerment of those under them: the idea that decision-making should be
decentralised to members of their teams.

In addition to the traditional organisation, we increasingly find virtual organisations and virtual
teams. People are brought together for a particular project and then disbanded. Here, in addition to
Belbin’s types above, the role of the selector/facilitator is crucial.

Stages of team life
The typical team is said to go through a number of stages during its existence.

1 Forming. The group is anxious and feels dependent on a leader. The group will be attempting to
discover how it is going to operate, what the ‘normal’ behaviours will be: how supportive, how critical,
how serious and how humorous the group will be.

2 Storming. The atmosphere may be one of conflict, with rebellion against the leader, conflict between
sub-groups and resistance to control. There is likely to be resistance to the task, and even the sense
that the task is impossible.

3 Norming. At this stage, members of the group feel closer together and the conflicts are settled, or at
least forgotten. Members of the group will start to support each other. There is increasingly the feeling
that the task is possible to achieve.

4 Performing. The group is carrying out the task for which it was formed. Roles within the group are
flexible, with people willing to do the work normally done by others. Members feel safe enough to
express differences of opinion in relation to others.

5 Mourning. The group is disbanded: its members begin to feel nostalgic about its activities and
achievements. Perhaps they go for a drink or a meal to celebrate.

All this may be familiar from the groups we encounter, and play our role in managing, in language
training!

----------
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......

. . . - . . . .ot - . . - . . Poeme e fLrre a .. . . A e L IS P R P R R F LY
- . ) . - - - e AT I TP Y e L " :;i:-':\-c
. H . . - ) P . H [
. : . . : . . ML iLaAn
. . . - .- e - el . . . . : - . - B P T
" - . L " .o - " " . et L - B DR
. - " . . " - . . L. . . . H L A M
. - - . . .. . - - . = H e T TR
. . . . - . A R Lot st aiemamee mae
) . . . .- . -t . e . LT T - R P T P
. . . . . e . me s .. et e s R I S ia
. . . . .t . T b - Aeen e St el -
. R .o H- B o . R I L T B P PR
. . . ) - . . . T - R L L E LN LI - R LT
. . : .- . - Lot T e . - e T S L RIS
- - - . . - . . - .- . - . . LK . - . P . =" .. I
. . . . . . . . e - - . R IRt At :

Meredith Belbin: Management Teams: Why they Succeed or Fail, Butterworth Heinemann, 1981
Ron Johnson, David Redmond, Meredith Belbin: The Art of Empowerment, Prentice Hall, 1998

The first four stages of team life above were suggested by B.W. Tuckman, as quoted in Michael Argyle:
Social Interaction, Tavistock, 1969

oo
=
2.
=
(D
7
7
=2
—
T
—




® Write the word ‘TEAMS’ In big letters on the board. Ask 5s
in pairs or threes to brainstorm all the types of team they
can think of, in the business world and outside. (Point out
that you are not looking particularly for words that come in
front of team.) Circulate and monitor.

@ After a few minutes, ask pairs and threes to say what they
came up with. invite comments and encourage discussion.

PR Lt rmss

Examples: |
sports teams 1
project development teams

sales teams

medical teams doing operations

management teams

teams of ministers with their political advisers and civil
servants

Lesson notes
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| Ask Ss to look at the Overview section at the beginning of

] the unit. Tell them a little about the things on the list, using
' the table on page 68 of this book as a guide. Tell them
which points you will be covering in the current lesson and
in later lessons.

Quotation

Ask the whole class what they understand by the quotation
and if they agree with it.

: -

PIETFY P PR e o %

Ss may be familiar with the saying ‘A camel is a horse |
designed by committee’, attributed to British engineer
Alec Issigonis, designer of the Mini. The implication is
that a committee has members working towards their |
- own agendas, whereas a team works together for the
common good.

Tell Ss that in this unit they will be looking at team building.

“Frrr="r Y A Lt -

----------

T LT

Ss talk about their experiences of the teams they have been
in, and do a quiz about different types of team members to
see what profile they themselves have.

®

® Ask Ssto discuss in pairs. Circulate, monitor and assist.

Get pairs to report their findings to the whole class.

70|

Advantages Disadvantages
@ Things can be achieved Explaining and

LA s

Possible issues |

by a team that can’t be
achieved by individuals
working separately —
some things can only be
achieved by teams. ®
Some people prefer
working with others
rather than on their own.
eam-working allows
everyone to feel they
have something {o
contribute. | |

organising the task can
take so much time that |
it’s easier and quicker
to do it yourself,
Communication
breakdowns can lead
to severe problems in
achieving the task.
Conflict between team

members can be very
destructive.

®-©

Go through the quiz with the whole class and explain any
difficulties.

Divide the class into threes or fours. Appoint someone in
each group who will record members’ responses but also
do the quiz themselves.

Tell the notetakers that after the activity, they will have to
give a mini-presentation about the group members’ profiles
as team players. Read out the text in the box below to give
them the idea.

o rr rr e

Anita is a creative type who values original ideas over
detailed planning. Bertil, on the other hand, is more
interested in clear thinking. Catherine found that the quiz
told her that she is more interested in details and clear
planning, and she was a bit surprised by this. The quiz told
me I’m more of a creative person, which | tend to agree with.

' ey

Ss in each group do the quiz individually, finding what sort
of team player they are by looking at the key on page 152 of
the Course Book. Ss then tell the other members of the
eroup what sort of team player they are and the notetaker
records this. Notetakers should also record if the other Ss
agree with what the quiz tells them.

Circulate, monitor and assist. Note language points for
praise and correction.

When Ss have finished the quiz, the notetaker summarises
the profile of each group member as you did in the example
above.,

Praise good language points from the discussion and work
on three or four points that need improvement, getting
individual Ss to say the correct forms.

Ask your Ss to work on Questions 1 and 2 in Exercise Cin
threes or fours. Circulate and monitor.

Ask the groups for their answers. Invite comments and
encourage discussion.
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Listening: Build

--------

Ss look at a number of prefixes and use them in context in a
written exercise, and to talk about people they have worked
with and teams they have been in.

A specialist in Human Resources talks about the key factors
in team building.

A ()8

@ Tell Ss they are going to listen to Janet Greenfield, an

expert on team building. Ask Ss to look through the @ Go quickly through the prefixes with the whole class. Get

o
headings to prepare them for what they are going to hear. Ss to read the words with the correct stress patterns, e.g. 8
@ Play the recording once or twice, explaining anything that is misMANage, pro-EuroPEan. Point out the pronunciation of 8
@ Play the recording again, stopping where key points occur Get Ss, in pairs, to match the prefixes to their meanings. g
5o as to give time to Ss to write them down. @ With the whole class, go quickly through the answers. 8‘
.. : )
@ Elicit the Ss’ answers about the key points. . ’ |
e e E 1 Db 2 b 3 C 4 a 5 C 6 b |
The corporate culture must encourage teamwork. All the 7 C 8 a 9 b 10 D

members of the team must have clear personal objectives | !
and must understand how these relate to the objectives @ With the whole class, get Ss to give typical combinations
of the company. All the members of the feam must feel containing the words with prefixes. Give them one or two
that their contribution is recognised and valued by the nossible combinations from the list below as examples.
management. Do as a quick-fire activity.
O 8.2 mismanage a company, the economy

hro-European voters, politicians

@ Play recording 8.2 once or twice, helping with any difficulties.
predict events, the future |

nost-merger problems
dishonest behaviour, politicians
my ex-boss, Mr Smith

e e e e

® Play the recording again and ask the Ss to make two sets of
notes: one on Lombardi’s ideas about football and one on
how his ideas can be applied to business.

® Ask the Ss to compare their notes in pairs or small groups.

® Ask Ss for their answers.

e L e e

L L L B L L

L L L e s

Sport

Every player must know exactly how to play his position

bilateral trade agree

reconsider

irresponsib

FLY "t L s e

mnents

he decisi
e actions, behaviour
hypercritical employers

on

tmmn e =t =t L

well — discipline.

be treated the same as the others.

Every p
Every p

ayer s

ayer shoulc

noulc

care about the others. |

@ GetSsto workin pairs on the text. Circulate and assist.

@ Check the answers with t

ne whole class.

Business

Every emp

oyee must know the basics of their job and be
verform well. |

mismanaged

- trained fo
There should be discipline in the company so everyone
knows how to behave.

There should be team spirit, fostered by events, activities,
schemes, etc. that bring people together so they get on

. better and care for each other. *

® Ask the Ss to discuss the questions in pairs or small
groups. Circutate, monitor and assist, noting language
points for praise and correction.

® Get pairs or groups to report their responses to the whole
class. Invite comments and encourage further discussion.

® Praise good language use from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

post-merger
pro-European
ex-boss
dishonest
irresponsible
hypercritical
reconsider

co~N NV P W N R

P Iu

raror,

©

® Do add-the-prefixes as a quick-fire activity with the whole

class.
Jncommunicative indecisive inefficient
unenthusiastic inflexible unfocussed
unimaginative distoyal disorganised
impractical unsociable unstable
 Intolerant
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e am ] LLTNTS ror.

5 According to the writer, they should have attitudes a),
b) and c).

' _ 6 Because essentially, whatever their nationality, most
When reporting back to the class, each member of the pair : T
| members of a team have the same basic objectives in

talks about the other member’s colleagues in relation to life

uestion 1. For Question 2, one m er ' : .
% Q Q ember of the pair talks 7 Thai team members place greater emphasis on

about their general findings. : .
5 & personal relationships whereas Western team members
place greater value on personal achievement.

® Get Ss to work, in pairs, on the questions. Circulate,
monitor and assist. Treat Question 1 tactfully. Tell Ss they
don’t have to name the people involved.
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o T Ask the Ss to discuss the statements in pairs or small
um-, Ss read about why it is important for people in business to be grc?ups. Circul-ate, monitor and assist, noting language
3 team players. points for praise and correction.
@ (et pairs or groups to report their responses to the whole
@ class. Invite comments and encourage further discussion.
® Askthe whole class what they understand by the title of ® Praise good language use from the discussion and work on
the article (a Japanese proverb) and if they agree with it. three or four points that need improvement, getting
(Do they have a similar proverb in their own language(s)?) individual Ss to say the correct forms.
Ss might mention that a team brings together a @
combination of different skills and talents: see Business @ Check answers with the class before asking Ss to own up to
brief on page 69. If they don’t raise this point, you might | which of the qualities they possess. You could also ask
want to introduce it yourself. them to rank them in order of importance in a team
S _ . - - . s Situation.

1 patience | 2 foresight 3 creativity
® Ask the Ssto read the article quickly. Then go through the 4 organisation 5 intuition 6 toughness
first four questions with them and ask them to read the first 2 stamina 8 diplomacy 9 honesty
three paragraphs again and try to find the answers. Allow . ” ” . )

them to work in pairs or small groups if they wish.

o o FYLIEE SEFe RV FTERE PR T e mnan rerans @

1 In the past individual attributes such as intelligence .~ © Askthe Ssto discuss the questions in pairs. Circulate,
t and toughness were the key to success and employees monitor and assist, noting language points for praise and
worked in competition with each other. Now personal | correction.
strengths are less important than a person’s ability to Get one member of each pair to report their findings to the
work in a team and share knowledge and skills with E whole class. Invite comments and encourage further
colleagues so they can work together in competition discussion.

with oth.e-r companies. | ‘ ® Praise good language use from the discussion and work on
2 Competition today should be against commercial

_ three or four points that need improvement, getting
| competitors rather than between colleagues.

| * | individual Ss to say the correct forms.
3 You need to be able to compromise your own views for

the good of the team. You need to have a belief in the
| way the team works and in its strength. You need to
recognise where your own strengths and contribution fit

A AN,

LA

o With the team. You have to be honest with yourself . Sslook at how modal perfect verbs such as needn’t have, may
| and with the.rest‘of'the team. You have to be able to have, might have, must have, could have and should have
control conflict within the team. You have to care about and would have are used and what they mean.
the development of your team mates.

Go through the points in the Language review box with the

4 Effective teams are able to solve problems more easily e , .
whole class, inviting and answering queries.

than one person can. All teams must be managed well
by a capable facilitator with an understanding of the @
way teams develop and change. Teams grow and
develop and are more productive and efficient at some
stages of their development than at others.

® Ask individual Ss to read out the sentences in italics,
without doing the exercise. Concentrate on stress and the
| correct pronunciation of contractions like needn’t and

S = ot el

couldn’t.
® Go through the remaining questions with the class. Ask the Do the exercise as a whole-class activity, elaborating where
Ss to read the rest of the article and find the answers. necessary.
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not sure
not sure
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© Ask Ssto work on the questions in pairs. Circulate, monitor

and assist.

Go through the answers with the whole class, pointing out
the subtleties mentioned below, but don’t make it too
complicated for the Ss’ level.

RS . L

should (But you didn’t and now it’s too late.) |
might or could (But it wasn’t.)

Correct. Point out to Ss that it means the same as
‘might have destroyed’. (But it didn’t.) And if you say
‘may have destroyed’, you don’t know yet whether the
merchandise was destroyed or not, because you |
haven’t found out yet.)

must (We don’t know for sure, but we think this is

the case.)

Correct. (We don’t know for sure what the reason was.
‘He must have been delayed’ would show more
certainty.)

Correct. (You couldn’t have seen him a) even if you had
wanted to see him, or b) even if you thought you had
seen him, mistaking someone else for Mr Lebeau.)
must (We're assuming he had a bad flight. ‘He might
have had a bad flight’ would mean we are less sure

about this.) |

should (But we didn’t. ‘We could have ...” or ‘We might
have made him leader’ implies that this was possible to
do, but lacks the idea that it would have been the right
thing to do.)

Go through the situation quickly with the whole class.

Divide the class into pairs, appointing a Financial Director
and a sales rep in each pair.

To show the class what to do, take the part of the Financial
Director and ask one of the Ss to be the sales rep. Say: “You
shouldn’t have stayed in a five-star hotel’, to which the
sales rep should reply something like: “There was no
alternative. There was a big conference on and it was the
only place | could get a room.’

Continue with one or two of the other points, emphasising
that the sales rep should find convincing excuses each time
and vary the formula, so they don’t say “There was no
alternative’ every time, but use sentences like ‘I had no
choice’, and ‘There was nothing else | could do.’

When the whole class has understood the idea, ask them
to role play the situation. Circulate, monitor and assist,
especially with the modal perfect. Note language points for
praise and correction.

® Praise good language points from the discussion and work

® Ask for one or two public performances of the situation for

PLIEY
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on three or four points that need improvement, especially
with the modal perfect, getting individual Ss to say the
correct forms.

the whole class.

o LS i R T S

1to1

This role play can be done 1 to 1. Ask your student to be
the sales rep and you take the role of Financial Director.
Then change roles. Encourage imagination. Don’t forget to
note language points for praise and correction, especially
in relation to the modal perfect.

Ss look at techniques for dealing with disagreements in

teams. They work on the language for this and apply it to role

play a situation in which one member of a team is causing
problems.

®

&

Go through the suggestions with the whole class.

T EETLETPLETY e i o W ot LS

Do Don’t
Try to see the problem from Delay taking action, if
~ the point of view of the team. | possible.

z Be truthful about how you Get angry from time to time
see the situation. with difficult members.
Encourage open and frank | Try to ignore tensions
discussion. within the team.

Bring potential conflict and Give special attention to
disagreement into the open. | team members who are
Persist with ‘impossible creating problems.
people’ — you may win them
over.

Try to find ‘win—-win’
solutions.

&

[LEE R 3 Lo am LS

Ask Ss to categorise the statements with a show of hands
for each one.

Invite comments and encourage discussion. The above
division is for illustration only: there may be
disagreements: for example, there are those who say that
there is no point in trying to win over impossible people,
and that energy is best expended elsewhere. Some may
say that anger also has its place.

(/83

Play recording 8.3 and ask the Ss to put a tick next to the
suggestions in Exercise A that Karen uses. You will
probably have to play the recording several times.

Allow the Ss to compare answers in pairs before checking
with the class.

|

!

|

f

PEIEFELTTE o ="y NELIRR LY TR e

Karen uses suggestions 1, 3, 4, 5, 7 and 10.
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8 Team building
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© Go through the expressions already in the Useful language

box and ask Ss, in pairs, to add one more expression from e T ———
the transcript on page 164 under each heading. f@%ﬂ
Expressing your feelings There are problems when a new manager takes over a sales
" 'm really fed up with her. | team. Ss role play the directors of the company in their efforts
Q ' Maybe you should ...
= Why don’t we Stage 1: Background
- |
8 Expressing satisfaction @ GetSs to read the background section and the notes on
8 All right, we’ll see if that works. Thanks for listening. Nigel Fraser and the members of the sales team.
- Expressing dissatisfaction Meanwhile write the points in the first column of the table
¢ . . .
| How would that help: below on the board. When Ss have finished reading, elicit
Showing sympathy % information to complete the first five sections of the table.

| understand your feelings.
Identifying the real problem
What you’re saying is
Resolving the conflict

| ®» Tell the Ss that they are going to listen to a meeting chaired
oy Nigel Fraser and that they should make notes on what
hey learn about the team’s problems.

Lt A
1

’ll have a quiet word in her ear. | Play recording 8.4, pausing it at key points to allow the Ss
Reviewing the situation to take notes.
Let’s talk about this in a few weeks’ time. Ask the Ss to read the section headed ‘Additional problems

T T — e " in the sales team’ and elicit the information to complete the
final section of the table.

® Divide the clas's into palrjc,, appointing the team leader and | Activity Selling fax machines, data
team member in each pair. projectors and slim plasma
@ Tell Ss to turn to their particular role description. Get them screens
v . . - . - S - - E— %
to read it silently. Circulate, monitor and assist. Sales Manager until Vanessa Bryant |
® If you think it’s necessary, do a demonstration in front of 18 months ago |
he whole class of the beginning of the situation, with you N SO . -
; the d 5 5 y Present Sales Manager Nigel Fraser

as the team member and an outgoing student as team e . U
leader. Sales targets Increase turnover by 10%;

. | create dynamic sates team
® When all the Ss are clear about their roles and about the | e wy “ )

situation, start the activity. Sales performance 20% below target; low morale
| since NF arrived

P TR o' EELL TS A e,

@ Circulate and monitor but do not intervene except if

absolutely necessary. Note language points for praise and Problems NF wants more meetings, but |
correction, especially in the area of conflict-resolving most of the statf don’t; present
language. meetings are dominated by
® When Ss have finished, call the whole class to order. Praise | one or two people: some don't
. : turn up
good language points and work on three or four points that

need improvement, getting individual Ss to say the correct Staff blame each other or other

departments for problems
forms.
. Staff don’t help each other; E
® Ask one of the pairs to give a public performance in front of | rivalry and dislike between |
the whole group. some members

Jnable to accept criticism and |
. become aggressive

| NF happier in his previous

job; staff talk about the ‘good
old days’ under Vanessa Bryant

T

Ll o] ol Bk
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Stage 2: Task preparation

®

Divide the class into groups of four and ask them to choose
one role card each. Establish that they are all directors of
BES and that they are going to have a meeting to discuss
the situation and decide what to do. Make sure that they
realise that Director 1 leads the meetings.

Tell them that each of the directors has thought about the
company’s problems and has different opinions and
suggestions about what they should do. The Ss should
read their role cards carefully (without showing them to
other members of the group) and prepare to represent their
views at the meeting. If their role cards mention any of the
members of the sales team specifically, they should read
the descriptions of those people carefully. Circulate,
monitor and assist with anything the Ss don’t understand.
Discuss any problems that cause particular difficulty with
the whole class.

Go through the three points (points 2, 3 and 4) that will
form the basis of the discussion with the whole class and
answer any queries.

Stage 3: Task

&

When the situation is clear, the discussions can begin.
Circulate and monitor. Do not intervene unless it’s
necessary. Note language points for praise and correction,
especially in the area of team building.

When the groups have finished, with the whole class praise
good language points from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

Ask the groups for the conclusions they have come to and
the action they have decided to take. Note them on the
board under the respective headings.

©

8 Team building §

AT e R

Invite comments and encourage discussion, comparing the
findings of the different groups.

%

i

;

1t01

i REF LTI nRERE

This discussion can be done 1 to 1. Give the student plenty
of time to read and absorb the background information, |
the profiles of the different salespeople and the points for
discussion. Discuss the issues with your student as if you
are both directors of BES.

Writing

&

~ tasks and ask them which one they are going to do.

rrore

L L LR LR T gl o e e

For the writing task you can

—tell Ss which one to do

— ask half to do one task and the other half the other
—~or let Ss choose for themselves.

Tell Ss to look at the writing task you have assigned them.
Or, if you are letting them choose, tell them to look at both

cor the first task, say that the letter should come in the
form of a report to the MD of BES, who was not present at
the discussion.

“or the second task, say that this should be a personal
etter from the sales manager to a member of the sales
team. Point out that they can do this in the context of BES,
i.e. a letter from Nigel Fraser to one of his sales team, or in
the context of another company.

S9)0U UOSSD]
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At a glance

Lesson 1 Starting up

Each lesson (excluding Ss compare sources of personal borrowing ana discuss some
case studies) is about common sayings about money.

45-60 minutes. This does
not include administration
and time spent going
through homework.

Listening: Getting a bank loan
A specialist in finance talks about how to get a loan from a

financial institution. Practice File

Vocabulary: Idioms ' Vocabulary (page 36)
Ss study idiomatic language about money.

Lesson 2 Reading: Raising finance | Text bank
Ss read about the different ways of raising new business finance. | pages (164-167)

Language review: Dependent prepositions ML Grammar and Usage
Ss look at the prepositions that can follow certain verbs,
adjectives and nouns and use them in context.

Practice File
Language review (page 37)

Lesson 3 Skills: Negotiating | Resource bank
Ss discuss negotiating tips, look at different techniques used in (page 200)
negotiations and put them into action to role play a situation.

Lesson 4 Case study: Vision Film Company _ | Pra.c*tice File
Each case study is about A film company negotiates for finance to make a feature film. Writing (page 38)
1%/2 to 2 hours.

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this
is not the case, alternative procedures are given.




Business brief

You have a brilliant but unusual business idea. You could put all your life savings into it, and ask friends
and family to invest in it as well. But this may not be enough. Or your friends may, perhaps wisely, refuse
to lend you money. You go to your local bank, but they don’t understand your idea and suggest you look
elsewhere.

You go to a venture capitalist. Venture capitalists are used to looking at new ideas, especially in hi-
tech industries, and they see the potential in your brilliant idea. The venture capitalist also recommends
it to some business angels, private investors looking for new start-ups to invest in. They provide you
with seed capital to set up your business. |

You launch your business, and it’s a great success. But the amount of money it generates from sales
is not enough to invest in it further: it’s not self-financing, so you decide to raise more capital in an initial
public offering or IPO: your company is floated and you issue shares on a stock market for the first time,
perhaps a market or a section of one that specialises in shares in hi-tech companies.

You wait anxiously for the day of the issue or float. Interest from investors is high, and all the shares
are sold. Over the next few weeks, there is a stream of favourable news from your company about its
sales, new products and the brilliant new people it has managed to recruit. The shares increase steadily
in value.

Now look at this process from the point of view of investors. The venture capitalists and business
angels, for example, know most new businesses will fail, but that a few will do reasonably well and one or
two will, with luck, hit the jackpot, paying back all the money they lost on unprofitable projects and much
more. This exemplifies the classic trade-off between risk and return, the idea that the riskier an
investment is, the more profit you require from It.

In your IPO, there may be investors who think that your company might be a future IBM or Microsoft,
and they want to get in on the ground floor, hold on to the shares as they increase inexorably in value.
They make large capital gains that can be realised when they sell the shares. Or they may anticipate
selling quickly and making a quick profit.

Other investors may prefer to avoid the unpredictable world of tech stocks altogether and go for
steady but unspectacular returns from established, well-known companies. These are the blue chips that
form the basis of many conservative investment portfolios. One day in a few years’ time, when your
company is mature and growing at five or ten per cent a year, rather than doubling in size every six
months, your brilliant business idea may have become a blue-chip company itself.

Governments increasingly depend on investment from the private sector in public projects. These
public-private partnerships are financed by a combination of commercial investment and public money
from taxation and government borrowing.

Michael Brett: How to Read the Financial Pages, Century Business paperback, 5th edition, 2000

Graham Bannock, William Manser: International Dictionary of Finance, Economist Books/Hutchinson,
1999

Mastering Finance, FT Pitman, 1997

Pocket Finance, Economist Books/Hamish Hamilton, 1994
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é 9 Raising finance

Lesson notes

L SR e possible issues:
@ Introduce the unit to Ss by saying that you can talk about a) Bank: Advantages include: it’s a business transaction
raising finance, raising capital or raising money for a that doesn’t involve friends.
8 project. They are all used to talk about obtaining money Disadvantages include high rates of interest which
= through borrowing of different kinds. (Even issuing shares ~ mean it can be expensive; all sorts of problems if
c in your company is a form of borrowing: the company is in ~ youcan'trepay the loan such as your credit rating
g effect borrowing money from shareholders.) (explain) will be affected and it might be difficult to
& ® Write the word money in big letters on the right side of the b) §e-t loans In future, , _
-4 board. with the word raise on the left. | riend or colleague: Advantages include the fact that it
] | s unlikely that interest will be charged. Disadvantages
® AsK Ss to brainstorm in small groups the different verbs l include possible damage to the relationship,
that can come in front of money. Each group should think of particularly if the loan is not repaid promptly.
as many verbs as possible. ' ¢) Member of family: Families are often the main source
® With the whole class, ask how many verbs each group has i of borrowing for many business start-ups but they
found. Get Ss to shout them out and write them on the left. | might be less willing to lend for other purposes.
) I - _ | d) Loan shark: The advantage is that people with no
Possible verbs include: . credit history (because they have never had bank
porrow, donate, earn, invest, lend, lose, make, obtain, ; accounts or credit cards) can borrow money, but the 4
provide, save, spend, transfer, waste, win . downside is that interest rates are extortionate and
- - they might be harmed if they don’t repay.
@) Credit card company: Easy to do (explain cash
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loan would be cheaper.
@ Tell Ss that in this unit they will be looking specifically at N . S S |

borrowing, especially by businesses raising finance in order

to develop.

@ Ask Ssto look at the Overview section at the beginning of ® Ask the Ss to discuss the items and the sources of finance
the unit. Tell them a little about the things on the list, using they would use in pairs or threes.
the table on page 76 of this book as a guide. Tell thermr Circulate and monitor.
which points you will be covering in the current lesson, and

Ask the pairs or threes to present their findings to the
whole class. Invite comments and encourage further

which in later lessons.

_ discussion.
Quotation
@ Praise good language use from the discussion and work on
@ Ask the whole class what they understand by the proverb three or four points that need improvement, getting
and ask if they agree with it. individual Ss to say the correct forms.
SRR S P Do this with the whole class, inviting individual students to

e thei . .
S5s compare sources of personal borrowing and talk about and give their explanations of the sayings.

discuss some common sayings about money.

@ Have a show of hands to determine who agrees with which
sayings.

@ Explain loan shark (someone who lends money at very high
rates of interest to people who aren’t able to borrow from
banks, and may threaten violence if it is not repaid).

A finance specialist talks about how to get a loan from a

Get Ss to discuss the advantages and disadvantages of the financial institution. Ss complete a chart and answer
different sources in pairs. Circulate and monitor. Note questions about the best way to raise finance.
language points for praise and correction.

@ When pairs have finished their discussion, call the class to @
order and praise good language points from the discussion ® Do this as a whole-class brainstorming activity. Either
and work on three or four points that need improvement, concentrate solely on a business loan or divide the board
especially in relation to this topic, getting individual Ss to into two halves and write up ideas for what you would
say the correct forms. need to give the bank for a personal loan on one side

® Ask pairs what they came up with. Invite comments and and what you would need to offer for a business loan on
encourage whole-class discussion. the other.

78]
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T T ” . o ® Ask the Ss to compare their notes in pairs and to try to

Here are some ideas. Your Ss may come up with others. answer the questions.

Personal loan @ Check the answers with the whole class.

An explanation of what you want the money for B . ; S

A recent bank statement | 1 Go to a different lender and make the same request
. Some form of ID, e.g. a passport with the same business plan and the other documents.
An indication of how you intend to pay the money back. | f several lenders turn you down, make changes to |
' Business loan make yo J‘r bu?iness nlan r.nore covvinting and improve —

A business plan showing projections of future profits | YOU_V credit rating, or consider buying the land for the 8

Recent financial statements | % business at a latﬁer date. n
~ Something, e.g. property as collateral (security for the loan) -2 You CC{Uld negotiate the terms of :he loan, perha-ps a g
" Aplan for repaying the money loweﬁr interest rate, the way in which the money is to be | -
e - - o - | repaid, the date for the repayments and the date for the o

| final payment. | ('-p"

O 9.1 3 Get a lawyer to check the loan agreement and find out if . n

Play the first part of recording 9.1 and ask the Ss to make
notes of the four things Patrick says you will need to give
the bank. Check answers with the class before going on to
listen to the rest of the recording.

any of the terms are negotiable.

- -t EPETPLY ERTPEERTrIrTY minma

® A good business plan (including future projections} Ss study idiomatic language about money.
~ ® Recent financial statements
® Arepayment plan | @
" » Collateral @ Tell Ss they are going to work on some finance-related
—— S _— _ — idioms'
® Explain the words collateral and security (something of ® Do this exercise as a quick-fire activity with the whole class.
value belonging to the person seeking the loan that will - . — |
pass into the ownership of the bank if the loan is not L 1 rope 2 trees 3 muck 4 licence 5 fool 6 object
repaid). Play the next part of the recording and ask the 5s “ “’ B
to note down the types of security the speaker mentions.

You may need to play the recording several times and

pause it at key points to enable them to do this ® Ask Ss to work on the exercise in pairs. Circulate, monitor

and assist.

s -r Sy T

|

- real estate (e.g. house, apartment, business premises),
- hard goods such as business equipment, stocks and shares T o T - ]
' > AP ga)z b) 1and 4 c) 3 d) 5 e) 6 |
in the company, personal assets, personal guarantee 7 e -

With the whole class, elicit answers from the pairs.

hran - (L] EETL Iy LYSaT LTE i —

® Go through the chart with the class. Then play the rest of @
recording 9.1 and ask them to complete it. You may need to Ask the Ss to work in pairs and to take turns to read a
play the recording several times to allow them to do this. situation and respond to it. Encourage them to add a few
o _ N o B words linking the idioms to the situation, rather than just
| Type ofloan | Purpose of loan Length of loan reading them out. Circulate, monitor and assist.
i S - —— - - To check answers, ask individual pairs to perform their
1 Short-terT 1 Se"jj_P ; busmgjs d }“/mear of lessm | exchanges to the rest of the class.
Intermediate- | to buy equipment one to three | — i S — S S—
 term and cover the - years 1 As they say, ‘A fool and his money are soon parted’.
expenses in the . 2 Money is no object to her, then.
 early stages of | 3 Well, they do say that where there’s muck, there’s money.
. development of | 4 Oh, | know. Children think that money grows on trees,
a business | don’t they?
Long-term to help a business three to
grow; for furniture, seven years |
equipment, buying a |
long lease, etc. |
;

© OW;.Z

® Go through the questions with the class. Then play
recording 9.2 and ask the Ss to take notes. You may need
to play the recording several times.
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@ Ask the Ss to work on the exercise in pairs. They can use a
dictionary, preferably a specialised one such as the Longman
Business English Dictionary. Circulate, monitor and assist.

‘g’_-’, With the whole class, elicit answers from the pairs. Also get
o the Ss to discuss the meanings of the distractors and why Ss look at the prepositions that can follow certain verbs,
g they do not fit. adjectives and nouns and use them in context.
o S S - ~ : .
{‘2 123 2 b 3 b 4 C 5 a 6 C @
3 SE—— - — S B : , Tell Ss that they are going to look at prepositions following
verbs, adjectives and nouns. Read out and comment on the
examples in the Language review box. (These patterns are
@ Go through the questions with the whole class so that they often shown in dictionaries. For example, in Longman
know what information they are looking for. Then ask them Dictionary of Contemporary English, the pattern investment
to read the first 64 lines of the text and find the answers. in is shown by (in) in front of the example. Get Ss to refer to

I _— # - - their dictionaries if they have one.

1 Few growing companies are able to finance expansion Get Ss to read the article again and do the exercise in pairs.
from cash flow alone. They need to raise finance from Circulate, monitor and assist.

external sources.
2 Itis really important to strike a balance between equity
f and debt.
3 With debt, the bank giving the loan requires interest
~ payments and capital repayments and the business
assets or personal assets of the shareholders and
directors can be at risk if these are not met. The bank
can put the business into administration or bankruptcy |
if it defaults on the loan or if business is not going well.
With equity, the institution lending the money has a
i stake in the business and, therefore, a greater incentive
to see the business succeed as it takes the risk of
failure along with all the other shareholders. If the
company is successful, the lender benefits and makes
profits on the eventual sale of the equity stake.
4 The main aim is to keep the financial risk of the

@

1

%

Check and discuss the answers with the whole class.

L

1 consideration in, balance between
2 defaults on
3 risk of, benefit from

rre. ~am e

@ Prepare Ss for this exercise by saying that they should try
to anticipate the preposition that will occur at the

! beginning of the second half of each sentence. For

example in question 1, they should be looking for in,

thereby eliminating everything except parts d} and f). The

sense tells you that part f) must be the right answer.

Get Ss to do the exercise in pairs. Circulate, monitor and

@

: - assist.
company at an optimal level so that it isn’t exposed to _ _
excessively high borrowings, but neither is the share | @ C(heck and discuss the answers with the whole class,
capital diluted unnecessarily. asking pairs how they came to their conclusions.

1 f 2 g 3d 4h 5 e 6 C 7 b
(©) 8a 9] 10 | |

: ® Ask the Ssto read lines 65-133 and to match the words and
definitions.

e L L R e b i LLT =l ny e, i A,

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

@ Ask the Ss to work in pairs or small groups and to discuss
the situations and match them with a suitable source of
: finance. Circulate, monitor and assist.

® Ask a representative of each pair or group to report their
decisions to the class, giving reasons for their choice.

A e e WP, T e L ELLTEREET FEl o ] CTRFE TR o, R

1 lease 2 grant 3 Invoice discounting 4 venture capital |

e, . LR EEEE TEEL LR L N e, R E T
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 Skills: Negotiating

e e

@

Point out that Open questions often begin with wh- words
ike what, why, when, etc. How is also an honorary member

-

..............................

- . P

Ss discuss negotiating tips, look at different techniques used in of this group. Closed questions can often be answered yes or
negotiations and put them into action to role play a situation. no. Point out that seems to be is a good softening phrase.
@ 1 Closed guestion
® Tell Ss they are going to look at a number of negotiating 2 Softening phrase
tips, which they will discuss in pairs or threes. Tetl them 3 Summarising
there are no right or wrong answers, and that the & Open question ?
statements are designed to encourage thought and 5 Signalling phrase
discussion. - - e : -

@ Circulate and monitor. Intervene only it necessary. Note
anguage points for praise and correction, especially in
relation to the subject of negotiation.

—
(D
N
T
Q
-
-
-
~e
D
n

@ Play recording 9.4 all the way through once. Then go
through the expressions and see if any of the Ss can
complete them. '

@ With the whole class, praise good language points from the
discussion and work on three or four points that need
improvement, getting individual Ss to say the correct
forms.

Play the recording again, pausing at key points to allow the
Ss to complete any expressions they haven’t already
identified.

Check answers with the class and then ask the Ss to place
each expression under the correct heading in the Useful
language box.

» Ask the Ss for their findings. Invite comments and
encourage whole-class discussion.

rouer, L L L L o TETLIRTPETETETRr L EIPEETETETY e

1 May depend on the complexity of the negotiation.
Above all, you must listen carefully to the answers. (See
the Skills section of Unit 10 on active listening.)

2 Presumably there will be a point where the other side

hecomes irritated if they are interrupted too much. ;

3 This one isin a lot of text books on negotiating. Some
people think that giving something away can produce a
good atmosphere. Others say that it shows weakness.

4 This is really two separate points. Simple language is |
nrobably a good idea, but some might say that it’s
important to underplay one’s high-priority objectives
and over-emphasise low-priority ones.

5 Again, there will come a point where too much of this @
becomes irritating. &

PEETLTRETET TRLETRRLY  FrT T RURREY | TRY P T RLTEFELTEEEY ' REF L TRP L TR A A A A T T

R Lrrr

| 1 Could | ask you ... (Open questions, but the word Could
might be interpreted as softening the tone)

2 ...if I may ask (Closed questions, but again, if | may ask
could be seen as softening the tone)

3 ...to make a suggestion (Signalling phrases)

4 Could | ask ... (Open questions)

5

6

r

A

et me clarify what you’ve just said (Signalling phrases)

_et me sum up ... (Summarising) |

_ _ Explain the situation. Divide the class into threes: each 5
6 On the whole, negotiators probably do not do this three contains a business owner, a business angel and an :

enough, so it’s worth emphasising. observer. The job of the observer will be to note the

7 Some might argue that this is true in an ideal world, but different stages in the negotiation and the techniques and
in practice assertiveness (rather than aggressiveness) language used by each side.

can have its place.
8 Some people will be more comfortable with this than

PEF L TR EEE

i

® Make sure everyone knows which role they are taking.

others. Some negotiators are good at exploiting the | Give time for Ss to absorb the information needed for their
feelings of the other side. Showing emotions is more role. Get the observer to skim the information for both
acceptable in some cultures than others. | roles. Circulate, monitor and assist.
- — e — - ® When all Ss are clear about their role and what they have to
do, the activity can begin. Circulate and monitor, but do not
0 intervene unless it’s necessary. Make sure that the
@ Ask Ssto look at expressions in the Useful language box. observer in each three is taking notes.

Go through the expressions and ask $s to match the

_ _ L _ Note language points for praise and correction, especially
headings with the definitions given.

ones relating to the language of negotiation.

1 d 5 @ 3 b 4 a 5 ¢ © When Ss have finished their negotiation, praise good
— . . - E— language points from the discussion and work on three or

four points that need improvement, getting individual Ss to
@ O 93 say the correct forms.

Explain what Ss have to do, and then get them to work in
pairs. Play recording 9.3 and pause it after each
expression.

® Go through the answers with the whole class.

| 81
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Summary Of What happenedq ?{Fﬁ?ﬁﬁﬁﬁﬁ>ﬁ*J*tﬂnvrv:35:%;@Efﬂﬁﬂ*?ﬁﬁ%ﬁﬁ?—ﬁéﬁg i
Recap again the key negotiating phrases, and relate them, A film company negotiates for finance to make a feature film.
if appropriate, to those in the Useful language box.

i e . Stage 1: Background

1t01

L 1 e e e T
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@

With the whole class, get Ss to read the background section.

This negotiation can be done 1 to 1. Ask your student Meanwhile write the points in the first column of the table

~ which side they would prefer to represent. You represent below on the board. When Ss have finished reading, elicit
the other side. Don’t forget to note language points for information to complete the table.

praise and correction. Afterwards, ask the student about w
their negotiating plan, the tactics they were using, etc. Activity Film making

Lesson notes

Based Krakdow, Poland

" Founded 15 years ago

Qutput so far . commercials and documentaries,
some award-winning

Personnel production staff plus freelancers

Current project feature film set in post-war

| Europe

:

£

e A= i

Finance source European Finance Associates

oy " ™ TRT

Provisional finance $10 million
package

i - —

_, Stage in second meeting next month to
negotiations finalise

-

Usual investment sum invested + interest + share of

- return profits
i

Stage 2: Executive Summary

Divide the class into threes. Each three contains: a
scriptwriter, an accountant and a project manager

©

Each person independently runs through the information
that is relevant to them and should be ready to comment
on it to the whole class.

—The scriptwriter will summarise and comment, in their
own words, on the story line of the film and the target
audience, target market and proposed promotion.

—The accountant will go through the budget and projected
revenues, and be ready to explain the different figures.

- The project manager will talk about the different stages of
the project.

® Circulate, monitor and assist.

When the Ss are ready, ask one scriptwriter to present their
information to the whole class, one accountant to do the
same with theirs, and one project manager to present
theirs.
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Stage 3: Task ® Ask a member of each group to summarise briefly what
Divide the class into fours. In each four, there are two happened and what was decided. Invite comments and
representatives of VFC and two from EFA, the finance encourage discussion.
company. Make sure that everyone knows who is who. - - - - - : SRS
(These fours have nothing to do with the threes in Stage 2 101
opposite.) This negotiation can be done 1 to 1. Ask your student
® Give time for Ss to read and absorb their respective which side they would prefer to represent. You represent
information. Circulate and assist. the other side. While doing the negotiation, note language | g
Before the negotiation begins, get each side to confer | points for praise a_nd corr{?ct!on. Afterwards, ask Fhe &
about their negotiation objectives and tactics: what do they student_about their negotiating plan and the tactics they g
. were using.
hope to get out of the negotiations and how do they hope } —"
to achieve this? %
When everyone is clear about their information, objectives Writing -

and tactics, the negotiations can begin. Circulate and assist

but do not intervene unless necessary. Ss can do the writing task collaboratively in class, or for

Note language points for praise and correction, especially homework.
in relation to negotiation language.

Writing file page 1309.

@ When the negotiations are complete, praise good language
points from the discussion and work on three or four points
that need improvement, getting individual Ss to say the
correct forms.
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Lesson 1 Starting up

Each lesson (excluding Ss talk about what irritates them and about the place of
case studies) is about customer care in a company’s success.

45—?0 minutes. '{“h.fs do::—zs Listening: Customer service
not include administration | The Retail Sales Director of Harrods talks about good customer

and time spent going service and how best to achieve it.

through homework. : : :
g Discussion: Customer complaints

Ss look at suggestions for ways of dealing with customer
complaints and draw up a list of the best techniques for doing
this.

Lesson 2 Vocabulary: Handling complaints Practice File
Ss look at words related to customer service and some common | Vocabulary (page 40)
idioms, using them in context.

Reading: Customers first Text bank
Ss read about the decline in standards of customer service in the | (pages 168—171)
UK and why customers should be a company’s first priority.

Lesson 3 Language review: Gerunds Practice File
Ss study gerund formation and the way that gerunds are used. Language review (page 41)
Ss then use them in drawing up guidelines about customer ML Grammar and Usage
service.
Skills: Active listening Resource bank
Ss look at listening skills in the context of customer service. (page 201)

They listen to interviews with satisfied and angry customers and
learn some key expressions.

Lesson 4 Case study: Hermes Communications Practice File
Each case study is about Ss role play the handling of a range of customer complaints ata | Writing {page 42)
12 to 2 hours. phone company.

For a fast route through the unit focussing mainly on speaking sKills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this
is not the case, alternative procedures are given.
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Business brief

Philip Kotler defines customer service as “all the activities involved in making it easy for customers to
reach the right parties within the company and receive quick and satisfactory service, answers and
resolution of problems’. |

Customers have expectations, and when these are met, there is customer satisfaction. When they are
exceeded, there may be delight, but this depends on the degree of involvement in the purchase. There is
a scale between the chore of the weekly shop at the supermarket and the purchase of something
expensive such as a car that, for many people, only takes place once every few years. The scope for
delight and, conversely, dissatisfaction is greater in the latter situation.

The telephone can be used to sell some services, such as ban king or insurance, entirely replacing
race-to-face contact. The customer helpline can be a channel of communication to complement face-to-
face contact. Or it can be used before or after buying goods as a source of information or channel of
complaint.

The figures are familiar: 95 per cent of dissatisfied customers don’t complain, but just change
suppliers. It is estimated that customers receiving good service create new business by telling up to 12
other people. Those treated badly will tell up to 20 people. Eighty per cent of those who feel their
complaints are handled fairly will stay loyal, and customer atlegiance will be built. Customer retention is
key: studies show that getting repeat business is five times cheaper than finding new customers.
Customer defection must, of course, be reduced as much as possible, but a company can learn a lot from
the ones who do leave through lost customer analysis: getting customers to give the reasons why they
nave defected, and changing the way it does things.

Service providers, such as mobile phone or cable TV companies, have to deal with churn, the number
of customers who go to another provider or stop using the service altogether each year.

In many services, satisfaction is hard to achieve because the customer interaction is difficult to
control, which is why service organisations like airlines, banks and legal firms create high levels of
dissatisfaction. If a product or service breaks down, fixing the problem may build customer loyalty, but it
will also eat into the profit margin. Customers must be satisfied or delighted, but at a profit. If
salespeople or call-centre staff or hotel receptionists are over-zealous, there may be lots of satisfied
customers, but the business may be operating at a loss.

Cotler says that it is not companies that compete, but marketing networks comprising a number of
companies. For example, a PC is assembled from components made by several manufacturers, sold
through a call centre which may be a subcontractor, delivered by a transport company and perhaps
serviced by yet another organisation as part of the manufacturer’s product support. [t is the customer’s
total experience that counts. Making the computer is Just one part of this. The logistics of selling and
organising the services needed by each customer becomes key.
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| | Read on

Philip Kotler: Marketing Management, Prentice Hall, 1999 edition, ch. 2: ‘Building Customer Satisfaction,
Value, and Retention’

Adrian Palmer: Principles of Services Marketing, McGraw-Hill, 1998

Ron Zemke, John A. Woods: Best Practices in Customer Service, Amacom, 1999




% 10 Customer service

Lesson notes

for example the waiter who asks three times during the
meal if everything is alright.

® Write ‘CUSTOMER SERVICE’ in big letters on the board. Ask
the Ss, in threes, to brainstorm briefly
— what they understand by this terrr
—what their own organisation or educational institution

@ Pairs report back to the whole class. Invite comments and
encourage discussion.
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8 There is this definition of customer service quoted at the The Retail Sales Director of Harrods talks about good
8 beginning of the Business brief on page 86: ‘all the customer service and how best to achieve it.
— ' activities involved in ma King it easy for customers to reach | @
the right parfies within the company and receive quick and
satisfactory service, answers, and resolution of problems’. Don’t spend too much time on this but have a quick
This relates mainly to situations where things have gone | brainstorming session to find out what the Ss know
wrons. about Harrods.
Customer service is also used in a neutral sense to talk ) " )
about normal dealings when customers are buying | Harrods is a large upmarket department store on Brompton
' products or services. Ss may refer to both these senses in . Road in Knightsbridge, London. The Harrods motto is Omni
their brainstorming sessions. Omnibus Ubique, which means All things, for all people |
Ss working in business will have something to say about  everywhere and refers to its claim that absolutely anything
customer service, whoever their customers are, whether can be bought there. It is particularly famous for the range
~ business-to-business or business-to-consumer. It could be of goods available in the seasonal Christmas department
'~ interesting to see how those working for government - and the food hall. The present owner is an Egyptian,
organisations view their ‘customers’ and what they | Mohamed Fayed (whose son Dodi was killed in the same
" understand by customer service. In the case of educational car crash as Princess Diana). He bought the store in 1985 |
institutions, do they view their students as ‘customers’? for £615 million. |
t How are ‘customer complaints’ dealt with? ] “ | |
— i - () 10:
; . ® (o through the statements with the Ss and explain any
Overwew e difficult words so that they know what information they are
f T listening for. -
| ® Tellthe Ss that in this unit they will be looking particularly Play recording 10.1 once or twice and ask the Ss to decide if
at customer service. the statements are true, false or not given (if the speaker
® Ask the Ss to look at the Overview section at the beginning says nothing about it).
of the unit. Tell them a little about the things on the list, Check the answers with the whole class. Encourage them to
using the table on page 84 of this book. Tell them which give reasons why some of the statements are false.
noints you will be covering in the current lesson and in later I ) i )
essons. 1 false (it is about exceeding customer expectations)
- 2 false (they expect a level of service that is better than
Quotation other retailers)
@ Ask the Ss to look at the quotation. Can they think of other 3 true
queuing situations that can be annoying (such as 4 lrue , ,
supermarket checkouts, buying tickets)? Do they have 5 notgiven _(th? speaker says nothing about how often |
particularly bad incidents to recount? | feedback is give.n) e .
5 false (they are given a certificate from the chairman and
| S T e —— | f50 in vouchers to spend in the store)
Startingup . TR | B
- © § J102
Ss talk about what irritates them and about the place of
customer care in a company’s success. ® Ask the Ss to look at the sentences and think about how
they could be completed.
®_ Then play the first question and answer on recording 10.2
® Get the Ss to discuss the different points in both exercises once or twice and ask the Ss to complete the sentences.
In pairs. Say that there is some overlap between the items, Explain to them that they won’t hear these sentences in the
e.g. unhelpful and indifferent service personnel. The main recording. They will need to understand the meaning of
idea is to encourage Ss to think of specific incidents they what the speaker says and paraphrase it to complete the
have encountered, even ones of too much customer care, sentences. :

86|




@ Check answers with the whole class, accepting any which

are grammatically correct and match the speaker’s meaning.
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Example answers

1 establish/build consumer loyalty

2 are the same as those available in other stores/are no
different from those in other outlets

3 seriously are likely to lose their customers/seriously
don’t build customer loyalty and their customers may
move to other retailers

Sl AL . = Sarwrr,=]

®

Play the second question and answer on recording 10.2 and
ask the Ss to take notes on how the speaker thinks
technology can contribute to improved customer service
and whether she thinks this is useful for Harrods. You may
need to play the recording several times.

® Check answers with the class.

Sarah mentions a new device at another store, which
monitors customer service by having customers press
buttons to indicate their levels of satisfaction, but she isn’t
sure how effective this is and she doesn’t think it would be
useful for Harrods. The other technology she refers to is
that related to store cards. Through these they can monitor
how often customers return to the store and this, she
thinks, is a good way of getting feedback on how satisfied
customers are.

e LA~ vt GUET LR
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Go through the seven steps with the Ss and ask them to try
to predict what the missing verbs might be.

Play recording 10.3 and ask the Ss to complete the seven
steps.

® Check answers with the class and find out how many
correct predictions there were concerning the missing
verpbs.

1 Welcome

2 Approach, initiate
3 Ask, establish

4 Use, select, meet
5 Highlight

6 Offer, maximise
7 Thank, invite

®

Put the Ss in pairs and give them time to prepare their
dialogues. Circutate, monitor and assist.

Ask the Ss to practise their role plays in their pairs before
asking some of the pairs to perform their role plays for the
rest of the class.

10 Customer service E

Ss look at suggestions for ways of dealing with customer
complaints and draw up a list of the best techniques for
doing this.

Tell the Ss that they will be drawing up a shortlist of
suggestions for dealing with customer complaints, and
then compiling a list of the most useful ones.

Get Ss to work in threes. Half the threes in the class are As,
and the other half are Bs. The As discuss the list of ways of
dealing with customer complaints for Group A and the Bs
those for Group B. Say that each group has to decide on
the five most useful suggestions in its particular list.

Circulate and monitor. Do not intervene unless necessary.
Note language points for praise and correction.

When the groups have made their shortlists, praise good
language points from the discussion and work on three or
four points that need improvement, getting individual Ss to
say the correct forms.

Match each Group A with a Group B, getting the Ss to
change places if necessary. Tell them that each group of six
(three As and three Bs) has to negotiate a final list of six
suggestions from the ten suggestions that they have
chosen between them.

Circulate and monitor again. Do not intervene unless
necessary. Note language points for praise and correction.

® When the groups have made their final list, praise good
anguage points from the discussion and work on three or
four points that need improvement, getting individual Ss to
say the correct forms.

Ask each group of six for its final list. Compare the lists
from different groups, invite comments and encourage
discussion, perhaps comparing the customer service
suggestions that are suitable in different contexts and with
different cultures. (For example, putting things in writing
might be seen as essential in some cultures, but just an
extra burden on the already irritated customer in others.)

" " o P L L P

1to 1

This discussion can be done 1 to 1. Ask the student to look
at and discuss each list separately, choosing five points |
from each list. Ask them to explain the reasons for their
choice. Then ask them to choose the six most important |
ones from the ten they have selected and, again, to explain
their reasons. |

Ss look at words related to customer service and some
common idioms, using them in context.

®

Tell the Ss to look through the sentence parts. Ask them to
match them as a quick-fire activity. Point out the
bronunciation of rapport with its silent ¢.

S9)0U U0SSI




ém Customer service

maErmEEaInEs A e i [y— e wman STTERRLY LS _......E

1 complaints — e)
2 rapport —d)
' 3 reassure —a) :
4
5

standards — b}
products — c}

@ Ask the Ss to work on matching the idioms in pairs.
Circuiate, monitor and assist.

With the whole class, do a round-up of the answers and
explain any difficulties.
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® Do this as a quick-fire activity with the whole class. Explain
any difficulties.

L L L L, P IE] LY PR L AL

1 get to the bottom of the problem
2 pass the buck

3 ripped off |
4 slipped my minc |
5 talking at cross purposes
6 it was the last straw

7 got straight to the point
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Reading: Customers

Ss read about the decline in standards of customer service in
the UK and why customers should be a company’s first priority.

®

@ Go through the questions with the class so that they know
what information to look for when they read the article.

Ask the Ss to read the article and allow them to work in
pairs to decide on the answers to the guestions. Circulate,
monitor and assist with any difficult words.

® Check the answers with the class.

e =g RN 11T AR PR EE ran . L ANty Pty e s el e iy m s s sy g an re- B S

1 It took weeks to sort out the problems with his new |
printer-scanner-copier. He couldn’t get through to the
Powergen 24-hour helpline and had to call them from
work.

2 Not turning up at the appointed time. Falsely claiming

to have rung the doorbell and found no one in.

3 Customers are the most vital part of any business, they

are its reason for existing and they are the people upon

whom all success depends. Keeping them satisfied is
the most important thing a company can do.

. 4 Competition may force a company to move jobs to |

low-wage countries (thus having fewer people on hand

to give good customer service). The bigger a business

s, the more widespread its suppliers and customers |

become and delivering good service to them becomes |

| more difficult. You may have to invest in IT systems to

keep track of orders.

.

A

A

® Go through the points with the whole class so that the Ss
know what they are looking for, then ask them to read the
article again.

Get the Ss to compare answers in pairs and then report
back to the class on their results.

L Lenll Ve R e R ey L e e "= ™ G

- 1 He says the opposite of this in lines 40 to 5o. |
2 He makes this pointin lines 51 to 57 by lamenting the

! fact that some companies have cut back on their

~ customer service training.

3 He makes this point in lines 79 to 84. By saying that

| outsourcing is not on its own responsible for deteriorating

| customer service, he suggests that it is one cause.

4 He doesn’t make this point. He says in lines 84 to 9o

that the fact that some companies seem to believe this

is a problem.
5 He makes this pointin lines 73 to 76.

T LIS R S == L1 L] R Rt EE I T IR LT [EETEE MY} - -~ o,

©

@ Askthe Ss to discuss in pairs any examples of good and
bad customer service they have experienced and then to
report back to the class.

Ss study gerund formation and the way that gerunds are
used. The Ss then use them in drawing up guidelines about
customer service.

@ Go through the gerunds in the Language review box with
the whole class. Refer back to Exercise A in the Starting up
Section where this is mentioned, even if the Ss haven’t
done this.

©

Get the Ss to look at the article on page 87 in pairs and find
gerunds. Circulate and assist.

L o Ty e, e LR L L o o L L ErCTTEF LIRS pas .%

a) But making a profit ... (line 96); Carrying this out ... |
(line 129)

 b) including not turning up at the appointed time and then
claiming to have rung the doorbell; | am not attacking
outsourcing as such ... {lines 79 to 81) |

¢) without jamming (lines 15 to 16); about cutting costs ...

| lines 77 to 78); a way of providing the same goods ...

line 132)

=l o . . T o R e Ly [T g rmmm g - -

®-©

Ss can work on these exercises in pairs. Circulate and
assist.

With the whole class, elicit the answers from the pairs.
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B Look people directly in the eye at all times. But don’t
1b 2 Db 3 d 4 C 5 e 6 f | overdo it. It will make them feel uncomfortable. How
C I much eye contact is appropriate in your Ss’ culture(s) a) |

between people of the same status, b) between people

Possible answers. Ss may suggest others.
Y SHSS of differing status?

1 returnin
2 giving S | - ® Nod your head often to show interest. Again, don’t
. . L overdo it. Ask your Ss about nodding in general: in their
3 doing / undertaking / commissioning | RS ) |
| . . culture(s) does it indicate interest, agreement, o
4 organising / running something else, or nothing at all? 14
5 drawing up / establishing / setting up 5 ’ 5 U ‘mn
] . . @ Repeat what the speaker has said in your own words. o
6 drawing up / establishing / setting | _ .
checking / examining / monitoring Can be useful as a way of checking key points. Another =
| ; dealin > | useful technique is to repeat exactly some of the g
.g . expressions the speaker has used. g
9 ensuring / making sure | _ (D
10 learning - © Be aware of the speaker’s body language. People will »

be aware of this whether they try to be or not.
Interrupt the speaker often to show you are listening.
| It’s good to make some ‘phatic’ noises such as aha,
mmm, | see, right. Ask your Ss how much it’s normal to
do this in their own language, and what the equivalent
of aha is in their own language(s). |

L o , - ® Think about what you are going to say while the
Ss look at listening skills in the context of customer service. | , . .
speaker is talking. Yes, but pay attention to what they are

They listen to interviews with satisfied and angry customers ; saying as well. Some cultures, such as Japan and Finland,

and learn some key expressions. allow the other person time for reflecting on what the first

@ person has said before they are expected to respond. Ask
the Ss if this is the case in their culture(s).

Use body language to show you are attentive. Again,
don’t overdo it. It can be intimidating. é

- @ Try to predict what they are going to say next. But don’t
jump to conclusions. |

® Ask questions if you do not understand. Yes, but try to
avoid qguestions that result from not having listened
properly. If someone has to answer too many questions
about what they said earlier, it will undermine rapport.

Check your Ss’ own ideas for improving customer service. }
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® With the whole class, ask about the points here. Invite
comments and encourage discussion.

@© Divide the class into pairs or threes. Circulate, monitor and
assist. Note language points for praise and correction,
especially in relation to this topic.

s

With the whole class, praise good language points from

the discussion and work on three or four points that | Say nothing until you are absolutely sure that the
need improvement, getting individual Ss to say the correct % speaker has finished. Butting in is the usual habit in
forms. | some places. Ask your Ss what they think about this.

Ask the Ss for their suggestions. Invite comments and - : ) S
encourage discussion. Some interesting cultural issues

should emerge here. ® Tell the Ss that they are going to hear three customers

talking about their experiences. Ask your Ss to look at
Question 1.

Play the recording once right through, and then once again,
stopping at the end of each conversation to allow the Ss to
take notes.
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1 2
Product/service | Why good/bad Expressions heard in the recording are underlined. One
- : other expression is suggested for each heading in
1 Wine The customer took back some wine to italics, but your Ss may have thought of others.
the shop because they and a guest
hadn’t liked it. The salesman told the Showing interest
customer to choose two other bottles Really?
to replace it, even if they were more OK /I see
.§ i w expensive.  Showing empathy
© > Flight The speaker flew to Spain with their How awful!
- i family on a no frills airline. The - That must have been terrible!
8 service was very friendly ?nd helpful " Asking for details
8 (the s.peaker has small children) anc " What did you do?
B the flight was punctual. " Tell me more!
3 Printer This customer waited in all day for a | Clarifying
new printer to be delivered, but it - When you say ..., what are you thinking of? |
never arrived. The service on the
phone was very friendly and helpful, Summarising
but the printer didn’t turn up for the (50) if  understand you correctly ...
| restoftheweek. } Repetition / Question tags
See ‘Fruilt juice?’ in conversation 1.
® With the whole class, ask individual Ss to summarise each
incident. Use this as an opportunity to practise A Customer satisfaction levels are increasing.
summarising skills. Say they should not get sidetracked by B /”C”E’GS*"”Q?/AfE fhey?

details such as what exactly was wrong with the wine, the
fact there were no meals on the plane.

®

® Ask the Ss to look at the expressions in the Useful
language box. Go through them in detail, practising @ Askyour Ss to talk about excellent and poor experiences in

‘ntonation. pairs. You can show the whole class the sort of thing you
are looking for by asking an individual student for one of
their experiences, and using some of the expressions in the
Useful language box to ask them about it.

@ Play recording 10.4 again, pausing where necessary.
Get your Ss to underline the expressions from the
language box that they hear.

@ When the class has understood the idea, start the

@ Check the answers with the whole class. Then get the Ss, . .
discussions.

in pairs, to add one or two expressions of their own under
each heading.

@

Circulate, monitor and assist if necessary. Note language
points for praise and correction, especially in relation to the

& Check the suggestions with the whole class. o .
language in this section.

With the whole class, praise good language points from the
discussion and work on three or four points that need
improvement, getting individual Ss to say the correct
forms. |

@ Ask for one or two public performances of the situations
that the Ss just talked about so that the whole class can
listen.

Invite comments and encourage discussion about the
situations.

90 |
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2 e-mail | Mobile phone |2 Wants to know
Ss role play the handling of a range of customer complaints | loses power what the

at a phone company. ;

=rwer™ i riar

very quickly. company is

Believes there | going to do
Stage 1: Background ( ) 105 | is design fault about this

® Read the background information with the whole class and | - with screen. - | problem. f

e e’ L] (R L RN NN R NN IR R IR RN LR NIRRT TRT |

get one student to paraphrase it in their own words. 3 e-mail | Topped up 3 Wants to know |

Divide the class into pairs, ask them to choose their roles mobile phone how he will be

and read the five written complaints. with credit compensated.

Then play recording 10.5 and ask them to make notes. card, but E

account not
Tell the Ss that they should summarise the information in credited

each complaint. Go through complaint 1 with the whole |
class to give them the idea.

wrasrrars
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Unable to call
- an important

) e — _ - client.
Communi- | Brief details | Anger | Action/ Priority™*

cation type | of complaint | level* | requested 4 Fax Subscribed |3 None
response / to cheap rate requested.

compensation calls to US

for six
1 e-mail | Queryonbill, | 2 Customer will months, but we

but can’t get call at regional | discontinued
through on office on
helpline. Monday.

B lan bl =y Y Lo duink Lol L L}

service after |
j three months
and reguested |

an extra £30
** This will be judged by each pair when it has looked at all - to continue.

the complaints. 1 = top priority, 4 = not urgent. 5 Letter

* Score out of 3, where 1 = unhappy, 2 = cross and 3 = furious.

i r

Jses phone 1 Would like us |
‘or up to three - | to comment.
nours aday |
and gets | * |
headaches. |

6 Helpline | Over-pushy 2 ' Did not want
sales staff | - to name | |

' in one of - member of

- our shops. | staff. Says we

| | should look

at our training
' methods.

LA

7 Volce- Bought new |2 Wants

mail phone but someone to
can’t call her
understand back.
how to use it
as very *
complicated | |
and manual
too big. Felt
pressured to |
buy this model | |
. oy sales staff. | | |

i

01
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Stage 2: Task

@ When the Ss have summarised all the complaints
(including those they heard on the recording), ask them to
decide which ones are top priority and which ones less
urgent. They should number them 1 to 4, with 1 as top
priority and 4 as not urgent. Ask them to discuss the ones

that they have judged to be top priority and to decide how

they are going to deal with them.

&

Circulate, monitor and assist if necessary.

@

When the pairs have finished, get them to report back to
the whole class on their discussions and decisions. Then
ask the whole class to discuss ways in which customer

service could be improved in the company. Write their ideas
on the board.

92}

1to1

These activities can be done 1 to 1, with the student
analysing the information and then discussing it with you.
Don’t forget to note language points for praise and

correction afterwards. Highlight some of the language you
chose to use as well.

A

Writing

® 5s can do the writing task collaboratively in class, or for
homework.

g Writing file page 144,

€\ €)
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Crisis managemen

At a glance
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Starting up

Ss discuss the difference between a problem and a crisis, and
look at the steps to take in crisis situations.

Listening: Managing crises

An expert talks about how to deal with crisis situations, and
gives some examples.

Reading: Keeping your client relationship afloat Text bank
Ss read an article in which a major problem with a luxury cruise pages (172-175)
liner is used to demonstrate how to deal effectively with a crisis. Practice File

Vocabulary: Noun phrases with and without of Vocabulary (page 44)
Ss look at these types of noun phrases and use them in context.

Language review: Contrast and addition Practice File

Ss study the language for contrasting things and adding extra Language review (page 45)
information. ML Grammar and Usage
Skills: Asking and answering difficult questions Resource bank

A chief executive answers difficult questions from journalists. Ss (page 201)

listen to the language used, and apply it themselves in a similar

situation.

Case study: Game over Practice File

Titan Stores is accused of selling pirated software. Ss analyse Writing (page 46)

the related information and role play Titan’s directors and media
representatives at a press conference.

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this
is not the case, alternative procedures are given.
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A crisis may well be an opportunity to test a company’s capabilities, but it is an opportunity that most
companies would prefer to do without. Some businesses never recover from disasters involving loss of
life, such as these:

* PanAm and the Lockerbie bomb: terrorist attack;
» Townsend Thoresen and its capsized ferry off Zeebrugge, Belgium;
¢ Union Carbide and the Bhopal disaster: plant explosion.

Presumably, no amount of crisis management or damage limitation would have saved these
organisations.

There are entire industries that live under a permanent cloud of crisis. For example, accidents and
incidents around the world, small and large, have discredited the nuclear power industry and given it a
permanently negative image. People perceive it as secretive and defensive. Its long-term future is
uncertain. :

In Britain, the beef industry has been severely damaged by the ‘mad cow’ crisis. This has also had
repercussions for some state institutions. In future food crises, people will be less willing to believe the
reassurances of the Ministry of Agriculture. The UK government has set up a Food Standards Agency to
try to regain credibility in this area, but the crisis has only served to undermine confidence in the overalt
competence of the state.

Food and drink is a very sensitive issue. The mineral water and soft drinks companies that distribute
contaminated products because of mistakes in their bottling plants know this all too well.

Even in disasters where there is no loss of life, the results can be dire, because they are situations
that everyone can understand and relate to. _

The new cruise ship that bréaks down on its maiden voyage, or the liner that leaves on a cruise with
workmen still on board because refurbishment is not finished, with passengers filming the chaos on their
video cameras, scenes then shown on television, are public relations nightmares. _

All the examples so far relate to the effect of crises on companies’ external audiences: customers and
potential customers. But businesses are also increasingly being judged on how well they treat their
internal audience: their staff in crisis situations. Companies may offer employee assistance programmes
to help them through difficult situations or traumatic incidents. For example, bank staff may be offered
counselling after a bank robbery. This is part of the wider picture of how companies treat their people in
general. A reputation for caring in this area can reduce staff turnover and enhance a company’s overall
image in society as a whole. This makes commercial sense too: high staff turnover is costly, and an image
as a caring employer may have a positive effect on sales.

Michael Bland: Communicating Out of a Crisis, Macmillan, 1998

Harvard Business Review on Crisis Management, Harvard Business School Press, 2000
Robert Heath: Crisis Management for Executives, Prentice Hall, 1998

Mike Seymour, Simon Moore: Effective Crisis Management, Continuum, 1999
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| 11 Crisis management

B Lesson notes

Write the word ‘CRISIS’ in big letters on the right of the
board. Ask the Ss what the plural is, and write up ‘CRISES’
in big letters. Practise the pronunciation of both words.

Then draw seven lines to the left of ‘crisis’ to represent
words that can come in front of it, with the'first letter of
each word.

Tell the Ss that some of the words relate to people, some to
countries, and others to both. Say that you are going to
give examples of each type of crisis situation, and the Ss

_ must guess the related word.

Read example 1 below and ask the Ss to guess the word.

Continue with the other examples in the same way. If the Ss
have trouble guessing the word, give the next letter and, if
they still don’t get it, one letter at a time until they do.

A child is ill and its parents are very worried and unable to
go to work.

A country’s money is fast losing its value in relation to the
money of other countries, and the government wants to
stop this. ’

A country has high unemployment, falling production and
soon.

A country has problems in its banking system.

There is a border dispute between two countries, and they
may go to war with each other.

Someone in their late 40s has feelings of uncertainty about
their life and career.

y

A government cannot win votes in the country’s parliament
and there may have to be an election.

N oAV WN R

domestic
currency
economic
financial
international
mid-life
political

Quotation

® Ask the Ss to look at the quotation. Discuss it with the
whole class. If you have Chinese-speaking Ss, they may be
able to write, explain and comment on the characters.

@ Ask the Ss the questions:
—What does it mean to say that a crisis can be an

opportunity?

— s every crisis an opportunity?

®

Invite quick comments and encourage brief discussion.

Ss discuss the difference between a problem and a crisis, and
look at the steps to take in crisis situations.

®

With the whole class, ask the first question to one or two
individual Ss to get the discussion going. Then ask the Ss
to discuss Question 1 and the other questions in pairs.

@ Circulate, monitor and assist if necessary. Note language

points for praise and correction, especially ones relating to
the pronunciation of crisis and crises and crisis language in
general.

Praise good language points from the discussion and work

on three or four points that need improvement, getting
individual Ss to say the correct forms.

©® With the whole class, ask pairs for their answers. Invite
comments and encourage discussion.

@ Askthe Ss to discuss the points and complete the table in
pairs. Say that they should find a logical order o
presentation within each step.

@ Circulate, monitor and assist.

@ With the whole class, ask the pairs for their answers and
write them on the board.

Before the crisis

During the crisis

After the crisis

®

_96]

Tell the Ss that in this unit they will be looking particularly
at crisis management.

Ask the Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 94 of this book as a guide. Tell
them which points you will be covering in the current
lesson and in later lessons.

©® Write down and
circulate your
crisis
management
programme

Try to predict
what crises
could occur

® Practise making
decisions under
stress

® Role play a
potential crisis

® Set up a crisis
management
team*

@ Inform the
directors

® Disclose as
much information
as you can

® Find out what
happened and
how it happened

@ Analyse the
actions you took
to deal with the
situation

® Work out an
action plan to
ensure the crisis
does not
happen again

*Say that this step could also be done before the crisis, if the
company decides to have a permanent team.

A%
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A crisis management expert talks about how to deal with
crisis situations, and gives some examples.

® (Y1

@ Tell the Ss that they are going to listen to a crisis
management expert. What do they think a crisis
management expert does? What do they think he will say?

Very large organisations employ crisis management

experts to plan for possible crises, give training to

managers in dealing with them, etc.

There are also consultancies that specialise in this. Firms

without their own crisis management specialists go to such
" consultancies for advice, or bring them in to handle a

particular crisis if one occurs.

@ Play recording 11.1 and elicit from the Ss the three crisis
areas that the speaker mentions.

Failure of, or a perceived problem with, a product or brand.
The perception that management or corporate behaviour
has not been up to the required standard.

Problems highlighted by interest or activist groups.

(2

@ Play the second part of the interview, recording 11.2, and
ask the Ss to take notes on the three things the speaker
thinks companies should do to prepare themselves for
managing crises. ‘

@ Check answers with the whole class. ¢

® Accept that crises might happen.

@ Identify all the people and groups who might take an
interest when a crisis occurs.

@ Prepare, test and validate plans for dealing with crises.

© ()3

@ Go through the company names with the Ss and ask them
what, if anything, they already know about these
companies, either generally or in the context of crises.

® Play recording 11.3 and ask the Ss to take notes on the
crisis that hit each company. You may need to play the
recording several times and pause it at key points to allow
the Ss to do this.

® Allow them to compare notes in pairs. Then choose four
pairs to report their findings to the rest of the class.
Encourage the others to add any missing information.

11 Crisis management |

Johnson and Johnson: Tylenol headache pills were spiked
with cyanide and some people died. The company were
open about the crisis and clear about what they were
doing. They were successful in bringing the brand back to
the market. ’

Heineken: 17 million bottles of their beer had glass in
them. They had to recall the bottles from 152 markets but
they were open and pro-active and successfully recalled
the product and maintained confidence in their brand.
Union Carbide: A leak from a chemical plant in Bhopal in
India killed many people in the local community. The
company was secretive and slow to respond. They were
perceived as having handled the crisis badly. There are still
legal cases going on.

Mercedes: Their new small car, the Baby-B, was found to
be unstable. In spite of video evidence, Mercedes
continued to deny that anything was wrong for three days.
People became very cynical about the car and it took some
time to win back confidence.

® Play recording 11.3 again and ask the Ss to say what the

characteristics of good crisis management and bad crisis
management are.

a) Good crisis management: openness in admitting that
there is a problem; explaining clearly what you are
doing about it; being pro-active and quick in recalling
faulty goods.

b) Bad crisis management: secrecy; being slow to respond;
denying the problem or responsibility for the problem.

Ss read an article in which a major problem with a luxury
cruise liner is used to demonstrate how to deal effectively
with a crisis.

®

®

Have a whole-class brainstorming session on this question
and write the Ss’ suggestions on the board.

Go through the questions with the class so that they know
what information to look for as they read the article. Get
them to read the article. Circulate, monitor and assist with
any difficult vocabulary. '

Ask them to work in pairs to formulate their answers to the
questions.

Check answers with the class.

S9}0U UO0SS9T
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1

2

It had persistent engine problems and was unable to
leave on a very expensive round-the-world cruise.

They were disappointed that they didn’t get their
cruise, but they remained calm and cheerful and were
not hostile towards the ship’s operators. This was
because the crisis had been well handled. The company
was open about the problem and senior P & O
managers were there to provide information to
passengers. The passengers were offered good
compensation: a full refund of their money and a
discount on their next booking. Many of them reported
that they would travel on a P & O cruise in future.

Your company can suffer from bad public relations. You
can lose customers. You could be taken to court.
Dissatisfied customers in the US tend to tell around ten
other people of their bad experience. In the worst cases
they may tell the press.

Early recognition of the problem, accepting
responsibility, transparency in communication with
customers, adequate compensation.

They both offered the same degree of compensation to
dissatisfied customers: a full refund and a discount on
their next booking.

That many of the passengers on the Aurora said they
intended to travel on a P & O cruise in future.

®

Do this with the whole class, inviting individuals to call out
the correct verbs.

1

4
7

ensure 2 encourage 3 deal
take 5 listen 6 concede
communicate 8 compensate

®

@

Ask the Ss to work in small groups to think of some crises
they know of which were either well or badly managed.
Encourage them to use the language from Exercise C to
describe the action that was or wasn’t taken in each case.

Get a representative from each group to present the
group’s findings to the rest of the class.

Ss look at these types of noun phrases and use them in
context.

®

-®

Tatk through the two types of noun phrases with the whole
class. Look at the nouns and, where necessary, their
pronunciation (e.g. contingency). Get Ss to do the two
exercises in pairs.

Circulate, monitor and assist.

With the whole class, ask for the answers and discuss any
difficulties.

Noun phrases with of Noun phrases without of
admission of liability action plan
flow of information contingency plan
loss of confidence - damage limitation
speed of response legal action
press conference
press release

1 speed of response

2 press conference

3 press release

4 flow of information
5 action plan

6 contingency plan

7 legal action

8 admission of liability
9 loss of confidence
10 damage limitation

@ With the whole class, get individual Ss to recap the Aurora
crisis in the article in the reading section, using the
expressions from this section.

©

@ Ask the Ss to work in pairs to categorise the word
partnerships according to their timing in a crisis. Then ask
them to discuss question 2 and report their opinions to the
class.

1 a) action plan, contingency plan
b) speed of response, press conference, press release,
flow of information, admission of liability, loss of
confidence, damage limitation
¢) legal action, loss of confidence

Ss study the language for contrasting things and adding extra
information.

® Go through the expressions in the Language review box.

®

@ Ask the Ss to look through the article on page 94 and
underline any examples of addition and contrast that they
find. You may need to point out ‘while’ in line 10 (While the
ship was held off the south coast on England) is a time
reference and not used for contrast.
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g Addition Possible answers
Although there are no examples of the use of furthermore, 1 Seems to imply that the question was not answered the
e moreover and in addition in the text, Ss will find these first time, and may indicate forcefulness _
‘g examples of addition: ... and even cheerful (line 13) ... and 2 Please in the middle of a question rather than at the
‘ even lawsuits (line 29) even worse, they can ... (line 56) beginning or end can imply irritation or impatience.
Contrast 3 Like 1, seems to imply that the question was not
3 Though many expressed regret ... (line 14) answered the first time, and may indicate forcefulness.

4 Too early to say: all depends on intonation. .
5 May be aggressive. The form Do you deny that ... may
be designed to trip the speaker up.

6 Too early to say: all depends on intonation.

7 The form seems polite, but it might be used ironically.
? 8 The form seems polite, but again it might be used

ironically: all depends on the intonation.
9 The double negative might trip the speaker up, as in 5.

10 Form seems polite, but there may be irony.

11 Another double negative. Surely is forceful.

12 Too early to say: all depends on intonation.

While high-profile cases are still relatively rare ... (line 34)
- Although every service failure will be different ... (line 61)
9 Although there are timits to the responsibilities companies
should accept ... (line 83)

@ Point out that some of the alternatives are grammaticalty
impossible, for example, While in question 1. Others may
be grammatically possible, but don’t fit with the meaning,
for example However in question 5. Ask the Ss to work on
the exercise in pairs.

® Play recording 11.4 once right through, getting the Ss to
listen particularly to the stress and intonation. Then play it
again, pausing after each utterance and discussing its tone

® Circulate, monitor and assist. Then with the whole class,
ask pairs for their answers, discussing how they reached

¢y w

them.
em with the whole class. Compare these reactions with
1 However 2 Although 3 Inspite of gomz;ntfs thz:‘t yo.u am:l the Ss (;r'lade and noted on the

@ 4 whereas 5 Moreover oard before hearing the recording.
) 1a 2b 3b 4a 5b 6a 7a

@ 8b 9b 10a 1b 12a
@ @ Ask the Ss to complete the article in pairs. Circulate,

 monitor and assist. @
@ ® Check answers with the whole class. @ Go through the answers with the whole class. Note

comments on the board. A lot depends on the intonation
and also on the skill of the speaker in handling difficult
questions.

1 Furthermore/Moreover 2 Although/While
3 However 4 Despite 5 Moreover/Furthermore

1 Could sound defensive in context implying that the
question was aggressive.

2 Neutral / polite

3 Could be defensive, so question could have been

a @

v forceful.
B A chief executive answers difficult questions from journalists. 4 Seems neutral / but might sound defensive in context.
Ss listen to the language used, and apply it themselves in a 5 Seems neutral / but might sound defensive in context.
3 similar situation. - 6 Forceful / aggressive.
- _ 7 Neutral / polite unless speaker is very skilled at han-
@ O 114 dling difficult questions.
@ Present the situation described, and tell your Ss that they 8 Speaker may genuinely not know or question was

are going to listen to a series of questions from journalists. forceful / aggressive.
Read through the questions with the whole class, 9 Neutral / polite.
explaining any difficulties. Ask if anything strikes them in
the written version as being

a) neutral / polite b) forceful / aggressive?
Emphasise that it may be difficult to judge until they hear
the recording: words like please and sorry can be used
quite aggressively.

10 Neutral / polite.

11 Seems defensive so question was probably
forceful / aggressive.

12 Seems defensive so question was probably
forceful / aggressive.

Write Ss’ ideas on the board in note form to refer to later.

A S A A B
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Give the Ss the general background to the situation. Divide
the class into managers from the mobile phone company
and journalists.

Ask the journalists to read their information on page 153 of
the Course Book, and the managers theirs on page 148.

Circulate and assist in the preparation of roles. Explain any
difficulties.

When the Ss have absorbed the basic information, in the
managers’ group, appoint a ‘chief executive’ who will lead
the press conference. Explain to the managers that under
the leadership of the chief executive, they must prepare a
coherent strategy for the press conference: when to
apologise, when to be defensive, etc.

Among the journalists, appoint a senior journalist who will
start the questioning. Tell all the journalists to take notes
to record what the company managers say at the press
conference, so as to be able to write an article about it.

When each side has prepared, ask the managers to leave
the room and come in together, sitting at the front of the
room, as if at a press conference.

Tell the lead journalist to start the questioning and then
encourage the other journalists to put their questions.

Note language points for praise and correction, especially
in relation to the question-and-answer types above. Only
intervene if the questioning falters.

When the press conference runs out of steam, ask the Chief
Executive to wind it up and thank the journalists for
attending.

Praise good language points from the press conference and
work on three or four points that need improvement,
getting individual Ss to say the correct forms.

Ask the managers and the journalists about their relative
strategies and methods. Invite comments and encourage
discussion. :

As a written follow-up, you could ask

—the journalists to write an article based on the press
conference.

—the managers to write an internal memo about what
happened at the press conference and about how
successful they thought their strategy was.

1to1

This press conference can be done as a 1 to 1 interview.
Ask your student which side they would prefer to

Afterwards, ask the student about their strategy for the

represent. You represent the other side. Give the student
plenty of time to prepare and absorb the information.

press conference and the tactics they were using.

Titan Stores is accused of selling pirated software. Ss analyse
the related information and role play Titan’s
directors and media representatives at a press conference.

Stage 1: Background

@ Askthe Ss to read the Euronews article about Titan Stores.
Meanwhile, write the points in the first column of the table

. on the board.

® With the whole class, elicit the information to complete the

table.

Activity

Retailing

Accusation made against
the organisation

Selling pirated computer
games

Number of units involved

50,000

Price

Very low

CEOQ’s reaction

Can’t be true, company
known for its integrity and
high ethical standards

One employee’s comment

Problems in buying
department recently, high
staff turnover, low morale

@ Ask the Ss to look at the company profile while you write

the points in the first column of the next table on the board.

® Elicit information from the Ss to complete the table.

Based in

Dublin

Store locations

Most European cities

History

Started by selling
stationery and books, then
magazines and music
products

Main product

Computer games and other
software

Customers Teens and young adults

Image Quality products at
affordable prices, high
ethical standards

Slogan ‘We put people first.’

® Ask the Ss to quickly look through the sales figures.

With the whole class, ask individual Ss to summarise the
information in full sentences, for example

- Titan Stores has a workforce of 8,000.

—1t had sales of 720 million euros and last year it made a

profit of 9o million euros.

- Computer software and games make up 30% of Titan’s -
sales revenue, followed by stationery and cards, with

24% ... etc.

%3
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Stage 2: Listening { ) 115

Play recording 11.5 once right through.
Explain any difficult language.

Play the recording again, stopping frequently to ask quick-
fire questions. For example, play as far as Well, yes there is
unfortunately and ask if the accusation is true. Elicit the
answer. Play the recording as far as wouldn’t accept any
responsibility for them and ask if the supplier knew the
games were pirated, etc.

Put the Ss in small groups and ask them to discuss the
information they received about the three items listed.
Then ask a representative of each group to summarise the
information on one of the items.

Finally, elicit what Hugo Stern’s advice to Carla Davis is.

The supplier of Race against Time: based in the
Netherlands; got the games from an ‘unusual’ source 30%
cheaper than the manufacturer; aware they could be illegal
copies; claims to have bought the games in good faith;
bought them from a firm that has gone bankrupt; won’t
accept any responsibility for them.

The manufacturer of the game: relations with Titan
generally good; has a long-standing relationship with
Titan who supported the company when it started up;
had several products that no one was interested in except
Titan, so a little in Titan’s debt; upset about pirating of
their games.

Stocks of Race against Time: most of original consignment
has been sold, but they bought 50,000 last month and
they are in the distribution centre; these stocks cannot
now be sold.

Hugo advises Carla to form a crisis management team and
bring in an outside expert to advise them.

Stage 3: Press conference preparation

(©]

Divide the class into two groups. Explain that there will be
a press conference where journalists will question Titan’s
management of the situation. Two to six students will role
play Titan’s management team (see below). The other Ss
will play journalists. The two groups will prepare for the
role play separately.

Ask the journalists to look at their information on page 149
of the Course Book, looking at their objectives and then the
results of their enquiries. If there are more than about four
journalists, ask them to prepare questions for the press
conference in sub-groups, afterwards choosing the best
questions to ask in one group.

Ss who will role play Titan’s management team include
- Chief Executive
- — Director of Public Relations

11 Crisis management |

— Director of Human Resources

- Head of Legal Department

— Marketing Director

- an outside consultant from a crisis management firm.

(it's enough to have Ss playing the first two or three roles if
the class is small.)

® Ask the Ssrole playing the management team to look at
their information on page 146 of the Course Book, looking
at their objectives a—c and then the results of their
enquiries.

@ Circulate, monitor and assist with both groups if necessary.
Tell Titan’s Chief Executive that he / she will make a brief
opening statement about why the press conference has
been called and then invite questions from the journalists.

Stage 4: The press conference

When the Ss are ready, the press conference can begin. Ask
the managers to go out of the room and then come in again
and sit at the front of the class. The Chief Executive makes
the opening statement and then invites questions.

Note language points for praise and correction.

@ Do not intervene unless necessary, but make sure that
journalists are asking follow-up questions if the answers to
their original questions are not satisfactory.

@ Give yourself enough time to discuss the language and
other points arising at the end of the session, and ask
Titan’s Chief Executive to wind up the press conference.

@ Praise good language points from the role play and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

® Ask Titan’s management team and the journalists how they
thought the press conference went.

1to1

This case study can be done 1 to 1. Instead of the press
conference, you can be a journalist interviewing Titan’s
CEO. Don’t forget to note language points for praise and
correction afterwards. Highlight some of the language you
chose to use as well.

Writing
@ Go through the information with the Ss, making clear what
they have to do.

@ Ask the Ss to write their report collaboratively in class or as
homework.

Writing file pages 144 and 145.

101
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Management styles

At a glance

At a glance

Starting up

Ss comment on some statements about management style
and talk about the role of a manager.

Vocabulary: Management qualities

Language review: Text reference
Ss look at the ways texts are held together by words like it, this
and they.

Ss look at vocabulary relating to management qualities and Practice File

use it to discuss different management styles. Vocabulary (page 48)
Listening: Successful managers

Ss listen to an expert talking about the qualities of

good managers and the management style that gets the

best results.

Reading: Management styles Text bank

Ss read an article about three key management styles, and say pages (176-179)
which style they prefer. Practice File

Language review (page 49)
ML Grammar and Usage

Skills: Putting people at ease

Resource bank

causing problems, and assess the candidates being considered
to take over management of a project team.

Ss look at the language for small talk and use it in a number of (page 202)
situations.

Case study: Zenova Practice file

Ss analyse an international group where management style is Writing (page 50)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.

102



¢ v v v w wwuw

g v v eveouwvuww

74 o
W

g I @ W

=)

12 Management styles |

Traditionally, the model for leadership in business has been the army. Managers and army officers give
orders, and their subordinates carry them out. Managers, like army officers, may be sent on leadership
courses to develop their leadership skills. But some would say that leaders are born, not made, and no
amount of training can change this. The greatest leaders have charisma, a powerful, attractive quality
that makes other people admire them and want to follow them. A leader like this may be seen as a
visionary. Leaders are often described as having drive, dynamism and energy to inspire the people
under them, and we recognise these qualities in many famous business and political leaders. The
leadership style of a company’s boss can influence the management styles of all the managers in the
organisation.

In some Asian cultures, there is management by consensus: decisions are not imposed from above in
a top-down approach, but arrived at in a process of consultation, asking all employees to contribute to
decision making, and many western companies have tried to adopt these ideas. Some commentators say
that women will become more important as managers, because they have the power to build consensus
in a way that the traditional authoritarian male manager does not.

One recent development in consensual management has been coaching and mentoring. Future
senior managers are ‘groomed’ by existing managers, in regular one-to-one sessions, where they discuss
the skills and qualities required in their particular organisational culture.

Another recent trend has been to encourage employees to use their own initiative: the right to take
decisions and act on their own without asking managers first. This is empowerment. Decision making
becomes more decentralised and less bureaucratic, less dependent on managers and complex formal
management systems. This has often been necessary where the number of management levels is
reduced. This is related to the ability of managers to delegate, to give other people responsibility for
work rather than doing it all themselves. Of course, with empowerment and delegation, the problem is
keeping control of your operations, and keeping the operations profitable and on course. This is one of
the key issues of modern management style.

Empowerment is related to the wider issue of company ownership. Managers and employees
increasingly have shares in the firms they work for. This of course makes them more motivated and
committed to the firm, and encourages new patterns of more responsible behaviour.

Robert Benfari: Understanding and Changing Your Management Style, Jossey-Bass, 1999

Gareth Lewis: The Mentoring Manager, Financial Times Prentice Hall, 1999
Eric Parsloe: The Manager as Coach and Mentor, Chartergd Institute of Personnel and Development, 1999
Role of the Manager, Financial Times Prentice Hall (Heriot-Watt BA course), 1998

John Wilson: Management Style, Hodder & Stoughton, 2000
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Lesson notes

| 12 Management styles

Lesson notes

@ Write ‘MANAGEMENT STYLE’ in big letters on the board.
Ask the Ss to brainstorm what they understand by this
term.

® Ask them for their definition (‘the way that managers relate
to and deal with the people under them’ or something
similar, if your Ss are stuck). Invite comments and
encourage brief discussion to arouse interest, without
pre-empting the topics in the unit.

@® Ask the Ssto look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 102 of this book as a guide. Tell
them which points you will be covering in the current .
lesson and in later lessons.

~ Quotation

‘@ Read out the quotation and ask the Ss to comment. (This
quotation should not be too controversial)

@ Write ‘MANAGEMENT IS ...’ on the board, adding ‘tasks’ and
‘discipline’ one above the other on the right of the board.
As a quick-fire, whole-class activity, get the Ss to give you
other words that could follow ‘Management is ... Ss might
say ‘structure’ and ‘organisation’ but also encourage more
unexpected words like ‘imagination’, ‘vision’ and
‘creativity’.

Ss comment on some statements about management style
and tatk about the role of manager.

®

@ Ask the Ss to comment on the statements in pairs. Circulate
and assist with any difficulties.

® With the whole class, discuss the pairs’ findings. If there
are Ss from more than one country, obviously be tactful and
do not disparage any particular style. However, there
should be some interesting material for cross-cultural
comparisons, even if the Ss are from the same country, but
thinking about different companies with different
management styles.

104

Emphasise that there are no ‘right’ answers, but here are

some ideas:

1 A good idea if the department is small enough (but be
careful with people who dislike mixing their personal
and professional lives).

2 This could seem intrusive, but was for a long time seen
as a manager’s prerogative, and may still be in some
places. '

3 Most people enjoy occasional praise. Criticism must be
constructive, and not degenerate into bullying.

4 Most employees would probably like managers to
arbitrate in at least some disputes.

5 People with specific, hard-earned skills may be happy
to be able to do things that their managers are unable
to do. :

6 Some companies have an ‘open-door’ policy, and
encourage employees.to take comments and pursue
grievancemmﬁt level. Others would not
encourage this. ‘At all times’ might mean being able to
phone your manager at home until late in the evening,
but in many places there is a strict division between
home and work and you would not be able to do this.

7 There are probably two basic types of manager here,
those who do get involved in socialising with staff, and
those that find it easier to manage by staying clear.
Again, this can be a cultural issue.

8 Probably a good idea in theory, but many organisations
are known for profane language between employees
when away from customers with, at times, highly-
developed in-house slang. Racist or sexist comments
should not be tolerated, of course.

9 True in many, if not most cultures. But there are
managers who pride themselves on finishing the day on
time, for example by refusing to be distracted from the
tasks at hand, and gain the admiration of their less
organised employees for being able to do this.

10 Staff with customer contact would probably expect to
be commented on if their appearance is not up to
scratch. Others might find it more difficult to accept
this. There are many employer-employee disputes in
this area, of course.

® Ask the Ss to choose their top three roles in pairs and then
ask the pairs to report to the whole class. Invite comments
and encourage discussion.

=
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Ss look at vocabulary relating to management qualities and
use it to discuss different management styles.

®

® Ask your Ss to work in pairs to complete the table. Point
out that in some places there can be more than one form.
Circulate and assist with the meanings and pronunciation
of unfamiliar words. You could ask the Ss to use a
dictionary such as the Longman Dictionary of

Contemporary English.
1 Adjective 2 Opposite adjective | 3 Noun form
considerate inconsiderate consideration /
considerateness
creative uncreative creativity /
creativeness
decisive indecisive decisiveness
diplomatic undiplomatic diplomacy
efficient inefficient efficiency
flexible inflexible " flexibility
inspiring uninspiring inspiration
interested disinterested / interest
uninterested
logical illogical logic / logicality
organised disorganised organisation
rational irrational rationality
responsible irresponsible responsibility
sociable unsociable sociability
supportive unsupportive support

Where there is more than one form:

Disinterested means ‘able to judge a situation fairly
because you will not gain any advantage from it’. But tell
the Ss that it i§ now also being used with the same -
meaning as uhinterested and, even if some native
speakers disapprove of this, they will certainly hear or see
it being used this way.

Where there are alternative forms for nouns, say that they
are more or less interchangeable when talking about
people, though some forms (such as creativity) are more
frequently used than the other.

@ Discuss the answers with the whole class, but don’t get
bogged down talking about the alternative forms.

®-©
® First of all, check that your Ss have understood the words
by going round the class and getting the Ss to start
sentences with ‘A manager should be ...” followed by the
different adjective forms and a potted definition. For
example
— A manager should be inspiring. They (avoid clumsy He or
she) should give people energy and the feeling that they
can achieve something.
- A manager should be sociable. They should be friendly
and easy to talk to.

@

12 Management styles |

@ When you have done one or two as examples, ask your Ss
to prepare the remaining words in pairs.

@ With the whole class, ask the Ss to read out their
definitions and correct any misunderstandings.

@ Then ask the Ss to work in pairs on their four top qualities
and their four worst ones, adding one more quality and
weakness of their own,. Circulate and monitor.

® With the whole class, write up the scores given by each pair
to each quality and each weakness, and calculate scores to

find the most ‘popular’ qualities and weaknesses. Invite
comments and encourage discussion. ’

®

@ Do as a quick-fire activity with the whole class. Explain the
meanings of unfamiliar words and practise pronunciations.

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

®

®

Rather than discussing this topic in the abstract, get the Ss

to talk in pairs or threes about particular work situations in-

their organisation and the appropriate style for each

situation. With the whole class, ask the pairs and threes for

their comments and encourage discussion. (If your Ss are
pre-work, they may find it difficult to talk about this. If so,
move on to the next exercise.)

Get Ss to talk about these points in pairs and threes and
then report back to the whole class. The answers to this
will depend to a certain extent on cultural expectations.
Treat tactfully. '

Ss listen to an expert talking about the qualities of good
managers and the management style that gets the best
results.

®

2]

Have a whole-class discussion of this question and write
the Ss’ suggestions on the board.

(121
®

Go through the questions with the class so that they know
what information they are listening for.

Play recording 12.1 once or twice. You may need to pause it
at key points to allow the Ss to make notes.

Check the answers with the class.

1 Listen and ask questions. .

2 He asks his local personnel or a friend or contact in
that country to brief him on the customs of that
country with regard to business meetings and social
and travel situations.
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©

® Put the Ss in pairs and ask them to think of five ways in
which managers can get the best out of people. Then ask
the pairs to join another pair, making a group of four, and
poot their ideas.

® Get arepresentative of each group to report their ideas to
the class.

® (122

© Ask the Ss to take notes on Niall’s five key points. You may
need to play recording 12.2 several times and pause it at
key points in order to allow them to do this.

1 Show recognition of their work and compliment
~ them publicly.

2 Communicate decisions clearly and take ownership
of them. '

3 Give specific reasons why decisions have been taken
and make sure all managers are giving the same reasons.

4 Explain clearly the benefits of decisions to the
individuals, the organisation and its customers.

5 Ask for people’s commitment to working with the
management to achieve the company’s objectives.

Ss read an article about three key management styles, and
say which style they prefer.

® )

Tell the Ss that they are going to read an article about three
different management styles.

® Before they read the article, ask them to choose one of the
questions and to think about how they would answer it.

© Putthemin pairs and ask them to tell each other the
answer to the question they have chosen.

® Ask each member of a pair to report back to the class on
what their partner’s answer was.

® Read the first section of the text with the whole class,
explaining any difficulties and eliciting from the Ss what
they understand by the various styles listed.

® Put the Ss into groups of three and ask them to choose one
of the management styles focussed on in the article. Go
through the statements with the whole class, then ask the
Ss to read their chosen sections and decide which of the
statements is true for that management style.

1 Delegating 2 Directing 3 Discussing
4 Discussing 5 Discussing 6 Directing
7 Delegating 8 Directing 9 Delegating

©

® Backin their groups, the Ss summarise for each other the
main features of the styles they read about. Circulate,
monitor and assist.
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®

@ Ask the Ss, still in their same groups, to discuss these
questions.

@ Ask a representative of each group to report their findings
to the class.

®

® The Ss can do this activity individually or in pairs. When
they check their answers in the text, encourage them to
underline the word partnerships for ease of reference
afterwards and so that they can see the contexts and ways
in which they are used.

Group 1

1 establish goals (Directing lines 21 to 22; Discussing
lines 31 to 32; Delegating lines 26 to 27)

2 monitor performance (Directing lines 40 to 41;
Discussing line 47; Delegating line 49)

3 provide feedback (Directing lines 44 to 45; Discussing
lines 6 to 7 and line 48; Delegating line 50)

4 set standards (Directing lines 5 to 6)

5 make decisions (Directing line 34; Discussing line 42
and line 46; Delegating line 38)

6 assign roles (Directing line 4)

Group 2

1 present ideas (Discussing line 5)

2 achieve goals (Discussing lines 35 to 36)

3 direct employees (Directing lines 34 to 35)

& take action (Directing lines 35 to 36; Delegating lines

4210 43)
5 improve performance (Directing lines 46 to 47)

®

@ Askthe Ss to do this exercise in pairs. Then go round the
class asking for answers from different pairs.

2 make 3 do 5 make

7 make 8 achieve

1 look
6 deliver

4 get

Ss look at the ways texts are held together by words like it,
this and they.

Go through the points in the Language review box with the
whole class, explaining any difficulties.

®

@ Do question 1a) with the whole class to give the Ss the idea.

@ Then ask them to answer the rest of question 1 and
question 2 in pairs.

1 a) managers b) discussing
¢) managers d) employees’
e) monitoring performance and discussing what
actions need to be taken
2 It's important to make sure ideas are fully discussed
and debated. (Discussing style lines 9 to 11)
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@ Ask one or two pairs to give performances for the whole
class.
® Point out that the extract is a continuation of the article on
. rk in pai find he . .
o s M5 ol ol | st comertion it xrsns e cous
colours in the text. Book underlined):
Host:  How was the flight from London?
® Check answers with the class. Visitor: Terrible. There was a lot of turbulence and several
people were sick. It was a nightmare. Anyway, I'm
1 | (lines 1, 10, 14, 15, 20, 27, 28, 34, 36), me (lines 6, 10, here now. Good to be here!
26, 30), my (lines 20, 31) Host:  Have you been to Rome before?
2 One (line 5), she (lines 6, 10) _ Visitor: Yes, several times. I've been on a couple of
3 The other person (line 12), his (line 15, 38), he (lines 18, business trips. And | came on a school trip back in
24, 30, 32), him (lines 21, 28, 30) 1968. A long time ago, but very memorable!
4 it's important to pay attention ... (lines 39 to 40) Host:  Really! That was quite a year here! What's it like

®

Ask the Ss to write the article in pairs, or individually for
homework. If they are writing it in class, circulate, monitor
and assist. Note any strong points and any problems in
writing, perhaps ones common to more than one pair.

Praise good language use in the writing and work on three
or four points that need improvement, getting individual Ss
to say the correct forms.

Get one or two pairs to read out their articles for the whole
class (choose at least one agreeing with the statement and
one disagreeing with it). If they do the exercise for
homework, they can read them out in the next lesson.

Encourage further discussion generated by the Ss’ articles.

Ss look at the language for small talk and use it in a number
of situations.

®

@

(€]

]

Discuss question 1 with the whole class. Ask the Ss if there
is an expression in their own language(s) for small talk and
ask them to translate it literally into English.

Go round the whole class and get lists of suitable and
unsuitable topics from the Ss and write them up on the
board. If your Ss are from more than one country, write up
the different lists.

Treat the subject tactfully, especially the hot potatoes of
politics and religion. (You might want to teach the
expression hot potato.)

Ask the Ss to work on the possible questions in pairs.
Circulate and monitor.

Then get the pairs to integrate the questions and answers
into a longer, natural-sounding conversation. Point out that
the phrases do not have to be used in the same order as in
the Course Book, and can be adapted. The Ss can use extra
phrases as well. Circulate, monitor and assist, especially
with intonation.

being back?

I'm really impressed. The architecture is
fascinating. | hope | have time to take it all in. |
want to go back to all the old sites: the Pantheon,
the Coliseum, the Vatican ... I'm going to stay on
here over the weekend and do a bit of
sightseeing! :

Host:  Excellent! Where’s your hotel?

Visitor: Right in the centre. The Grand.

Host:  What’s it like? Not too much noise from the traffic
| hope. Rome’s a very noisy city, as you probably
remember.

No, actually my room’s very quiet. The Grand’s
very comfortable, and the service is first class.
Host:  How’s business?

Visitor: We’re doing very well, thank you.

Host:  You must be very busy. Had time to do any
sport recently?

| enjoy tennis, when | get the time. But you know
the problem with time!

Host:  Yes, everyone’s working harder and harder these
days. It’s the same everywhere! Anyway, would
you like to go for a coffee before we start work.
I'd love to.

Visitor:

Visitor:

-

Visitor:

Visitor:

®

© (7123

Play recording 12.3 once or twice all the way through and
ask the Ss to note down the questions.

® Find out if any of the Ss’ questions were the same as those

on the recording.

Ask the Ss to discuss the questions in pairs or threes.
Circulate, monitor and assist.

® With the whole class, ask the pairs or threes to talk about

their conclusions.

® Invite comments and encourage discussion with the whole

class.
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3 Answers to this question will be more personal, but

1 The Ss may mention it themselves, but you could bring
up ways of socialising in specific parts of the world, for
example being taken to restaurants for long lunches in
Paris, sporting events or concerts in the UK (corporate
hospitality) or karaoke bars in Japan. You could discuss
whether or not business visitors and colleagues are
invited to people’s homes.

2 Ask your Ss about the acceptance (or otherwise) of
silence in their own cultures. They may refer to the
importance of silence in meetings in places such as
Finland and Japan as a sigfi of respect, showing that you
are giving thought to what the other person has said.

there may be cultural differences between Ss from
different places. If so, treat with tact.

®-0

®

- Do Exercise E as a quick-fire activity with the whole class.

|

1¢C 2e 3 a 4 b 5d

®

Ask the whole class what they think about this advice and

~ about what they would say themselves to put people at

their ease.

Ask them whether the situation is changing.
The appropriateness of asking about personal problems

One of the issues here will be the use of names. Ask the Ss
about what is usual and acceptable in their own countries.

and family could also be discussed.

®
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Underline that the idea here is that the Ss are meeting
someone for the first time. They have to choose four
subjects to talk about.

Say that for the purposes of this activity, they are ina
culture where silences are embarrassing and to be avoided,
and tell the Ss that they should try to make graceful.
transitions between the subjects!

Circulate, monitor and assist only if necessary. Note
language points for praise and correction, especially in
relation to small talk.

Praise good language points from the activity and work on
three or four points that need improvement, getting
individual Ss to say the correct forms.

Ask one or two pairs to give performances for the whole
class.

Ss analyse an international group where management style
is causing problems, and assess the candidates being
considered to take over management of a project team.

Stage 1: Background
@ Ask the Ss to read the background infermation about
Zenova. Meanwhile, write the points in the first column of
the table on the board.
©® With the whole class, elicit the information to complete the
table.
Activity of company Multinational health

and beauty products
manufacturer

Project team working on Major survey of job

satisfaction in all subsidiaries

Project team - 16 members
from different subsidiaries
in Europe, America, Asia and
the Middle East — working
on interviewing staff,
administering surveys,
analysing results, producing
report

Current approach

16 members managed by
Ryan Douglas

Structure of team

Current problems caused by | Bad management

State of staff Unhappy; low morale

Risk Project won’t be completed

on time

Current solution Replace Ryan Douglas

Stage 2: Analysing the management style of Ryan
Douglas ()124

®

Go through the instructions with the class before you play
the recording. Ensure that everyone understands that they
are taking the role of directors of Zenova and that they
should take notes on what the project team members say
about Ryan Douglas’s management style. Go through the
headings with them and encourage them to use these
headings to structure their notes.

Play recording 12.4. You may need to play it more than once
and pause it at appropriate points to allow the Ss to
complete their notes. Explain any difficulties.

When the Ss have finished, ask them to compare their
notes in pairs or small groups.

Have a whole-class feedback session on the strengths and
weaknesses of Ryan Douglas’s management style.
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Stage 3: Replacing the Project Manager

®©

Ask the Ss to read the description that each of the
candidates to replace Ryan Douglas has written about their
own particular management style.

Circulate, monitor and assist. If there are questions about

vocabulary, make sure the whole class can hear your
answers.

Stage 4: Task

Divide the class into small groups and go through the
instructions with them. Get each group to appoint someone
to take notes about who says what. These notes must be
particularly clear if you are going to ask the Ss to do the
follow-up writing task.

When the Ss are clear what they have to do, the first part of
the meeting, during which they discuss the four candidates
and analyse their strengths and weaknesses, can begin.

Circulate and monitor, but do not intervene unless
necessary.

Note language points for praise and correction, especially
in relation to management styles.

When the groups have finished, call the class to order.

Praise good language points from the discussion and work
on three or four points that need improvement, getting
individual Ss to say the correct forms.

Ask the Ss to return to their groups and to rank the four
candidates in terms of their suitability for the position of
project manager. Make sure that they use the numbering
system suggested in the Course Book and ensure that clear
notes are taken in each group about their discussion and
their decision.

Bring the whole class together again and ask one
representative from each group to report back to the class
on what they discussed and how they ranked the
candidates. Write their recommendations on the board.

Working as a whole class, the Ss choose one candidate to
be offered the position of project manager. '

bl

12 Management styles |

1to1

This case study can be done 1 to 1, with the student
analysing the information and then discussing the
candidates and choosing one of them for the position.
Don't forget to note language points for praise and
correction afterwards. Highlight some of the language you
chose to use as well.

Writing

Ask the Ss to base their writing on the notes taken in their
group during the simulated meeting.

@ The writing can be done collaboratively in class or as
homework.

® |If your Ss are doing the writing task individually for
homework, you may want to photocopy the notes made by
the notetaker in each group so that each student has a
record of what was said and decided in their group.

Writing file page 143.
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At a glance

Takeovers and mergers

At a glance

Starting up

Ss talk about takeovers and mergers, the reasons for them and
examples that they know of.

Vocabulary: Describing takeovers and mergers
Ss study words and expressions related to different types of
takeover and merger.

Listening: Making acquisitions
Ss listen to a Financial Director talking about acquisitions and
their results.

Practice File
Vocabulary (page 52)

Reading: Making a corporate marriage work

Ss read an article on how to make a business merger
successful.

Language review: Headlines

Ss look at the particular features and vocabulary of newspaper
headlines.

Text bank
pages (180-183)

Practice File
Language review (page 53)

ML Grammar and Usage

business by making an acquisition. Ss analyse three target

companies and make recommendations for which one to choose.

Skills: Summarising in presentations Resource bank
Ss analyse different ways of summarising the points of a (page 202)
presentation, and put them into action.

Case study: Group Bon Appetit PLC Practice File

The management of a restaurant group decides to grow the Writing (page 54)

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this

is not the case, alternative procedures are given.
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‘Magnetic’s board rejected TT’s bid as “derisory, unsolicited, unwelcome and totally inadequate”.’ This is
a familiar refrain from the board of a company that is the target of a hostile bid, one that it does not
want, for example because it thinks that the bidder is undervaluing its shares: offering less for the shares
than the target thinks they are worth in terms of its future profitability. A bid that a target company
welcomes, on the other hand, may be described as friendly.

Bidders often already have a minority stake or interest in the target company: they already own some
shares. The bid is to gain a majority stake so that they own more shares than any other shareholder and
enough shares to be able to decide how it is run.

A company that often takes over or acquires others is said to be acquisitive. The companies it buys
are acquisitions. It may be referred to, especially by journalists, as a predator, and the companies it
buys, or would like to buy, as its prey.

When a company buys others over a period of time, a group, conglomerate or combine forms,
containing a parent company with a number of subsidiaries and perhaps with many different types of
business activity. A group like this is diversified. Related companies in a group can have synergy, sharing
production and other costs, and benefiting from cross-marketing of each other’s products. Synergy is
sometimes expressed as the idea that two plus two equals five, the notion that companies offer more
shareholder value together than they would separately.

But the current trend is for groups to sell off, spin off or dispose of their non-core assets and
activities, in a process of divestment and restructuring, allowing them to focus on their core activities,
the ones they are best at doing gnd make the most profit from. Compare an old-style conglomerate like
GEC in the UK, with a wide variety of sometimes unrelated activities, and a group like Pearson, which has
decided to concentrate on media, in broadcasting, publishing and now Internet ventures.

Companies may work together in a particular area by forming an alliance or joint venture, perhaps
forming a new company in which they both have a stake. Two companies working together like this may

" later decide to go for a merger, combining as equals. But mergers (like takeovers) are fraught with

difficulty and for a variety of reasons often fail, even where the merger involves two companies in the
same country. One of the companies will always behave as the dominant partner.

Take the scenario where one company’s base is used as the headquarters for the merged company.
The other company’s office closes, and many managers in both companies lose their jobs. Those
remaining feel beleaguered and under threat of losing theirs later. They may dislike the way the
managers from the other company work. In cross-border mergers, these difficulties are compounded by
cross-cultural misunderstandings and tensions. Problems such as these explain why merged companies
so often fail to live up to the promise of the day of the press conference when the two CEOs vaunted the
merger’s merits. '

John Child, David Faulkner: Strategies of Co-operation: Managing Alliances, Networks and Joint Ventures,
OUP, 1998

Timothy Galpin, Mark Herndon: The Complete Guide to Mergers and Acquisitions, Jossey Bass Wiley, 1999
Hazel Johnson: Mergers and Acquisitions, Financial Times Prentice Hall, 1999

J. Fred Weston: Mergers and Acquisitions, McGraw-Hill, 2000
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Lesson notes

Special note

Teaching this unit will be much easier if you read it right
through from beginning to end before the first lesson, as
familiarity with later parts of the unit will be of great help in
teaching the earlier parts.

® Write TAKEOVERS AND MERGERS in big letters on the
board. Ask the Ss to say what the difference is between a
takeover and a merger.

A takeover is when one company buys more than 50% of
the shares in another from its existing shareholders and
thereby obtains a controlling interest. A merger is when
two companies combine as equals, by mutual agreement.
For more on this, see the Business brief on page 111.

@ Ask the Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 110 of this book as a guide. Tell
them which points you will be covering in the current
lesson and in later lessons.

Quotation

® Read out the quotation and ask the Ss to comment. What
did Goldsmith mean exactly?

New owners may not fully understand how the company
they’re buying works, especially if they are unfamiliar with
the industry it is in. You can buy the shares, but that
doesn’t change the ‘culture’ of the company.

New owners may damage the morale of previously
motivated managers and employees, perhaps by putting
their own senior managers in charge of the company, or by
undervaluing the skills and experience of the existing staff.

Ss talk about takeovers and mergers, the reasons for them
and examples that they know of.

®-©

® Ask Ss to discuss these questions in pairs or threes.
Circulate and assist. Ss’ contributions to the Warmer and
Quotation-related activities above will have shown if they
have the knowledge and interest to do this independently.
If you think they don’t, discuss the points as a whole-class
activity.

112

A

a) A takeover is when one company gets control of
another company by buying over 5o per cent of its
shares. This could be by mutual agreement or it could
be a hostile takeover in which the company which is
bought has no choice in the matter.

b) A merger is when two companies join together by
mutual consent to form a larger company.

¢) Ajoint venture is when two companies work together
on a project, sharing the investment costs.

B N

This list is not exhaustive and Ss may come up with other

ideas.

@ To reduce competition within the same market.

@ To gain a foothold in another market where the other
company has a strong presence.

® To expand its business, for example by obtaining new

. products to sell.

@ To reduce overheads and increase profitability by

combining departments and cutting staff.

Prepare to talk about recent takeovers and mergers by
looking at publications such as the Financial Times or The
Economist. They can be found on the Internet at www.ft.com
and www.economist.com respectively. (Alternatively, if your
Ss have access to the Internet, ask them to do some
research and report back on it in the next session.)

Ss study words and expressions related to different types of
takeover and merger.

®

@ Tell your Ss they are going to look at the language of
takeovers and mergers, and to work in pairs on matching

the expressions with their meanings. Circulate and assist if

necessary.

® With the whole class, ask for the answers and explain
anything that is unclear.

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

® Ask the Ss to choose one noun in each line which forms a
word partnership with the verb at the beginning.

a stake

a bid

an alliance

a company

a joint venture
an acquisition

AWV W N R
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@ Ask the Ss to complete the extracts in pairs and then elicit
and discuss the answers with the whole class.

takeover bid
stake
merger

joint venture

S W N R

Ss listen to a Financial Director talking about acquisitions and
their results.

® (Y134

Go through the questions with the class so they know what
information they are listening for. You could ask them to
predict what they think the speaker will say.

@ Play recording 13.1 and ask the Ss to take notes.
©® Check answers with the class.

1 Establish the goals of the acquisition. Establish the
target of the acquisition. Put a valuation on the target
company.

2 Make sure that the institutions who will fund the
acquisition understand what you are trying to achieve
and have confidence in your data.

()13

® Play recording 13.1 again and ask the Ss to complete
the goals. R

@ When you have checked answers, check the Ss’
understanding of these goals. You may need to explain that
in vertically integrated companies, different parts of the
company produce a different product and the products
combine to satisfy a common need. An example would be a
steel company which owns not only the mills where the
steel is manufactured but also the mines where the iron ore
is extracted, the coal mines that supply the coal, the ships
that transport the iron ore, etc.

1 share 2 benefits 3 integration 4 presence

© ()32

Go through the instructions with the class and emphasise
that they should try to identify the two sides of success
which the speaker mentions and find an example of each.

® Play recording 13.2

® Allow the Ss to work in pairs to formulate their answers.
Then check with the class.

Hard success and soft success.

An example of hard success is achieving the strategic and
financial goals of the acquisition in good time.

An example of soft success is successful communication of
exactly what is going on.

13 Takeovers and mergers |

® (132

® Play recording 13.2 again and ask the Ss to decide whether
the speaker cites a), b) or ¢) as a sign that an acquisition
has been successful.

0
® ()133

® Play recording 13.3 and ask the Ss to note down the
Lexample the speaker gives of a successful merger and the
“reasons she gives for its success.

The example is the merger of Coopers Lybrand and
Deloitte, Haskins and Sells. She says it was a success
because there was good communication with the
employees and all the necessary changes were made very
quickly. Everyone knew what was happening and how it
affected them personally.

Ss read an article on how to make a business merger successful.

®

® Explain that the language of betrothal and marriage is
often used by journalists to talk about mergers.

® Have a brainstorming session to get ideas for the secrets of
a successful marriage and of a successful merger. Put the
two headings on the board and ask the Ss to call out ideas
for you to write up under the relevant headings.

@ Then ask the Ss to produce a list of similarities between a
marriage and a business merger.

J

Your Ss may come up with a variety of ideas. Here are a few

to give you a start.

1 b) love, mutual respect, patience, a willingness to
persevere when things get difficult, a willingness to
accept your partner’s funny little habits, mutual
support and loyalty, good communication ...

b) good preparation, good communication, making
efforts to keep staff happy, consideration of the
other company’s culture, quick action to tackle any
problems ...

@ Inboth, two partners, previously operating
independently, come together to form a single unit.

@ The expectation is that the union will be permanent.

@ Itis expected that the union will bear fruit (children
and profits).

® Good communication is needed to ensure the success
of both.

® Neither should be entered into for the wrong reasons.

©® Neither should be entered into hastily or without careful

consideration.
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@ Ask the Ss to read the article carefully and underline all the
dos and don’ts they can find.

@ Putthem in pairs to complete the chart.

Check answers with the class, making sure you get a
variety of dos and don’ts.

Dos

® Use a clean room where both sides can discuss plans
in confidence.

@ Ensure that there are rapid results which demonstrate ’
that the merger is already producing added value.

©® Give employees detailed information in the early stages
about what is happening.

@ Deal with the cultural issues, even though these are
more subtle and challenging.

® Recognise cultural differences between the two

companies.

Take measures to avoid the worst consequences of

mergers.

Respond as the new situation demands.

Learn about the history of the new partner.

Give employees reasons why change is necessary.

Find practical ways of communicating.

Discuss employees’ new working conditions and be

visible on the shop floor.

Don’ts

® Assume that your company is better because it has
taken over the other company.

@ Take a dictatorial, top-down approach to management.

® Make great speeches in place of taking action.

@ Get too preoccupied with practical administrative
changes.

® Micro-manage the transition.

@

® @ @ @ ©

©

® Ask the students to find the names of the experts in the
article and then match them to the opinions.

1b 2a 3¢

®

® Go round the class asking Ss to find the expressions and
identify the most suitable answers.

1a 2¢C 3b 4 a 5b 6 C

®

® Ask the Ss to work in pairs to discuss these questions.
Then ask them to report back to the class on their findings.

®

@ Ask the Ss to work in different pairs for this exercise. When
they have discussed the questions, ask them to join
another pair to compare notes.

©® Ask one representative of each group to present the
group’s findings to the class.
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Ss look at the particular features and vocabulary of
newspaper headlines.

® Go through the points in the Language review box with the
whole class. (If you have time before the class, find recent
press headlines that have some of the same features, and
show them to and discuss them with the Ss.)

@ Say that, for the purposes of Exercise A, several nouns in
point 1 means two or more nouns.

®-®

® Ask Ssto look at Exercises A and B together. Do the first
headline with the whole class to give Ss the idea, then get

them to do the rest in pairs. Circulate and assist. Discuss
the answers with the whole group.

1 2 Renault is on the brink of two alliances.
2 1,2 US law firms have agreed on a merger deal.
3 2,3,4 Austin Reed rejects an offer as unwelcome.
4 2,3 Gazprom and Rosneft have agreed a merger.
5 1,2,4 - Titanisin a £9.3bn bid for a US store group.
6 5 Chromogenex is to raise £2m.
7 2,5 Sara Lee is to dispose of its 60 smallest units.
8 1,2,3 The AOL deal has called rivals’ web plans

. into question.

©

® Explain why short words are used in headlines and do the
exercise as a quick-fire activity with the whole class.

i1b 2a 3j 4h s5f 6k 7c
8d 9e 10i mg
(Check Ss’ pronunciation of row in this context.)

Ss analyse different ways of summarising the points of a
presentation, and put them into action.

®

@ Explain the context of the presentation that the Ss are
about to hear: a management consultant talking to a Board
of Directors involved in a takeover.

® Tell them that some of the words he uses are quite difficult.
This exercise covers some of them.

® Go through words 1-8 with the whole class, practising their
pronunciation. (Practise thorough in b) on the right as
well.) Point out that sycophant is pronounced sicker-fant,
or, as they will hear in the recording, sigh-co-fant. (Some
native speakers may not agree with the second
pronunciation.)

@® AskSs for the meanings of the words.

-V A
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Play the recording once right through and ask Ss to put up
their hands when they hear the words 1-8 in Exercise A
above being used.

©® Then tell the Ss they should listen out for the points Jeremy
Keeley makes in his presentation, ready to summarise
them, and name the pitfall listed here that he does not
refer to.

@ Play the recording again, explaining any remaining
difficulties. Stop at the end of each of the main points he
makes and ask Ss to summarise it. (Stop at the basis of
managing the change moving forward, so they can take it
forward and at the end of the recording.)

® AskSs for the point that was not mentioned: ‘Pay attention
to the cultural differences’.

@ (Y134

Ask Ss to look at the Useful language box and ask
individual Ss to read out the utterances, with convincing

stress and intonation. Explain what a rhetorical question is.

® Play the recording again and get the Ss to identify the
utterances that they hear.

Referring back

So as you were saying a few minutes ago ...

Making points in threes

You really have to plan carefully, be rigorous in your
analysis and be flexible ...

It’s a long process. It’s expensive. It can also be very
profitable.

Asking rhetorical questions

But what are the sort of things that the experts forget
generally?

Ordering

There are three things in my mind and the first thing is ...
Using emotive language

Beware of the sycophants in your organisation ...
Repetition

They’re going to be saying Yes! Yes! Yes!
Exemplifying

... for example, caring as their primary task.

Asking for feedback

What’s missing?

]

13 Takeovers and mergers ]

Tell Ss that they will be discussing the advantages and the
problems associated with takeovers and mergers. Ask them
to think about some of the issues they have encountered
so far. In the discussion, they will be able to talk about
these and add some of their own.

Divide the class into two groups, A and B. (If the class is
large, you could have two Group As and two Group Bs.)

Group A discusses the advantages and Group B the
problems. Tell everyone to make notes of their discussion;
these will be used as the basis for the pair work activity
below.
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Circulate and monitor, but do not intervene unless
necessary. If they are short of ideas, you could remind them
of some of the points from the Starting up section at the
beginning of this unit. Note language points for praise and
correction.

Call the class to order. Praise good language points from
the discussion and work on three or four points that need
improvement, getting individual Ss to say the correct
forms.

Then form pairs each with one student from Group A and
one from Group B. The members of each pair summarise
the discussion of the group they were in.

Bting the class to order. Ask one of the pairs to repeat their
presentations to each other for the whole class.

Invite comments and encourage brief discussion.
\
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‘The management of a restaurant chain decides to grow
the business by making an acquisition. Ss analyse three

target companies and make recommendations for which

one to choose.

Stage 1: Background

@ Ask the Ss to read the background information about
Group Bon Appetit. Meanwhile, write the points in the first
column of the table on the board.

@ With the whole class, elicit the information to complete
the table.

Company name Bon Appetit Plc
Activity Restaurant chain
Present problem No further opportunities
for expansion
Proposed solution Acquire an already established
company in the food industry
Objectives of acquisition | @ to boost profits
@ to enhance the company’s
image
@ to buy a company which
will continue to grow and
contribute to the group’s
success
@ to buy a company which
will not take up too much of
the present management’s
time and energy
Target companies @ Coffee Ground
@ Starlight
@® Mario Ferrino

Stage 2: Analysing the information ()13

© Ask the Ss to work in pairs and to look at the Key financial
information section and the charts of past financial
performance. Ask them to comment on the three
companies’ financial performance.

@ Ask the Ss to read the reports about Coffee Ground and
Starlight and note down the key points. They should also
look at the graphs showing the share prices and the table
showing the debt ratios.

© Play recording 13.5 and ask Ss to take notes of what
they hear.

116

Stage 3: Task

®

Divide the class into three groups, A, B and C. Tell them to
discuss the information they have read and heard about all
three target companies. Circulate, monitor and assist.

Direct each group to the relevant role card. Each group
should now concentrate only on the target company named
on their role card and prepare a presentation based on the
notes on the role card and the information discussed
earlier. Explain that they don’t have to be advocates for this
company, they just have to give a presentation of the
available information on it. Circulate, monitor and assist as
the Ss prepare their presentations.

When the Ss are ready, ask each group in turn to give its
presentation. Remind the class that they need to listen
carefully to the other group’s presentations because they
will need the information in the next stage of the task when
they discuss which company to choose.

Working in the same groups, the Ss consider the three
target companies. They discuss which would be the most
suitable acquisition for Bon Appetit and make their choice.

Circulate and monitor, but do not intervene unless
necessary. Note language points for later praise and
correction.

When the discussion has finished, praise good language
use and work on three or four points that need
improvément, getting individual Ss to say the correct
forms.

Ask one representative from each group to present the
group’s findings to the class and to say which company
they favour and why. Invite comments and brief discussion,
especially about the decisions that each group has made
and the basis for these decisions, but do not pre-empt the
final class discussion.

Have a class discussion of which company to choose and
try to reach a consensus.

1to1

This case study can be done 1to 1, with your student
analysing the information on the three target companies
and then discussing which one would be best to choose.
Don't forget to note language points for praise and
correction afterwards. Highlight some of the language you
chose to use as well.

Stage 4: Writing

(]

®

Ask the Ss to base their writing on the final decision'made
by the class on which company to recommend as an
acquisition target. If no consensus was reached, they could
base it on the decision made in their small groups.

The writing can be done collaboratively in class or as
homework.

¢ Writing file pages 144-145.
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The future of business

At a glance
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Starting up

Ss comment on a range of social and technological predictions
and the likelihood of them coming about.

Listening: The future of business

The Head of Knowledge Venturing at the Henley Centre talks
about business opportunities in the future.

Vocabulary: Describing the future Practice File

Ss study expressions used to talk about things from the past, Vocabulary (page 56)
present and future. They then look at the adjectives that can be

used to talk about the future and use them in combination with Text bank

particular adverbs.

Reading: New working model

Ss read about changing employment patte}ns and some
predictions about the future.

pages (184-187)

Language review: Prediction and probability Practice File

Ss look at verb tenses, such as will, going to and may and lexical | Language review (page 57)
phrases, such as probable and not possible used to talk about
the future. They put them into action to make their own forecasts.
Skills: Getting the right information Resource bank
Ss listen to situations where there are breakdowns of (page 203)
communication, look at language that can remedy these, and
apply it to role play situations.

ML Grammar and Usage

Case study: Yedo Department Stores Practice File
A chain of Japanese department stores is in trouble, in the face Writing (page 58)

of social changes and foreign competition. Ss suggest some
solutions.

For a fast route through the unit focussing mainly on speaking skills, just use the underlined sections.

For 1 to 1 situations, most parts of the unit lend themselves, with minimal adaptation, to use with individual students. Where this
is not the case, alternative procedures are given.
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14 The future of business |

Business brief

In the 1960s, we imagined a future of public transport based on elevated monorail systems, and private
transport with personal helicopters, or even spacecraft, for everyone. Today, the future looks more like
the past than we imagined it would. Development has been continuous in many ways. For example, the
car has become a mundane object, but with technology far in advance of that available even 20 years
ago. However, its future source of power, a discontinuous development that will replace petrol, is still
uncertain. :

Futurology, with its futurologists or futurists, is a haphazard activity, despite attempts to formalise it.
There is the Delphi method, where experts make their forecasts about a subject independently, and a
referee circulates each forecast to the other members of the group, who comment on each other’s
observations until they reach a consensus.

This can be one element of strategy, where companies make long-term plans about future activities.
Here, they have to anticipate competitors’ activities as well as trends in the general economic
environment. Very large companies work on scenario planning, imagining different ways in which the
current situation may evolve, and their place in it, including ways in which they may ‘encourage’ it to
develop in their favour. _

The main course unit makes a number of social and economic predictions. As the Success business
brief mentions (see Unit 4), future successful products are notoriously hard to predict, as are the subtle
combinations of social, cultural and technological circumstances that mean that something may succeed
at one time but not another. The E-commerce business brief (Unit 7) looks at some of the trends in e-
commerce and Internet use in this context.

One of the social predictions made 30 years ago was that people would work less and have more
leisure time, but the opposite has occurred. No one foresaw how the computer would evolve away from
the mainframe and facilitate a social development like working from home and while on the move, thanks
to laptops and, in-a parallel development, mobile phones. Similarly, the internet may have social effects
that we cannot envisage, let alone predict.

A powerful force 30 years ago was protest at the way society and the economy were organised, for
example against ‘faceless multinationals’. After a long period where youth shed its rebellious reputation,
in this context at least, there are signs that activism outside traditional political parties is re-emerging as
a social force, this time organised on a global level - witness the regular violent demonstrations against
recent meetings of the International Monetary Fund and the World Trade Organization, with planning of
protests co-ordinated over the Internet. This trend may intensify.

Another factor that will certainly affect the way the future of business develops is global warming,
which is now, after years of debate over whether it is happening or not, an incontrovertible fact. Some
possible consequences of the greenhouse effect have been predicted, but there will certainly be others
we cannot even imagine.

Charles Grantham: The Future of Work, McGraw-Hill, 1999

Hamish McRae: The World in 2020, HarperCollins, 1995
Jonathan Margolis: A Brief History of the Future, Bloomsbury, 2000

Michael Zey: Future Factor, McGraw-Hill, 2000
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| 14 The future of business

Lesson notes

@ Write ‘The future is ..." in big letters on the board. Add the
word ‘bright’ and then ask your Ss to brainstorm other
words that could follow the phrase and shout them out.
(They do not all have to be adjectives.)

Possible answers

mobile

crowded

knowledge

healthy

efficient

our children

going to be more like the past than we think

@ Invite comments and encourage discussion, but don’t
pre-empt the topics of the unit too much.

® Askthe Ss to look at the Overview section at the beginning
of the unit. Tell them a little about the things on the list,
using the table on page 118 of this book as a guide. Tell
them which points you will be covering in the current
lesson and in later lessons.

Quotation

® Ask Ssto look at the quotation and ask what they think it
means. (Great advances are not made by asking people
what they want because they can only envisage
improvements on what they have.)

Ss comment on a range of social and technological
predictions and the likelihood of them coming about.

®-®

@ Ask Ss to discuss the predictions in Exercise A in pairs,
emphasising that they should concentrate on the next 50
years, and come up with other changes that are likely.

® With the whole class, get the pairs to report on their
findings. Invite comments and encourage discussion.

®

Ask the Ss to discuss in pairs how they think their careers
will develop in the future. Be tactful and allow them to
make outrageous predictions if this is more acceptable
than going into real details.

®

® Again in pairs, ask Ss to comment on
—the immediate future of business and the economy in
their country
- the longer-term prospects.
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@ Point out that the adjective is optimistic, the related noun
is optimism and the person is an optimist. Do not allow Ss
to say I'm optimist or I'm pessimist.

@ With the whole class, ask the pairs for their findings, asking
Ss to justify them. Where different Ss from the same
country have different ideas about their country’s future,
encourage debate, but be tactful.

The Head of Knowledge Venturing at the Henley Centre talks
about business opportunities in the future.

@ (Y141

® Go through the charts with the class before you play the
recording so the Ss know what information they are
listening for.

® Play recording 14.1 once or twice and ask the Ss to
complete the charts.

® Check answers with the class and answer any queries.

New business opportunities
1 services, luxuries
2 group, consumers, segment

Expanding business sectors

1 price competitive, discount supermarkets
2 charge, premium

()42

® Go through the questions with the class first.

® Play recording 14.2 several times, pausing at key points so
that the Ss can take notes.

® Check answers with the class.

1 In some areas, such as manufacturing, technology has
improved efficiency, but in others, such as e-mail and
the use of computers to download and print
documents, it has made us less efficient.

2 a) They cut costs by removing middle management

within the company.

b) They will need to look outside the company for
ways of improving efficiency, such as squeezing
suppliers or becoming more competitive by
focussing more on the customer. Within the
company they will aim to increase efficiency by
keeping their staff happy.

R 3
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Ss study expressions used to talk about things from the past,
present and future. They then look at the adjectives that can
be used to talk about the future and use them in combination
with particular adverbs.

®

@ Do as a quick-fire activity with the whole class.

14 The future of business |

1 up-to-date

2 a thing of the past

3 ahead of its time

4 old-fashioned

5 state-of-the-art

6 the way forward

7 out of date

8 up to the minute

9 at the cutting edge
10 behind the times

® Go round the class for some quick-fire off-the-cuff
predictions.

® Ask your Ss to work on these words in pairs and then use
them to write down some predictions.

Countries such as India and China with huge
populations are playing a fuller part in the world
economy. Changes in technology are having an
enormous impact on business.

The predictions are often wrong. For example, there
were forecasts of large-scale unemployment in Europe
and predictions that European workers would have
more leisure time but these have not come true and
French and German companies are trying to get their
staff to work longer hours.

It has given countries like India and China opportunities
to develop their people’s skills. It has given companies
around the world huge cost-saving opportunities

and, at least in the short-term, the chance to gain a
competitive advantage.

Capital is expensive and labour cheap in countries like
India and China. It is the other way round in more
developed countries.

An airline that found it uneconomic to chase debts of
under $200 dollars now uses Indian accountants and
can chase debts of even as little as $5o0.
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very bad bad good very good
bleak depressing bright brilliant
dire doubtful promising great
dreadful uncertain prosperous | magnificent
terrible worrying rosy marvellous

@ With the whole class, go through the words and ask the
pairs for their predictions.

Ss read about changing employment patterns and some
predictions for the future.

®

@ Ask the Ss to work in pairs and to choose three or four of
the items to make predictions about. Try to ensure that
different pairs choose different items. If necessary, allocate
the items yourself.

Get the pairs to present their predictions to the class.

@ Go through the questions with the class and answer
any queries. Ask the Ss to read the article and find
the answers.

® You could divide the class in half and ask one group to find

the key points on Germany, France, the UK and India and
the other to find the key points on Japan, Chinaand the

US (make sure different groups do China and India as there

is most information on these and it is the same for both).
You might like to suggest that they look for the names of
their countries in the text and underline them for ease of
reference.

Bring the class together to exchange information on the
different countries.
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Germany and France: They are still worried about large-
scale unemployment, yet German and French companies
are trying to find ways to get their staff to work more hours.

the UK: Employers and policy-makers are worried about a
shortage of workers, not a shortage of work.

Japan: It once seemed poised to assume world economic
leadership. It may face unforeseen problems in the future.
It is an ageing society.

India: One of the countries that now seem poised to
assume world economic leadership but may face
unforeseen problems in the future. It has a very large
population. It is already playing a fuller part in the world
economy. It is benefiting from outsourcing by companies
from more developed countries and is getting the
opportunity to develop its people’s skills. Capital is
expensive and labour cheap there. It is also potentially a
huge market. The most significant obstacle to becoming a
world economic leader is the poor quality of its universities.

China: One of the countries that now seem poised to
assume world economic leadership but may face
unforeseen problems in the future. It has a very large
population. It is already playing a fuller part in the world
economy. It is benefiting from outsourcing by companies
from more developed countries and is getting the
opportunity to develop its people’s skills. Capital is
expensive and labour cheap there. It is also potentially a
huge market. The most significant obstacle to becoming a
world economic leader is the poor quality of its universities.

the US: People are worried about what local workers are
going to do if companies outsource to India and China.
Demographic changes mean that in future there will be
fewer people in the US of working age; by 2015 there will
be 5 per cent fewer than there are today.

®

@ Do this as a quick-fire exercise, eliciting the answers
from around the class. Then ask the Ss to find and circle
the expressions in the text so that they can see them used
in context.

excessive labour market regulation (lines 16 to 17)
world economic leadership (lines 30 to 31)
in-house economic think-tank (lines 82 to 83)
potentially huge markets (lines 111 to 112)

lower vehicle development costs (lines 112 to 113)
new niche markets (lines 117 to 118)

world-class research centres (lines 182 to 183)

NV, WNR

®

@ Again, do this as a quick-fire exercise. You could ask the Ss
to try to use each one in a sentence.

1 increasingly difficult market conditions

2 exceptionally gifted university researchers
3 increasingly high unemployment rate

4 rapidly developing information technology
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®

® Ask the Ss to discuss in pairs. Circulate, monitor and assist,

noting language points for praise and correction.

@ Get pairs to report their fesponses to the whole class.
Invite comments and encourage further discussion.

® Praise good language use from the discussion and work on
three or four points that need improvement, getting
individual Ss to say the correct forms. '

Ss look at verb tenses such as will, going to and may and
lexical phrases, such as probable and not possible used to
talk about the future. They put them into action to make
their own forecasts.

@ Go through the points in the Language review box with the
whole class.

®

@ Go round the class, reading out the predictions and asking
individual Ss to indicate the level of probability suggested
by the lexical phrases.

1 impossible 2 certain 3 unlikely

4 probable (probable that they won’t = unlikely that they will)
5 impossible 6 possible 7 possible

8 probable 9 probable 10 certain

@ Ask the Ss to discuss the predictions in pairs and report
back to the class on their opinions.

©

@ Again, ask the Ss to work in pairs for this exercise.
Circulate, monitor and assist, noting language points for
praise and correction and encouraging use of the forms
from the Language review box and Exercise A and those in
the box.

® Get pairs to report their predictions to the whole class.
Invite comments and encourage further discussion about
the predictions made.

@ Praise good language use from the discussion and work on

three or four points that need improvement, getting
individual Ss to say the correct forms.

Ss listen to situations where there are breakdowns of
communication, look at language that can remedy these, and
apply it to role play situations.

@® (143

® Tell your Ss that they are going to hear a number of
telephone conversations where people have trouble
getting the right information.

@ Play the first dialogue and, with the whole class, ask the Ss

what the problemis.
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1 Carla wants to get more information about a range of
hairdryers sold by a company. She wants to speak to Li
Wang, presumably in the sales department, but gets
put through to Ken Tang in accounts, who transfers her
back to the switchboard. The switchboard puts her
through to Li Wang’s extension but a colleague of his,
Dan Chen, says that he is out of the office and asks if
he can help.

@ Play the other dialogues and ask Ss to give descriptions of
the situations in order to answer the questions relating to
each dialogue.

2 Michael Bishop is angry because some cash machines
he ordered are now two weeks overdue. He gets
through to someone who asks him to give details of the
order, including the date, model number and order
number. The supplier promises to look into the problem
and call back as soon as possible.

3 Asupplier and a customer are discussing an order.
There is confusion over the reference number, but this
is cleared up when the customer reads back the details
to the supplier. There is also a mistake in the delivery
date on record. The customer corrects this and the sup-
plier confirms the new delivery date is feasible.

4 The customer is calling about an invoice that they have
received for 50 CD players. The customer is surprised
because they only inquired about prices and availability
and did not actually place an order. The customer
explains that they have obtained the CD players else-
where and the supplier cancels the order. The customer
apologises for any inconvenience caused and the sup-
plier says they will tell the sales assistant to be careful
in the future.

® Make sure that Ss use expressions such as put someone

through and transfer someone back correctly.

@ Go through the expressions in the Useful language box and

ask individual Ss to read them with feeling.

® Play the dialogues again and ask your Ss to tick the

expressions as they hear them.

The numbers refer to the dialogues on recording 14.3.
Making contact

Could you put me through to Mr Li Wang please? — 1
You seem to have got the wrong extension. - 1
Asking for information

Could you give me a few details? - 2

Asking for repetition

I'm sorry, | didn’t catch that. - 3

What did you say the reference number was? - 3
Checking information

Fine. Shall | just read that back to you? - 3

Clarifying

I'm sorry, | don’t follow you. - 4 -

Are you saying that ...? — 4

Confirming understanding A

Fine—3 /0K -1, 2, 3, 4 / Right — 2 (and, as a question, 3)
Confirming action

Plt check it out right away. - 2

I'll call you back as soon as | can. - 2

S9]0U U0SSI]
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Check the answers with the whole class.

Tell the Ss that they will now have a chance to use these
expressions in role play situations.

Divide the class into pairs. Some pairs can do role play 1
and others role play 2.

Allocate the roles and get the Ss to absorb the information.
Circulate and assist if necessary.”

When the Ss are ready they can do the role plays. If you
have telephone equipment, you can use it. Otherwise, ask
Ss in each pair to sit back to back.

Circulate and monitor. Note language points for praise and
correction, especially in relation to the expressions in the
Useful language box.

When Ss have finished, praise good language points from
the discussion and work on three or four points that need
improvement, getting individual Ss to say the correct
forms.

Ask one or two individual pairs to do a performance of their
situation for the whole class.

1to1

These role plays can be done 1 to 1. Don’t forget to note
language points for praise and correction afterwards.
Highlight some of the language you chose to use as well.
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The future of business

A

chain of Japanese department stores is in trouble, in the
face of social changes and foreign competition. Ss suggest
some solutions.

Stage 1: Background

@® Askthe Ssto read the background information about Yedo.
Meanwhile, write the points in the first column of the table
on the board.

® With the whole class, elicit the information to complete
the table.

Activity of company Department stores: six in Japan,
one each in London and New York

Image Prestigious, high quality

Strategy Wide range of products,
personalised service

Problems Falling profits, similar situation
elsewhere

Stage 2: Market research (1144

€]
@

Divide the class into two groups, A and B.

Each group will specialise in studying the information in
one part of the market report commissioned by Yedo.
Members of each group can work collaboratively in pairs or
threes, but tell the Ss that one member of each group,
chosen later at random, will give an overview of the
information for the whole class.

The two groups can start working separately. Go to each
group and give them the specific instructions for that
group.

Ss in Group A work on the Yedo Department Stores fact file,
commenting on its contents. Tell them that the person
talking about it for the whole class will have to make a
coherent presentation including comments, beginning
something like this:

Yedo was founded more than 100 years ago, in 1895. It
employs about 3,200 people, mostly full-time, around the
world and one of the first impressions that people get
when they go into the stores is the number of assistants
available to serve customers.

Opening hours are 10 till 6, with late opening on Fridays till
7, allowing people to do some shopping after they leave
work. Many of the stores are situated near main railway
stations, which is very convenient for commuters, of whom
of course there are large numbers, especially in Tokyo,
New York and London.
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®

Ss in Group B look at Yedo’s competition, as detailed in
part 3 of the report. The person making the presentation
will speak as if they are a member of TWCB, the marketing
agency, talking to senior managers at Yedo. The speaker
will expand on the notes in the market report, adding
comments to back it up, like this:

We've identified four potential sources of competition for
Yedo. First, there are convenience stores. We used to think
of these as being rather downmarket, for students and
young people, but I'm sure you’ve all noticed how more
and more different types of people are using stores like
this. You can get a wide range of goods and services from
them. (You can even pay your phone bill there!) What they
offer changes very quickly in response to customer
demand. And of course, they’re open 24 hours a day, which
is one of the reasons they’re called convenience stores.

®

[©]

Choose one person at random from each group to come to
the front of the class and give their presentation.

Invite comments and encourage brief discussion after each
presentation, but don’t pre-empt the issues that will be
discussed during the discussion task below.

Bring the class together to listen to recording 14.4 and ask
the Ss to make notes on the five trends outlined by Susan

Lam. Have a whole-class discussion on which of these will
have the most influence on Yedo Department Stores.

@ The population is ageing, people are living longer and
the over 50 segment of the market is getting bigger.

Japanese consumers put a high priority on value for
money — they are looking for bargains.

@ Consumers traditionally favoured brand-name goods
but they are now increasingly buying ‘no-brand’ goods.

@ Japanese society is changing from a luxury culture to a
convenience culture.

@ Women are marrying later in life so the market segment
of single women under 30 is increasing.

Stage 3: Discussion task

®

Divide the class into groups of five or six. The Ss are TWCB
agency personnel. They should concentrate on giving
specific answers to the seven key questions posed by
Yedo’s CEO.

Appoint a chair for the meeting. This person should control
the meeting, using the seven questions as an agenda.

Appoint one of the participants to be a notetaker who
should take coherent and legible notes that can laterform
the basis for a writing task.

Circulate and monitor, but do not intervene unless
necessary. Note language points for later praise and
correction. '
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14 The future of business |

@ When the meeting(s) end(s), praise good language Writing
points from the discussion and work on three or four
points that need improvement, getting individual Ss to
say the correct forms.

@ Ask the Ss to base their writing on the notes taken by the
member of their team during the simulated meeting.

® The writing can be done collaboratively in class or as ‘

® Di i ith th , i h
Discuss the meeting(s) with the whole class, getting eac homework.

group to explain what happened.
@ If your Ss are doing the writing task for homework, you may

want to photocopy the notes made by the notetaker in
each group so that each student has a record of what was
This case study can be done 1 to 1, with the student said and decided in their group.

analysing the information and then discussing
recommendations. Don’t forget to note language points for
praise and correction afterwards. Highlight some of the
language you chose to use as well.

i1to1

¢ Writing file pages 144-145
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LLEI L8 © The modal perfect, from the Language review section on page 72, is practised in this exercise.

Revision

N 0

This unit revises and reinforces some of the key language points from Units 8~14, and links with
those units are clearly shown. You can point out these links to Ss if you think that would be
useful.

This revision unit, like Revision Unit A, concentrates on reading and writing activities. Some of
the exercise types are similar to those in the Reading and Writing section of levels 2 and 3 of the
Business English Certificate examination organised by the University of Cambridge ESOL
Examinations.

For more speaking practice, see the Resource bank section of this book beginning on page 196.
The exercises in this unit can be done in class individually or collaboratively, or for homework.

8 Team building

DELIEIEDES o This exercise revisits the negative prefixes studied in the Vocabulary section in page 69.

AVl bW N R

irresponsible
impractical
dishonestly
disloyal
uncommunicative
intolerant

Sample answers

ON OVt W N R

have

replied

must

should
couldn’t

have gone
would have
must have been

® The ‘model’ answer here is designed only to give an idea of what the Ss should produce, not
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the actual ideas, which should, of course, be their own.

Refer the Ss back to the Case study on page 74 for further ideas on how things can go wrong
with a sales team and what measures can be taken to remedy the problem.
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Unit B Revision j

Model answer

We are all aware that our team has not been working effectively for several months, and as a
result several colleagues, the younger ones in particular, are rather demoralised.

My perception of the problem is that we are simply not helping each other. Instead, people
compete with each other and are obsessed with meeting their sales targets and outdoing
their colleagues.

When things go wrong, nobody will take responsibility for the problem. For example, there
were a few complaints from customers earlier this month, and members of the team started
arguing and blaming each other for the mistakes that had been made.

There is sometimes the feeling that we are always criticised for what we fail to do, and only
occasionally praised for our results. So | think more ‘positive reinforcement’ might help. It
would also help if criticism was not always collective and praise individual. '
More importantly, our team’s goals need to be clarified, and we all need to understand that
we can’t meet those goals individually, but that without our individual contribution, the
team’s goals will not be met.

It seems to me that individual sales targets are overemphasised. If group productivity was
emphasised instead, | think we would be better able to understand that we are competing
against rival companies, and not against each other.

Finally, we are all working under extreme pressure. | think one or two extra people on the
team would take some of that pressure off, which would create a better working atmosphere.

9 Raising finance

Dependent prepositions JECEESSTIY Ss to look again at the Language review section on page 8o to remind themselves
about the use of dependent prepositions.

1 0n . 2 for 3 on (or against) 4 on 5 for, with 6 from, in
7 from 8 to 9 for 10 in, for

A LEetl © These exercises extend the ideas in the Skills section on page 8o.

A

Open questions: 2 and 7
Closed questions: 6
Softening phrases: 3and 5
Signalling phrases: 1and 8
Summarising: 4

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

10 Customer service

i

FPPTTTETYEI I o This exercise revises some of the structures in the Language review section on page 88.
This exercise can be quite tricky, so spend time explaining it to the Ss before asking them

to doit.
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| Unit B Revision

were successful in

didn’t expect to have

is no point in arguing

put off explaining

don’t mind waiting
involve dealing

got used to working

you mind not interrupting
sometimes difficult to get
deny fiddling

VvV NGOV~ WNR

-

® These exercises relate to the Case study on page go.

A

Thank you for your February statement for £1,350, which we have just received. We would
like to bring to your attention two accounting errors that have been made.

Firstly, you have charged us for a delivery of A3 photocopying paper, Invoice No. TG/507 for
£120. We have checked our records and we are certain that we never ordered or received
such paper.

Secondly, Invoice No. TG/573 for £75 has been debited twice.

We have deducted the sum of £195 from your statement and will send you a draft for £1,155
as soon as you confirm this amount.

B

Thank you for your letter of March 4 in which you inform us that two errors totalling £195
were made on our February statement.

We would like to apologise for these errors, which were due to an oversight. Meanwhile, we
enclose another statement for February which shows the correct balance of £1,155.

Once again, please accept our apologies for any inconvenience caused.

We look forward to hearing from you again.

11 Crisis management

Linking ideas Ss look again at the language of contrast and addition, as in the Language review section
on page 96.

1 Although they managed the crisis badly, their reputation was not damaged.

Despite/In spite of the fact that they managed the crisis badly, their reputation was not
damaged.
They managed the crisis badly. However, their reputation was not damaged.

2 The airline was accused of incompetence although it reacted quickly to the crisis.

Despite reacting quickly to the crisis, the airline was accused of incompetence.
The airline reacted quickly to the crisis. However, it was accused of incompetence.

3 Although the rescue team showed efficiency and compassion, it was criticised by the media.
Despite showing efficiency and compassion, the rescue team was criticised by the media.
The rescue team showed efficiency and compassion. However, it was criticised by the media.

4 The passengers were not angry although the cruise was cancelled after just a few hours.
The cruise was cancelled after just a few hours. However, the passengers were not angry.
Despite/In spite of the fact that the cruise was cancelled after just a few hours, the
passengers were not angry.

5 Although every service failure is different, some basic principles can assist in recovery.
Despite/In spite of the fact that every service failure is different, some basic principles
can assist in recovery.

Every service failure is different. However, some basic principles can assist in recovery.
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Unit B Revision |

@ This exercise relates to the article Keeping your client relationship afloat, in the Reading
section, on page 94.

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

12 anagement styles

(UL © These activities look again at the negative prefixes in the Vocabulary section on page 101.

indecisive
inefficient
uninspiring
illogical
disorganised
irrational

decisiveness
efficiency
inspiration
logic
organisation
rationality

irrational
uninspiring
logical
organised
indecisive
efficient

AV W NERERAOANVNDWNR g OVEEWNR D

@ Sswork further on the text reference ideas introduced in the Language review section,
page 104.

Alex Magee, Chairman of Logonet, attended a meeting of the non-executive directors to
discuss their draft interim results. After that, he went on to Brentford Business School to
deliver a lecture on career management, which has been one of his passions since 2002.

It is in the summer of that year that he was asked to design and deliver a course on that topic
at Mannheim College of International Management. He has been senior honorary visiting
fellow at the college ever since.

In addition to those European academic activities, Brian has also delivered lectures on career
management at Harvard.

All those lectures eventually led to ‘Human Capital’, published last week by Omega Books.

13 Takeovers and mergers
@ This exercise looks at the general theme of the unit.

ON ANV W NR
Q0o oo T 0o
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| Unit B Revision

® Ask Ssto look again at the Language review section on page 112 before doing this activity.

1 deal 2 seek 3 unveil 4 split 5 backing 6 probe

14 The future of business |
- VLELTNETT  ©  Ss look again at adjectives used to describe the future. Refer them to page 117.

1 bright 2 rosy 3 promising 4 brilliant 5 dire 6 dreadful
7 worrying 8 uncertain

AL LULINEE @ Refer the Ss to the Skills section on page 121.

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

130

m

m oo mmdmdD DD DD O DD DD



	Unit 1 Communication
	Unit 2 International marketing
	Unit 3 Building relationships
	Unit 4 Success
	Unit 5 Job satisfation
	Unit 6 Risk
	Unit 7 e-commerce
	Unit A Revision
	Unit 8 Team building
	Unit 9 Raising finance
	Unit 10 Customer service
	Unit 11 Crisis management
	Unit 12 Management styles
	Unit 13 Takeovers and mergers
	Unit 14 The future of business
	Unit B Revision

