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4 Unit1

1 The business environment

Start up

A ) L .
‘/ /ﬁ({/ ;s; Yo s
' 2

lam good at

problem-solving. 0
I like dealing with
people. ]
o G
- | am good at dealing ]

Iam not very good at
with money. [J Al

lam good at
research. [J

. organizing information. [

|

2 Compare your answers with your partner.

EXAMPLE
A Ienjoyteamwork. What about you?
B No,Idon'tactually.Ilike being independent.

Markus

Buyer of luxury leather goods

1 Do the questionnaire. Put a tick (v) for ‘yes’ or a cross (X) for ‘no’.

n

What kind of person are you? What's the right job for you?
Find out with this questionnaire.

I like being independent.
a

I don't like working

I like travelling and
under pressure. [J meeting new people. CI

Idon't mind doing

EEtRaaon ) routine activities. [l

3 Read the texts below about Chloe and Markus, and
answer the questionnaire for them. Put a question
mark (?) when there isn't enough information.

Chloe

Exhibition organizer

I work for a department store. My

office is in New York, but | travel a lot.

| love travelling and | spend a lot of

time in Italy and Morocco. | enjoy meeting

new people and seeing the new styles.

" |love the challenge of getting a good

- contract for my company, negotiating a

good deal.| spend a lot of time on my own,

but that’s not a problem as | enjoy being
. independent. In fact,I'm not a great

£+ team worker.| don't really like the

routine paperwork when | get
back to the office - but it
needs to be done!

I really enjoy my job. | love working
under pressure and | like dealingwith ™%
people.The other thing | reallyenjoyis ¥ -
problem-solving. And when you

organize an exhibition, there are always ’

lots of problems to sort out! | enjoy
working as a team, but | hate N ,
dealing with money. | wasn't

good at maths at school, but
it's a part of the job,and | have
todoit. Sometimes | work in
the office, but I'm really not
an office sort of person.

I hate the routine!
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#

In this unit

@ talking about what you're good at and what you like
® Present Simple

® describing what people do at work

@ saying numbers

@ introducing people

e Language spot
Present Simple

® We use the Present Simple for facts
I enjoy teamwork.

My company makes furniture.

They don't work well under pressure.

Read about Markus again and underline examples of
the Present Simple.

®» We can use certain verbs in the Present Simple
(e.g.like / love / enjoy / be good at / don’t mind /
hate) with an -ing form.

Ilike organizing information.

You're good at working in a team.

She doesn’t mind doing routine activities.

Read about Chloe again and find phrases with like / love /
enjoy / hate +-ing.

» Goto Grammar reference p.116

1 Choose three jobs from A. Use phrases from B to write

five sentences about each job.
EXAMPLE
A bank clerk deals with money and meets people.

A

bank clerk computer operator
database administrator personal assistant
market researcher secretary

sales representative

B

ask people questions doresearch
arrange meetings travel

deal with money organize information
meet people make phone calls
send emails and letters use a computer
attend meetings write reports

sell products

In pairs, compare your answers.

EXAMPLE

A What does a personal assistant do?

B He makes phone calls, arranges meetings, and sends
emails and letters.

3 Now write sentences as in the example.
EXAMPLE
Jacob / © travel / @ organize information
Jacob likes travelling, but he doesn't enjoy organizing
information.
George/ © work in a team / ® do routine activities
Stephanie/ © deal with people / ® deal with money
Lauren / © doresearch / @ solve problems
Andy / © use technology / @ be creative
Rachel / © meet new people / ® work under pressure

v W M

Vocabulary
Form jobs from these words.

buy administrate organize operate research
train design control ~ manage

EXAMPLES buyer administrator

Reading

1 Work in groups. Discuss the questions.

DO YOU EVER...

o send private emails?

@ text your friends?

@ do homework for another lesson?
® gossip?

@ surfthe Net?

@ read books or magazines?
e doodle?

® sleep?

@ listen to music?
e look out the window'
® eat?
o flirt?



?

£2 .Smillion

Cost to UK companies of staff surfing the Net

Z Read the text and answer the questions.

1

UDNgMIs

How much time each day do UK office workers
spend not working?

What's their most popular non-work activity?
How much time each day do they spend using the
computer for non-work activities?

What percentage of Italian office workers flirt in
the office?

e

OW do office workers spend their day?
Well, they work of course, but they also
find time for other things. A recent report
reveals that UK office workers spend

about an hour and a half a day on personal business.

They spend 54 minutes gossiping, 16 minutes
flirting, 14 minutes surfing the Net, 9 minutes
emailing friends and family, and 3 minutes
shopping online.

Surfing the Net in office time for personal
reasons is common throughout Europe. Nearly half
of workers in Italy, the UK, and Germany confess to
visiting sites for holidays and finance when they
should be working. In Italy, 4 out of 10 office workers
flirt in the workplace and 1 out of 3 employees sends
and receives text messages on their mobile during

their working day.

5 What do some employers do to reduce ‘absenteeism
in the office’?

6 What do some employers do to make their staff
happier at work?
3 Work in pairs. Discuss the questions.
» Did anything in the article surprise you?
» Do you consider these activities to be ‘time-wasting'?
Imagine you are the manager of a company. What
would you do about these activities?

PR 18— ol doi s

‘ Unsurprisingly, employers are not happy with

this ‘absenteeism in the office’. Many companies use

filters to prevent surfing, and even turn off coffee

machines to prevent gossip. In Milan, a worker who

regularly surfed unsuitable sites was suspended for
ten days.

‘ But is the best solution to stop workers socializing
and surfing the Net? After all, you don’t stop thinking

‘ about work when you go home, and your private life
doesn’t stop when you go to work. A study of the best

‘ employers in the UK says that laughing with
colleagues, socializing, and having fun creates a
workplace where staff work the hardest! One
successful company has a room with perfumed oils
and music, where staff can relax. Another offers

‘ games rooms and satellite TV. It seems that only

| motivated workers give 100% attention to their jobs. ®




dot-com

® (adj) relating to business

done on the Internet

® (n) a company which sells
products or services on the

Internet
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Listening

1 @y Listento Maria, a customer sales assistant,
describing how she spends a typical day. Tick the
activities she mentions.

O write letters O keyindata

O send emails O write minutes
0O dofiling O fillin forms

O surfthe Net 0O send faxes

O have meetings O gossip

O make coffee
O book meeting rooms
O distribute the post

O write reports

O speak to customers
O arrange travel

O fillintime sheets

2 () Listen again and decide if the sentences are true (T)
or false (F).
1 Maria makes a coffee before her morning meeting.

2 Inthe morning she meets people from all over
the world.

She has to make a lot of phone calls in her job.

She doesn't like sending faxes because it’s boring.
She surfs the Net five or six times during the day.
She has tofillin a time sheet at the end of her day.

LA R

Company profile
Amazon.com

1 Discuss the following questions with a partner.

» Where does your family buy books, computers,
flights, food?

» Doyou buy things on the Net?

e What are the advantages and disadvantages
of e-shopping?

2 Now read about Amazon.com. Student A reads the text
on this page, and Student Breads the text on page 112.
Then cover the information and ask your partner these
questions.

Student A's questions

» How many people work for Amazon?

@ What are some of Amazon's key features?
o How does it manage all the data?

» Does anything ever go wrong?

¢

Amazon.com

Amazon.com is a website where millions of customers
in over 200 countries can buy a wide range of goods
online. They sell both products and services. These
include books, CDs, DVDs and computer games,
clothes, computers, mobile phones, cameras, and travel
services. You can also rent DVDs. This amounts to tens
of millions of items. The company is based in Seattle,
in the United States, but it hasan
international division with
localized languages, products,
and customer service. Amazon
doesn’t have just one website, but
six global websites,

3 With your partner, read the two texts again and
translate the following key terms into your own
language. If necessary, use a dictionary,

1 range

customer service
secure payment
product flow

v WM

to update

Project

1 With your partner, write five questions about a

well-known company.
EXAMPLE
Apple Mac
What type of company is it?
2 Goonline and research the answers to your questions.

EXAMPLE
It's one of the world’s leading computer manufacturers.
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I'm studying business at
college.| want towork in an
international company. It's
really important to get a good
business qualification. Knowing
English nowadays is essential.
Keiko Sato

If youwant to get a job you
must have lots of contacts. it's
not what you know - it's who
you know,

Enrique Rivero

Vocabu
Numbers

1 Wwith your partner, decide how to read these numbers
in English.

513 2,892 %3 9.56

2 (p Listen and write out the numbers as you hear them.
1 saying numbers
250
5789
2 saying fractions
Y2
3a
3
3 saying decimal points
3.5
15.06
7.96

Pronunciation
Numbers

1 ) Listen and circle the numbers you hear.
115,000 150,000

19 90

15 50

13.5 305

14 40

2,317 2,370

o

= o oL N

2 Workin pairs. Each student writes

two fractions

two decimals

two numbers containing 11-19

two numbers containing 20, 30, etc.
two very big numbers

® & 92 9 @

Dictate your numbers to your partner. Write your
partner’s numbers.

9to5
Meeting people

1 It's Lisa Scacchi’s first day at Alchemy Advertising.
What do you think is happening in picture 1? Can you
guess the conversation?

=

e el

2 () Listen and check.

3 (9 Inpicture 2, Richard introduces Lisa to Sara Parkes.
Who says what? Write R, L, or S next to the expressions.
Expressions

Sorry,Richard. ______

No problem.

Haveyou gotamoment? ______
I'd like you to meet Lisa Scacchi, my new PA.

This is Sara Parkes, our Accounts Manager.

(o TL™ . TN ST TS T R

Pleased to meet you.

7 It's nice to meet you, too.

4  Now listen to Richard introducing Lisa to Joe
Abrams. Why is Lisa surprised?




Speaking

Work in groups of three. Two of you work in a company.
One of you is a visitor. Student A go to p.108, Student B
goto p.112,and Student A go to p.115.

R e e Sy S

Which of these are the three most important for you
in your situation?

< Getting onin business
e Learn more than one language.
Get a business qualification.
Network with family and friends.
Read business magazines and business sections
innewspapers.
® Tryto get work experience in an office.

e & @

Discuss your opinions with a partner. With your
partner, add two or three of your own suggestions.

Writing
A friend is looking for a job in your field. Complete the
following email. Explain to him / her about your job

(you can choose one), the company you work for,and
the essential qualities needed for the job.

CEEESS— T
__Eile_Edit View Insert FEFm?l Tools Actions  Help = Al
D@ Ssm[B 06 %[ L]y |Boms B

Al

Hi

I got your email this morning. Great to hear from you again,
and congratulations on finishing your diploma at last!!

You wanted some info on my job. |work for... I'ma...

| start work at ... My main responsibilities are ... The best thing
about this jobis...

Good luck!

ITIE DUSINEsSs environiment v

ﬁ

Checklist

Assess your progress in this unit.
Tick () the statements which are true.

I can talk about my strengths and
weaknesses

I can describe what people do as part of
their jobs

I can ask for and give basicinformation
about a company

| can introduce people

B |
Key words

Verbs
attend
deal with
employ
fillin
keyin
research

Jobs

bank clerk

database administrator
market researcher
sales representative

Nouns

customer service
database
manufacturer
product

range

Look back through this unit. Find five more
words or expressions that you think are useful.
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2 The company

Startu p 2 Matchthe departments (A-G) and descriptions (1-7).
: ; 1 Itdeals with billing, salaries, taxes, investment,
Work in pairs. You want to set up a company to develop and budgets. D

and produce a new type of MP3 player. What different

people do you need to employ? Make a list. 2 ITtisresponsible for advertising and market

research. It organizes the selling of the

EXAMPLE products.

You need people to buy raw materials.

You need people to sell the product: 3 It produces the finished products.

4 Itdeals with staff and is responsible for recruiting

and training.

Voca b u Ia l‘Y 5 Itorganizes the maintenance of the buildings,
including office space.

1 Work in pairs. Discuss what you think these people and
departments do. 6 Itisresponsible for the computer systems, and
trains staff in computer use.

EXAMPLE
Ithink the Purchasing department buys things the 7 Itisresponsible for buying the materials the
company needs. company needs to make its products.

i '8 Human Resources | c| IT (Information Technology) (D] Finance

[a ] Facilities

LG‘_LS les and Marketing

Production
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In this unit

® talking about the different departments in a company
® e-commerce

® Present Simple v Present Continuous

® making and answering phone calls

@ talking about time management

Listening

1 &) Listento Montse and Kenichiro talking about their
jobs, and complete the sentences.

A1 T
- \ Ly

7 M [_].I 1tse
o you work?
ng to be a Human Resources officer for a car

 are you working on?
-l 1 to prepare an advert for a vacancy in
artment. I'm writing the 250
3the right candidates. My manager
_*my work, of course. | only started a few

fashion buyer for a chain store.
epartment. I've only been in

£ 'mworkingina

pe! ienced buyers
1 ____ *putI'menjoyingit.We're
_ *buyingfornextyear's spring season—it’s
great knowing what next year's 1©are
going to be!

2 Work in pairs. Discuss the jobs of Montse and Kenichiro.
Which one would you prefer to do? Why?

e Language spot
Present Simple v Present Continuous

Complete the rules with the names of these tenses:

Present Simple

Present Continuous
® Use the to talk about
situations that exist over along period of time and
repeated actions.

I'work in the Purchasing department.

o Usethe to talk about things
that are happening now or for a limited period of time.
I'm helping to prepare an advert,

We're buying for next year’s season.

I'm training to be a fashion buyer.

» Goto Grammar reference p.116

Complete the letter Sean is writing to his friend about
his new job. Use the appropriate form of the Present
Simple or the Present Continuous.

|| Bfe Edt View Inset Fomal Tools Actions Hslp l

DSy DRI I BO ) [y [Dowe 3

Dear James

| 'm not eating ' (eat) in the company restaurant

today. | 2 (have) a sandwich at my desk

and | 3 (write) to you. At the moment

| 4(work) herein London. It's great

because | 5 (improve) my English and

Il %(learn) new skills at the same time. "

| 7(notstay)ina very nice flat but it W
8 (be) cheap. Ell

The company 2 (export) toys and games |

all over the world. Atthemoment! W

(work) on a contract for Australia.

| 1 (finish) work at about 5 o'clock.

| 2 (have) a great time in the evenings!

| usually 13 (eat) out with friends aag ]
¥4 (go) 1o clubs. | atways

(spend) too much money though! ||
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e-words!
e-books
e-business
e-cards
e-market
e-museum
e-ticket

Reading

1 Read the introduction to the article. Then with your
partner, discuss how we use the Internet in business.

E-commerce

EXAMPLES emails

,:l b

Electronic commerce
(e-commerce) is the buying
and selling of products and
services on the Internet
instead of using shops,
phones, faxes, and letters,
It creates opportunities for

companies to sell more and to

improve customer service. It
also gives customers greater
choice.

booking flights

advertising

R T

of e-commerce.The first is
Business to Consumer (B2C) -
the consumer buys goods or
services from a company on
the Internet. Many

| consumers now buy books,

music, or tickets on the
Internet. The second type of e-
commerce is Consumer to
Consumer (C2C) - people sell
and buy directly on sites such

Lo
! g u

Business to Business (B2B) —
commerce between
companies. They use the
Internet to order goods, get
services,and manage their
business. It is fast and
efficient.

In the past, the car
manufacturers Ford ordered
thousands of parts from
hundreds of different
companies. They told the
suppliers which parts they
wanted and the supplier sent
a proposal to supply them. It
was a long and expensive
process. These days, Ford uses

| special B2B electronic

exchanges to order their
parts and then the suppliers

| putin electronic bids for the
job.This process is much
quicker and cuts costs.

! Companies don't need large

Purchasing departments and

suppliers have to cut their

prices to be competitive.

So which parts of the world
are most ‘e-active’? Europe is
number one, the US comes
second, while Hong Kong is
the biggest in Asia-Pacific,
particularly in e-business
services. In fact,in 2006,
Europe’s three major markets
—the UK, Germany,and
France—carried out around
25% of their sales online. This
figure is increasing from year
toyear.

There are three maintypes | aseBay.The third typeis ‘

3 Readthe article again and decide if the sentences are
true (T) or false (F).

2 Readthe article and match the definitions to the terms.

1 order — a buying
2 supplier i b aprice that a company 1 Electronic commerce uses phones and faxes to do
L offers to do work or supply business.
parts for if it wins the order 2 B2Ciswhen a consumer and a company do business
3 bid "~ ¢ torequestgoods froma together.
company 3 B2Bis when private individuals sell or buy things on
4 costs a person or organization the Internet.
that provides goods or 4 Fordused B2Binthe past but didn't get good results.
services
5 purchasing the amount of money 5 When acompany uses B2B they save money and

spent on running a business

time.

6 A quarter of all European business is done online.
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call centres inbound calls
Large companies often havecall ~ Some call centres deal with
centres—open-plan offices with  customers who call for

trained staff talking on phones information or help.
to customers. Many English- outbound calls
speaking businesses locate Some call centres try to sell
their call centresin India products or services to the
because costs are lower. public by phoning them.
4 Complete the sentences with the words from 2. Call centre
1 David, the budget is only €12,000 for this project. .
Please be careful with the : Makmg acall
2 T'dliketo______fifteenofficedesksandchairs & Listenand complete the dialogues.
from the New Dawn range.
3 AGD Construction putina of
€120 million to build the stadium.
4 We have found an excellent in Spain
for our engine parts.

5 Beamish Electronics have appointed a new buyer to
their_  department.

5 Discuss the advantages and disadvantages of

1

SRS Switchboard Hello.
oy v Jamie Hello, is that Euro Style?
STANES Switchboard YesHow___ 1lhelpyou?
Y?u i e Jamie Could1 2to Ms Archer, please?
disadvantages j X
f needs q big 1T department Switchboard Holdona_ 3 andI'llput
you through.
Jamie Thanks.
Pronunciation 2
Phone numbers Ms Archer Hello, Sales Division.
' Jamie OhhelloIs______ 4Ms Archer?
1 ) Listen and repeat the telephone numbers. MsArcher  Speaking.
Jamie Hello, my name’s Jamie Saunders.
1 07 488 75082 3
Carol Hello,___ SisCarol Black callin
2 03581 552647 from Tempus Holdings. Is Mrs Chatto ing
; 0044 208 8943326 i e
Secretary I'msorry,butshe’s _ "ofthe
4 0039 055 292647 office today. She’s back tomorrow.
Carol Oh. OK, I'll call back then. What's her
extension i

Secretary 4562.
2 @y Listen tothe phone numbers again and answer

the questions. Expressions
1 How do yousay two numbers that are the same, Could I speak to Ms Archer, please? I'll put you through.
e.g.88? Can | speak to Mr Rossi, please? I'll call back tomorrow.

2 There are two ways to say 0- what are they? Can | take a message? I'll pass on the message.

3 How do you group six-figure numbers? And seven-

figure numbers? Spea kil‘lg

3 Work in pairs. Invent five phone numbers and dictate Work in pairs. Make phone calls. Student A go to p108.
them to your partner. Student B goto p.112.
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internship

a period of time, usually a year
or less,during which a graduate
waorks in a company or public
organization without getting
paid.They are supervised and
trained,and learn about the job.

induction (n)

the process of training
somebody in a new job
orintroducingthemtoa
new company

it’s my job
1 Before youread, discuss these questions with
your partner.

» What are the biggest supermarket chains in
your country?

# What dothey sell apart from food?
2 Read about Daniel and answer the questions.

1 Whatdid he doin China?

2 Whatdid he do during the induction period
in Spain?

3 What department did he work in after that?

4 Whatdid he learn from his work experience?

ST T e T e N R 1 el L
Daniel Deroche

Age:23

Nationality: French

Occupation: Marketing student

Work experience: the hypermarket chain, Carrefour

What was the first company you worked for?

Iworked for a Carrefour hypermarket in China doing a
three-month work experience.Iwas a shelf supervisor.
It was extremely interesting so I signed up for a second
internship.

Where was that?
This time it was in Spain, near Madrid.I had a one
month induction period and I helped to set up the
wine section. Then I joined the Wine department.
I'was an assistant to one of the
sales managers and my job was
to negotiate with the suppliers.
Ialso had to prepare and take
part in meetings.

Did you find it useful?

Ilearned a lot about marketing
technigues and how a large
organization works. It was an
experience lintend to put to good

use during my next course of /

studies in wine-growing. )

3 Workin pairs. Discuss these questions.

» Would you like to work in supermarket
management? Why? Why not?

» Would you like to work in the food and drink
industry? Why? Why not?

o S . 9 LN T T 7 (LR s v
Business know-how

1 Before you read Business know-how, work in pairs
and discuss these questions.

Do you find enough time for your work?
Do you ever complete tasks late?
Do you wish you had more free time?

o How to manage your time

® Make alist of all the tasks. Then decide if their
deadline is urgent or not.

@ Prioritize the most important task.

e Asyoufinish a task, cross it off your list.

® When you complete a task, move on. Don't be
a perfectionist.

e Concentrate on the task you are doing. Don't
be distracted by emails and text messages!

@ Find a place to work that suits your
working style.

~ Work in pairs. Discuss the suggestions. Which do you
think is the best one? Do you do any of these things
already? Do you have any other ideas?

Sy @
Writing
T Read the web page and answer these questions.
1 Whatisthis page of the website for?
2 What does the company do?
3 Which departments do you find in most companies?
4

Which departments are specific to this sort of
business?
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“

We are a medium-sized local printer. We do all sorts
of printing jobs ~large and small. We aim to deliver
a quality product on time at competitive prices. We
provide a personalized service to all our clients.

e Customer Care department
we talk to clients and take the orders

@ Purchasing department

we buy paper, equipment, machinery, and supplies

e Design department

we provide a design service

o Printing department
we print materials and bind books

e IT department
we look after the computers

o Delivery department
we deliver the final product to the customer

2 Now write a web page for your school or company.

Include
a short description of the school / company and
what it does
» alist of departments with a short description of
what each one does.

Project

Work in pairs. Go to the internet site of the mobile
phone company Orange and find out what you can
about its departmental structure. Make notes.

Checklist

Assess your progress in this unit.
Tick (/)the statements which are true.

I can describe what the different
departments of a company do

I can make and answer phone calls

| can write a description of a company for
aweb page

oo o T
Key words

Departments

Customer Care

Facilities

Finance

Human Resources
Information Technology /IT
Production

Purchasing

Sales and Marketing

Nouns
chain store
internship
supplier
vacancy

Verbs
manage
negotiate
organize

Look back through this unit. Find five more
words or expressions that you think are useful.
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Start up

1 Read the article and decide on a title for each one.

1 Passport control
2 Nocredit
3 Tunneltrouble

4 Motorwaymadness

Travellers’ tales

-
A

Last year | was on my way
to a job interview. It was in
London and | took the
Underground. The train
stopped in a tunnel for 45
minutes. | couldn’t call

the company because mobile
phones don't work
underground in the UK.

| arrived really late and it
didn’t make a good
impression.

Hannah

About a month ago | had an
appointment with one of our
suppliers. | decided to drive
but there was an accident on
the motorway. | was stuckina
fic jam for about three

urs. There was nothing

| could do. And, of course, the
in my mobile

B
C

Two years ago | had an
important meeting in Madrid. |
booked an early flight because
| hate being late,

but when | got to the airport
my flight was cancelled.

| arranged a meeting for the
next day and booked a flight
for the afternoon. However,
when | checked in | realized

| didn't have my passport!
What a disaster!
Samra

e
D

Last month | flew into New
York for a meeting. | tried to
get a taxi from Kennedy
Airport to our office in New
York. Unfortunately, | didn't
have enough dollars on me
and they don't take credit
cards. | found a cash machine,
butitdidn't accept my card!
It was a nightmare.

Daniel

2 Workin pairs. Read the article again and decide which

one was

» the worst journey
o the funniest experience
o the most stressful journey
the most embarrassing experience

Work in groups. Tell each other about a difficult journey.
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#

In this unit

® talking about the past

® Past Simple

® apologizing

@ completing a hotel booking form

e Language spot Vocabulary

Past Simple 1 What happens in each part of the airport? Match 1-7
e We use the Past Simple to talk about things which s o)
happened in the past. 1 security control a yougo heretoboard
Iwent on a business trip to New York last year. your plane
Iwrote a letter to the supplier. 2 passport control b you collect your luggage
Ididn't see you in the office last week. aftera flight

- » We often use the Past Simple with time expressions 3 duty free shop ¢ youwait for information

< like three years ago, last month, yesterday, etc. about your flight
- . " el 4 baggagereclaim d youand your things go
il Travellers’ J
e Underline the time expressions in Travellers'tales. through a metal detector
il The Past Simple of some verbs is irregular. 5 gate e you show your booking
go—-went come-came take—took confirmation or ticket and
Find examples of irregular verbs in Travellers'tales. leave your luggage
Write the base form for each one. 6 departurelounge f youshow your passport
EXAMPLE was-—be and visa
» Go to Grammar reference p.116 7 check-in g youcanbuy cheaper goods
Jack Clark is going to Madrid for a meeting, Write 2 Tick (v) the things you did last time you travelled for
sentences about his trip in your notebook. business or on holiday.
EXAMPLE catcha train/airport O getaplane O buy something at
He caught a train to the airport. O catchabus duty free
- . O getataxi O miss a connection
1 arrive attheairport/7.30 a.m. O goby car O atrive Iate
2 checkin/atzoneB O do some work O arrive early
3 go/through security and passport control / 8.00 a.m. O listen to music O wait for your luggage
4 wait/ departure lounge / an hour 0 read a book O use a suitcase with
O call someone on wheels

5 gotogatel6/toboard the plane your mobile O takealaptop
6 takeoff/9.45am. O wait O wear a rucksack
7 land/ Madrid O take your passport O buy something to eat

3 Work in pairs. Ask and answer questions. Continue the
conversation where possible.
EXAMPLE
A Did you get a plane?
B VYes, Idid. /No,1didn't.
A Wheredid you go?
B Iwent to Paris.
A Onthejourney, did you do any work?
B Yes, Idid.
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Asystem of starsis used to small refrigerator (minibar)
indicate the quality and services ~ with snacks and drinks and

of a hotel. Most three-star toiletries (soap, shower gel,
hotels offer a room with a bed, and shampoo) in the bathroom.
wardrobe, and usually an en Breakfast may be included

suite bathroom.There is often a orextra.

9to5 3 ) Look at picture 2 and listen. Tick the expressions
o that Lisa and Richard use.
Apologizing

Expressions

1 Lookat the pictures. What do you think has happened?
How does Lisa feel?

O I'mvery sorry ... O it'll never happen again.
O I'msosorry ... O | promise...

O | feel really bad about it. O That's OK.

00 Don’t worry about it. O It doesn’t matter.

Speaking

Work in pairs. Student A goto p.108.
Student B gotop.112.

" ARENA bOtTel
OUBLIN

Relax in our comfortable

luxury hotel
e all standard rooms are en suite, with interactive TV,
2 () Look at picture 1and listen. Number the events in minibar, hairdryer, direct-dial telephone
Lisa's story. e Wi-Fi hot spot - wireless high-speed internet
caughtabus__ access in our Business Centre
e non-smoking rooms available

rantotheoffice o first-class restaurant
missedatrain ___ e free car parking
wenttobedlate _1_ e two conference rooms available
waited ina trafficjam ___

triedtogetataxi __
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en suite rooms O O
non-smaking rooms )
continental and Irish breakfast [J
direct-dial phones O
internet access in bedrooms

™

hairdryer

minibar

restaurant

2

Friendly and efficient service
for a memorable stay in Galway.
Our gardens offer a tranquil
oasis.

@ fully equipped rooms - hairdryer,
TV, direct-dial phones, tea and
coffee-making facilities

@ Irish and continental breakfast
@ internet access in each room

T free on-site parking

Rooms from £52

| Ideal setting for conferences
and seminars

|
O
d
trouser press ]
O
|
free carparking O

O

conference facilities

Reading

Read the adverts and answer the questions.
Which hotel ...

1 hasanexcellent restaurant?

has gardens?

has a swimming pool?

is best for someone arriving by train?

Vi W N

is best for a conference?

Complete an internet review of each hotel. Tick (v)
the things the hotels have and cross (¥) the things they
don't have.

Arena Shamrock Paradise

|| el e e R e e =
o T con (1 1 ST o At S 1 o B o (O |

3 Work in pairs. What are the five most important

qualities for a business hotel? Write them in order of

importance.

EXAMPLE

A Ithink a business hotel needs to be near a station
orairport.

B Iagree. But it also needs to be near the business areas

of a city.

Speaking

Work in pairs. Take it in turns to be hotel receptionists
and callers. Student A go to p.108, Student B go to p.112.
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transport or transportation UK road traffic UK airports
the movement of people or <1is ski's
goods from one place to 9 mI”IOﬂ 3 ml|||0n
another—derived from the number of vehicles 1961 number of passengers 1953
Latin trans (‘across’) and
portare tocarry). 31 million 200 million
number of vehicles 2003 number of passengers 2003
Company profile Project
bmi 1 Goonline and research another airline. Try to find the

ti in2 )
1 Workiin pairs, Discuss answers to the questions in 2 Company profile

2 Write up your report in the form of questions
and answers.

o theairlines you know

e what you know about them, e.g. how successful
they are

@ how people buy tickets.

2 Read about bmi and match the questions (1-7) to the
answers (A-G).

What services does it offer?

How successful is it? What do you never travel without?

1
2
3 How many destinations does it fly to? What's the difference bety =N p ] - 0
4 Whoownsit? holiday and for a business trip?
5 Who are its top competitors? 2 Travelling tips
6 How bigisit? e Travellight - pack half the clothes you first
‘o thought of.
¢ eSS ® Checi the weather forecast before you go, but
3 Find words or expressions which mean always take an umbrella.
1 partof acompany’s capital owned by an investor ® Pack necessities in your carry-on bag just in case

your suitcase doesn't arrive.
e Carry healthy snacks and a bottle of water.
e Take analarm clock. Don't rely on the hotel’s
wake-up call.

2 money lostin business

3 money a company earns after expenses, taxes,
investment, etc.

4 prizestorecognize performance

arriving and leaving on time 2 With your partner discuss the tips. Think of two more tips.

bmi (@ritish Midiands Airways
Limited) is the UK’s second largest
full service airline (British Airways is
number one). It has an operational
base at London Heathrow. It also
operates a budget carrier called
bmibaby.
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Writing

Your colleague needs you to book a hotel for him. Read his

email then complete the hotel booking form below.

| Fle Edit View Insert Format Tools Actions Help

Erom... ||john.conrad@perfectworld.com Sent:

L oo x

B @S 2m[B 081 4|y Qomws @

To.. |[rthomas@nbl.co.uk

subieet:  |Dublin conference

Hi

Could you book me a flight to Dublin on April 14 please? | need to stay
for two nights, so I'll need a hotel as well, with a double bed —it's just
me going, but | can't sleep in small beds. And remember I've given up
smoking! I'm at home in Manchester, so could you send the tickets to
156 Buzan Road, M3 2PB, please? If there are any problems, you can
reach me on 0161-962 5494, Thanks, and see you next week.

John

2

Heron Lodge, Dublin

Check-in date

__:_IJ A2

c|n c|>

Check-outdate — =/ --

No. of rooms No. of nights Guests per room

Room preferences

double double - sole occupancy

smoking non-smaoking
Beds double twin no preference
Personal details
Title Mr Miss Mrs Ms
First name
Surname
No. of house Street name
Town / City
County/ State Postcode / Zipcode
Country

Tel. no. Email address

Checklist

Assess your progress in this unit.
Tick (v)the statements which are true.

I can talk about the past
| can make apologies

| can understand hote! advertisements
and ask about facilities

B
Key words

Air travel
baggage reclaim
budget airline
carry-on bag
check-in
departure lounge
gate

passport control
security control

Hotel
ensuite
room service

Business
award
losses
profit
share
turnover

Look back through this unit. Find five more
words or expressions that you think are useful.
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Start up

Look at the pictures and list of sports.
Which ones are popular in your
country?Are there any sports that are
only played in your region or country?

Traditional sports Action sports
volleyball surfing

rugby skiing

baseball snowboarding
running inline skating
aerobics mountain biking
fencing windsurfing
football canoeing
basketball skateboarding
tennis mountain climbing
judo BMXracing
boxing

Listening 1

1 ) Listen to the people talking about their favourite
sports. Write the names of the sports.

1
2

2 ) Listen again. Why do they enjoy these sports?

3 Workin pairs. Ask and answer the questions about you
and sport.

This sporting life -~

O OO~ L WN -

Y
o

What sports do you do?

Why do you do them?

How often do you do them?

Do you prefer team or individual sports?

How important is winning to you?

Do you wear any special clothes
or footwear?

Do you buy designer brands \__‘

or cheaper brands?
Do you support a team?

Do you ever travel to
sporting events?

Do you have a favourite ,’
sports star?
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#

In this unit

® talking about experiences and skills
® Present Perfect v Past Simple

@ making polite requests

® writing a simple letter of application

L]
Reading
Work in groups. Think about all the industries and jobs
associated with sport. Make a list.

EXAMPLE

teams and clubs personaltrainers journalism
Read the article. Add industries and jobs to your list.
Read the article again and match the headings with
the paragraphs.

Sponsorship

The media
Event organization and tickets

Location

Clothing and equipment

Education and training

SIRIORTE =TS

4 The article contains expressions about size and
quantity. Find what is being described
a growing market

awide

amajor
substantial
significant

enormous

5 Work in pairs. What are the main employment
possibilities in sport in your town or city?

EXAMPLES
There are three big gyms.
There’s a city football club.

BIiGI BU/STINIESS
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e Language spot
Present Perfect

Read and complete the rules with these words and
expressions:

result indetail ingeneral

® When we talk
often use the Present Perfect.
I've studied management and sport psychology.

about experiences we

» We also use it to talk about things that happened in
the pastthathavea inthe present.

Our business has sold hundreds of tickets for today’s
match.

Present Perfect v Past Simple

® We use the Past Simple when we talk

about an experience, especially with time expressions
such as ago, last week, in 2003.

Istudied sports at university and left in 2004.

When we ask people about their lives we often use
Have youever...?
» Goto Grammar reference p.117

T Answerthese questions.

» Have you ever been to a big sports event?
YesThave. 00 No,I haven't.O0

When did you go? Did you enjoy it?

» Have you ever met a famous sportsperson?
Yes I have. 00 No,l haven't. O

Who was it? Did you speak to him / her?

» Have you ever played in an important competition?
Yes I have. 0 No,I haven't. O

What was it like? How did you do?

» Have you ever injured yourself playing sport?
YesIhave. 00 No,T haven't. O

What did you do? Was it serious?

2 Now work in pairs. Ask and answer the questions.

3 Write questions and answers.

EXAMPLE
Has your computer ever got a virus?
Yes, it has. It got one last year.

1 your computer /get a virus? Yes / last year
2 you/send an email to the wrong person? No

3 you/ travel to a foreign country on business?
Yes / Kenya / six months ago

4 your company / send you on a training course? No
5 you/book a flight online? Yes / yesterday
6 you/attend aconference? Yes/Tokyo /2005

4 Complete the email with the verbs in brackets, Use
either the Present Perfect or the Past Simple.

—|Bjx
|| o Edt wew insen Fomst Tools Actons e [
| Bec@ S| ®m[E 8 6|1 4[v]|Bome F

gom.. |[Josh Akers Sent

B |[Emily Wu

sujece | Dad week]
Dear Josh E
I'm writing this before | go home for the weekend.
I've had (have) a terrible week. | 1(make)
a serious mistake, | 2 (miss) a meeting
and | 3 (lose) some really important things.
What a disaster!
On Monday | 4 (be) late for an important
meeting. On Tuesday | 3 (forget) to send
an email to a client in New York. On Wednesday
| 5(download) a virus onto my computer.
Yesterday we 7(have) a working lunch in
a local restaurant. you ever 8 ’
(eat) jellyfish? | 9 (feel) terrible all
afternoon. And today | can't find my tickets for tonight's
match. So that means I'm in big trouble with Steve.

you ever 10 (have) such a
bad week?
Emily
ol
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At summer camps, campers can
do a wide range of sports. They are
often in beautiful places and offer
canoeing and hiking. Many of them
also offer activities such as dance,
music, and crafts. Some camps
specialize in one area,such as
computer skills.

S . . T

Listening 2

1 Read this text about summer camps. Does this happen
in your country?

Call centre
Leaving a message

1 ) Listen to the telephone conversation and check the

Summer camps in the USA secretary’s notes. Did he make any mistakes?
Millions of young Americans go to summer camps to
do sports and social activities. They learn new skills
and make new friends. Older students often work in
summer camps. They develop skills for the world of
work such as leadership, problem-solving, and
decision-making. Their responsibilities include
cleaning, administrative jobs, or teaching sports. Young
people from abroad also take this opportumty to work
in an English-speaking environment.

Jitka Saunders called
Lor Tom Price.

call her back before 4.30 - i4+'s urgent

MOBILE NUMBER.:
07700 8864322

2 (9 Astudentis applying for a job on a summer camp.

Listen to the interview and complete the form. 2 () Listen again and tick the expressions you hear.

Expressions
Name O Could | leave a message?
Date of birth O Can | take a message?
Nationality O Would you like to leave a message?
Education O Canyou spell that, please?

Have you worked or travelled in the United States?
Yes No

If so, why and when?

Have you ever worked in a summer camp before?
Yes No
If so, where and when?

What sports can youdo?

Have you got any relevant qualifications or experience?
Yes No

If so, what are they?

Canyoudrive? Yes  No

Work in pairs. Take it in turns to be interviewer and
job applicant. Talk about your own qualifications and
experience or invent new information.

O How do you spell your name, please?
O Can | check that?

0O OK, I'll give Tom the message.

¢ Listen and note the answer phone message.

Message for:
Message £rom:
Phone number:
Me,ssaqe,:

Speaking

Leave and take telephone messages Remember
to check the information! Student A go to p108.
Student B goto p.113.
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Tiger Woods signed a deal
with Nike worth about $105
million when he was 21years
old. He also has deals with
American Express, General
Motors, and Buick.

L]
it’s my job
1 Before youread, discuss these questions with
your partner.

® What are the different jobs needed ata
sports centre?

» What makes a good sports centre?

2 Read about Ali Prasad and answer the questions.
1 Whatdoeshedo?
2 What skills and qualifications does he need?
3 What does he like best about his job?

Ali Prasad

Age:23
Nationality: British

Tell me about your job.
I'm the Assistant Manager at a big leisure centre.
It's got two swimming pools, a gym, and a sauna.

When did you start working there?
Istarted as a fitness instructor two years ago. But
Itrained in sports management.

What qualities do you need in your job?

You need a good technical knowledge for running
the business and facilities. You also have to be good
at communicating with the customers and with the
press.

What do you like about your job?
Ilike the fact that it is a very varied job.
This morning I helped the
lifeguard, and in the afternoon
I prepared the venues fora
televised boxing match. No two
days are the same.

Project

With a partner. Think of a famous brand for each of the
following industries:

1 Telecommunications

2 Sportswear

3 Food or drinks

4 Electronics

Go online and find out who they sponsor. Choose one
of the companies and write a short report or give a
mini presentation to the class.

EXAMPLE

Vodaphone is a mobile phone company based in the UK.
It sponsors small and large organizations around the
world. Its larger sponsorships have been Manchester
United, Ferrari Formula 1, the Epsom Derby horse race, and
the England cricket team. Vodaphone uses its technology
to help the companies that it sponsors — for example you
can receive Formula 1 news on your mobile phone.

SEEESESSS S e e

Work in pairs. Discuss the questions.

Do you sometimes have trouble starting your work?
Do you get distracted easily from your work?
Do you often feel tired when you are working?

< How to concentrate

e Trouble getting started? Do a routine task at your
desk for five minutes. You've started!

e Notsure what to do first? Make a dailyand a
weekly schedule.

e Stopped concentrating? After 50 minutes on one
task, change task.

e Nervous? Avoid too much coffee and tea.

e Tired and weak? Have healthy snacks —they help
maintain your blood sugar.

e Interruptions? Turn off your phone. Don't answer
emails every five minutes.

® Lostinspiration? Oxygenate your brain by doing
some exercise.

© Read the tips with your partner. Which ones are
useful? Add two more tips.




Writing
T Readthe job ad,then put the expressions in the correct
places in the letter,

Come and join our dynamic team at the

MAZOWER STADIUM

e Do you like sport?

® Are you good at languages?

e Can you use computers?

# Have you got experience with the public?
Contact: Gary Olsen

Iam interested in Ibelieve  tomeetwithyou
relevant work experience toapply for

Dear Mr Olsen

Iam writing 1the job advertised

in the Evening Mail of 8 June. I'm 22 years old and I have

a degree in sports science. I also have 2

I have been an assistant in a sports centre, and I have worked in
an IT department. Last summer I worked in a travel agency
where I dealt with customers. I speak Spanish, English, and
French fluently and I have studied in the US.

I have never worked in a stadium before, but

3that I have the necessary skills

and qualifications. 4 working for your
company because it would give me valuble experience in the
sports industry.

[ would welcome an opportunity 5,
My phone number is 01568 553281. I enclose a copy of my CV.

Yours sincerely

Juan Diaz

2 Ali Prasad, the leisure centre Assistant Manager in It's
my job, has put an ad on the leisure centre noticeboard
for a part-time receptionist and office assistant. Write
tohim to apply for the job.

DPOF[ Lr

ﬁ

Checklist

Assess your progress in this unit.
Tick (v)the statements which are true.

| can leave and take messages
| can talk about my skills and experience

| can read and understand an article about
the sports industry
| can write a simple letter applying for a job

B
Key words

Verbs

join

runa business
train

Nouns

career opportunities
experience

leisure
qualifications

skills

sponsorship

Adjectives
enormous
global
hands-on
significant
substantial
wide

Look back through this unit. Find five more
words or expressions that you think are useful.
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‘Start up

Read these headlines. Which ones talk about
1 bettersales?
2 worsesales?

"Fall in retail sales
getting worse

MP3 PLAYERS
SALES INCREASING

.
espite marketing,
cigarette sales fall

Vocabulary

1 Read the headlines again and complete the table.

/\/\'\

sales up sales down
adjective o falling
v_erz) to increase
verb - torise
noun

2 Work in groups. Talk about these products. Note your
ideas and your reasons.

mobile phones DVDs desktop computers
radios organicfood low-cost airline tickets
fastfood

EXAMPLE

Ithink the sales of mobile phones are falling. Everybody
has one already.

>/ ONLINE MUSIC BLAMED
FOR FALLING SALES

lE|l e

(A R N N NEEENNNENNENEMNHENLESSENS N

Audio CD sales
set to decrease

El Fairtrade sales rise by 1% l

-

=
LNet adverts show rising sales l

“Rise in orgduic
food sales

Reading

1 Work in pairs. Discuss these questions.

o What persuades you to buy something? Isitan
advert? A friend'’s advice? A magazine or internet
article? A sales person?

» Have you ever bought more than you planned to from
ashop? What were the reasons?
2 Read the article and decide if these sales pitches are
effective (E) or not effective (NE). Explain why.

1 This product has a camera, an alarm clock, and
acalculator.
NE Sell benefits, not features.

2 This machine is going to help you organize your life.

3 This product is smaller, cheaper torun,and hasa
longer battery life than our major competitor.

4 Right, let me tell you all about our products.

5 Isee.Can you give me an example of what
youmean?

6 Tell me about the product you are using at
the moment.
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In this unit
® Present Continuous for future
® be going to

® making plans and arrangements
® writing an email about your plans

A

Sell benefits,

not features

When you are selling,
the customer doesn't
want to know about the
features of a product.
They want to know
how it is going to
benefit them. Is it going
to make them more
attractive? Or save
time? Or help them to
work more efficiently?
T
B

Differentiate your
product

You must come up with
at least three ways in
which your product is
different from the
competition. These are
called USPs - Unique
Selling Points. For
example, your product
could be faster, cheaper,
and smaller than the
competition.
s £
c

Meet your customer
face-to-face

You need to meet your
customers, especially if
you are new:. It is not
worth spending a
fortune on newspaper
advertising or direct
mailing for first-time
entrepreneurs.

D

Let the customer
tell you what they
‘ want

You need to understand
| your customer before
you can sell him or her
something. Don’t start
‘selling’ something
until your customer
has talked about
themselves.

E

Learn to listen
Sales people who do
most of the talking
usually lose the sale!

: Listen carefully and
| don’t jump to

conclusions. Take
notes and concentrate
on what your customer

| issaying. Find out

what your customer
really wants by asking
lots of questions.

3 Find words and expressions that mean the following
1 distinctive parts or aspects of something

(paragraph A)

better than (F)

[o, L7 2 B "SRR VL S

about it (G)

to make something different from other things (B)
sending adverts through the post (C)
to decide too soon that something is true (E)

F
Sell to people
who buy

If you are trying to sell
a product, don't try and
sell it to someone who
has never bought it
before. Sell your
product to someone
who already has one.
Show your clients how

| yours is superior to the

competition.

Sales techniques

G

Turn your
customers into
salespeople

If your customers are
happy, they are going to
tell other people.
Nearly 85% of sales are
the result of word of
mouth. So think about

| how you can create
| satisfied customers.

They will do your
advertising for you!

a chocolate bar or sweet
amobile phone

acomputer

4 Workin pairs.Invent a product. Choose from

Give it a name and decide on its benefits and USPs.

being told about something, rather than reading

5 Work with another pair. Try to sell your product Use
the techniques from the article.
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Meetings are a symptom of When the outcome of a
bad organization. The fewer meeting is to have another
meetings the better. meeting,it has beena
PeterF. Drucker lousy meeting.
Management Consultant Herbert Clark Hoover
1909-2005 US president

1929-1933

Any simple problem can be
made unsolvable if enough
meetings are held to discuss it.
Unknown

9to5
Invitations

1 Look at the pictures and discuss what is happening.

2 (i Listen and answer the questions.
1 Why does Joe need a meeting with Richard?
2 CanRichard and Joe meet up?

3 ( Listen again and complete Richard’s appointments.

e x
T Monday =
11.80 show visitors around the studio
& of Talent
ﬂ to New York office
330 -l
Tuesday a.m.
830
10.30 director from Fab Films
: .

4 ) Listen to the second part of 9 to 5 and answer
the questions.

1 What does Joe invite Lisa to do after work?
Why can't she go?

Why can't Lisa go out with Joe on Thursday?
What is happening on Friday?

19 TR “SHE T I X |

Can Lisa go?

Expressions
lets..

How about...?
What about ... ?
Can you make...?
I'm afraid | can't.
I'm sorry, I'm busy.

e Language spot
Present Continuous for future, be going to
Present Continuous for future

Read the rules and complete the examples.

are going to increase going to call

'm going to are tomorrow  'm meeting
& We use the Present Continuous to talk about things
we have arranged in the past to do in the future.
I____ Clarefordinner tomorrow evening.

» We often use the Present Continuous with
expressions like next week, in May, tomorrow, etc.
We're leaving for Madrid

be going to

@ We use be going to to talk about decisions

and intentions. I
Who you. this afternoon? .
I'mtired!I_________ turnoff my computerand go

home.

® Wealsouseit to predict the future based on
information we know now.

DVDsales

» Goto Grammar reference p.117
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1 LookatJuan’s diary and complete the dialogue.

12 monpay
1.30 Meeting Steve Irvine

13 ruespay
11.00 a.m. Brie£ T Administrator

14 wepnespay /
Prepare. sales report

15 tHuRrsDAY
10.00 a.m. Group meeting: present
Sales ﬁ:’qums

2.30 p.m. Call Madrid of£ice

16 rripAY
12.30 p.m. Lunch with Sales +eam

Juan What's next week looking like, Alicia?

Alicia Well on Monday you lameeting
with Steve Irvine. (have)

Juan Whattime he 4
(arrive)

Alicia At9.30.AndonTuesdayyou______ 3

the IT Administrator. (brief)

Juan Oh,Iforgot about that! Do you have the
documents?

Alicia Yes,don't worry.
Juan What

Alicia You

Juan Oh,yes. Of course.

+on Wednesday? (happen)
5the sales report. (prepare)

Alicia And on Thursday you
meeting at 10.00 a.m.and you
the sales figures. (attend / present)

6 the group
7

Juan Fine. I 8 Lisa Fuentesin

the afternoon? (see)

Alicia No,you # (not). But you

10 the Madrid office. (call)

Juan What about Friday? I )
anything exciting? (do)

Alicia Well, you 2 lunch with the Sales
team. (have)

Juan That's not bad!

Work in pairs. Talk about things you have arranged to
do in the future. Ask and answer questions.

EXAMPLE
A What are you doing tomorrow?
B I'm going on a PowerPoint training course.

Write sentences about Holly’s business trip next month.

EXAMPLE
I'm going to use the gym in the hotel.

use the gym in the hotel v
meet a lot of key customers v
eatin some good restaurants v
visit factories X

negotiate some new contracts X
call the office every day v/

check emails every morning X

Pronunciation

going to

¢y Listen to the sentences. Notice that the word to is
shortened. This is very common in English.

1 He's going to take the job in New York.

2 Arethey going tochange your computer?

3 Theyaren't going to meet theirsales target.

4 We're going todoalot of work tonight.

& Work in pairs. Practise saying the sentences. Listen
again to check your performance.

Speaking

You are going to arrange a meeting. Work in groups
of three. Remember to use the expressions from 9f0 5.
Student A go to p.108. Student B go to p.113.

Student C go to p.115.
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Talents | don't use? I'm artistic
but I dont paint,and | can

dance but | don't have time!
Inge Samms

Iwould like to start a business
selling brilliant yoghurt and
fruit drinks. | love smoothies!
Kamran Feroz

o ST i .

Business know-how

T e R compa ny Pro'ﬁle
oxL

1 Work in pairs. Discuss these questions,

Knowing about your strengths helps you find your
ideal job. This quiz helps you analyse your dreams
and passions.

» Have you ever sold anything in person?

@ Ifyouhave howdid youdoit?

» Have you ever been to an auction?

» Have you ever bought or sold anything online?
9 Find your own USPs

e What excites you in the world? 2 Readthe company profile of QXL. Match the questions

and answers.

® What angers youin the world?
® What business would you like to start? 1 What figures did QXL achieve in 2005? C
® What would you write a best-selling book about? 2 What do you know about its founder,
e Write down five talents that you have. Tim Jackson?
e Write down two talents that you don't use. 3 Whatis the value of QXL?
@ Who lives the life you most envy and what is it like?
4 Whatdoes OQXLdotohelptheworld?
| Write answers to the quiz in Business know-how on 5 What are the key features of QXL's service? _
your own. 6 Whatis QXL?
© Work in pairs. Compare your answers with your 7 WhocanuseQXL?
partner. Ask and answer questions to find out more. 8 What was QXL's original name?
R —
—___._—J_;j: ;“' f -I.’*'

= L e

GXL Europe’s online marketplace

€ it had a group turnover of
£7.17 million in 2005 and it had
3.75 million transactions.

F It claims to be easy to use and
provides an efficient service, Safety
during payments and delivery,and

A Itisone of Europe’s leading
electronic commerce businesses.
You can auction almost anything,

including tickets for concerts,
computer software and hardware,
electronics, jewellery, books, and
sports equipment. It was founded
in 1997, by Tim Jackson.

B 1t was originally called Quixell -
pronounced ‘quick sell’, but it
changed the name in its second
year of trading to give it a European
focus.

D He is a business specialist, writer,
and public speaker. His books include
a history of Intel and a study of
Richard Branson and Virgin. He is
considered one of the fifty most
influential people in Europe.

E People living in the UK, France,
Italy, the Netherlands, Norway,
Denmark, Poland, Sweden, or
Switzerland can buy and sell on QXL.

privacy are top priority.

G itraises money for charity
through its auctions. In Norway it
held an art auction to help victims
of the 2004 tsunami.

H At the time it merged with its
biggest rival —a German company,
it was worth $3 billion. After the
merger it lost 99% of its value!

But by 2005 its market position had
improved radically.




Project

Work in pairs. Go online and research eBay, the hugely
successful global auction site. Compare your information
with another pair and then write a short report. Use
questions and answers as in the OXLreport.

Sg®
Writing
You are going to a sales conference in London. You
have a morning sightseeing tour and the conference

starts in the afternoon. Read your itinerary, then write
an email to a friend about it.

Itinerary

10.00am. Goonthe London Eye

11.00am. Goona boat trip on the Thames

1.00pm. Have lunch at the Gallery restaurant

2.30pm. Attend Sales Director's presentation on last
year's sales

3.30 p.m. Discuss sales strategies in regional groups

8.00 p.m. Have pre-theatre dinnerin Chinatown

7.45p.m. See the musical Billy Elliot

= Y
] I
a Eile Edit \iew |nsen Format Tools Actions Help

wlﬂ B @B g8 21 1|v]|E omm @
| sent July 16 20—
HJF

swiee | London Sales Conference

Hi

Guess what! I'm going to London next week for a sales
conference. The timetable for the first day is really good. We're
going sightseeing in the morning and not starting the sales

conference until the afternoon! First we're going ... ~

Sales 33

Key words

Verbs
auction
decrease
differentiate
fall

found
increase
merge

rise

Nouns

benefit
feature

UsP

word of mouth
Adjectives
easy to use
efficient
influential

Look back through this unit. Find five mare
words or expressions that you think are useful.
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Sta l‘t up 2 Work in pairs. Think about your own culture. Discuss
) ) the ideasin exercise 1.
1 Doyouunderstand other cultures? Work in pairs.

Complete each rule with must or mustn't. it gt
The host normally starts a business discussion in my
country, too.

How cn nss-c“[r“nnl are “ﬂ“? Unlike Germany, you don’t have to use titles.

‘! We have a rule, but it's different from China.

InBrazilyou_______ starta
business discussion before your host.

- 2 InGermamy,you_____ usetitlesin

Listening

1 9 Look at the pictures. Listen to three people talking
about cultural faux pas and number the pictures (1-3).

business,you______use first names.
kg You___ handovera gift using
both hands in China.
. You_________ immediatelyreada

business card you are given in Japan.

inAustralia,you_______ makeand
maintain eye contact.

g —=—pYu__ smokeintheUS unless
=— Wyouaresureitis permitted.
—
L |
L4

InThailand,you__ showthe
soles of your feet.

You_ useyourright hand for
eating in ISlamic countries.

. 9 Inlapan,you ________ openagiftin
front of the giver.
b i i ?
You e hotes i red » What cultural mistakes did the people make?
in China. » Have you ever been to a foreign country? What did

they do differently?
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#

In this unit

@ talking about obligation

® must, mustn't,don’t have to
® describing responsibilities
@ writing a job description

e Language spot
Talking about obligation

Match these examples with the rules.

I'must send that email tomorrow.

You don't have to come to the meeting.
You mustn’t smoke in this meeting room.
I'have to do a lot of research in my job.
You must show your passport at the gate.

must

» We use must in rules
1

or to say when things are necessary
We must work harder.

We use must to talk about obligation in the future
2

» We use you must to recommend something
You must visit their website.

have to

@ We use have to to talk about things that people
oblige ustodo
3

mustn’t

o We use mustn’t to say it is necessary that you
do NoT do something
4

don't have to

» We use don't have to to say something is not
necessary
5

Note: Use must + verb NoT must to + verb

» Goto Grammar reference p.118

1 Complete the sentences with must, mustn't,don’t /
doesn’t have to. Use the verbs below.

call wear finish miss go open buy be

1 We anew DVD player. This one's
useless.
2 You that attachment. There’s a virus.

3 My computer is going really slowly. I
the IT department.

4 David
it tomorrow.

5 There's an excellent staff restaurant Staff
out for lunch.
— silentinthelibrary
the Managing Director’s

the report today. He can deliver

6 Students

7 We
presentation.

8 Itisn'taformalevent. You
and tie.

— I “apeeet

Work in pairs. Talk about rules in your workplace
or school.

EXAMPLES
You must arrive on time.
You mustn’t smoke in the building.

Pronunciation
must / mustn’t

Complete these office rules with must or mustn't.

1 You arrive in the office before 10 a.m.

2 You send private emails.
3 You answer the phone promptly.
4 You surfthe Net.

2 @ Listen and repeat the sentences. What do you notice

about the pronunciation of must / mustn't?

Imagine you are the manager of a small import-export
business. Choose three qualities you think are very
important and three qualities you don't think are
necessary.

EXAMPLES

You must be punctual.

You don't have to have experience.

e be punctual @ be able todrive

® work hard

aforeign language

® Wear a syijt

espeak ® be honest

® . .
ha\-'eexpe”er'ce ®dress smartly

® beable to Bive presentations e beabletouse
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stereotype (n)
an over-simplified image of a

group,such as‘All Americans are

loud', or 'The English are cold
and unfriendly’. These
generalizations are often
negative or offensive

Reading

The most difficult thing to
get accustomed to was not the
different foods or the fact that
the stores close at 1.00 p.m.
You get used to that. No, it's

Amy, an American engineering student
on spending time in Germany

1 Canyou think of the stereotypes used about your

culture? Use the words below to help.

reserved warm

polite stylish
eccentric punctual
organized noisy

lazy undisciplined
imaginative passionate
talkative rigid
romantic creative

2 Readthe article and decide if the statements are true

(T) or false (F).

1 Youcanstand close to an American when you speak

to him or her.

efficient

open

intellectual

lively

good sense
of humour

2 ltis normal to shake hands briefly when you meet

forthe first time.

3 Most Americans smile and look at each other when

they greet.

4 Ttis offensive to wink in America.

5 Itisnotunusual for an American to ask a stranger

about their job.

3 Work in pairs. Compare the information above with

your own culture.

Project

Choose a country or region where you work or would
like to work. Go online and find out how to behavein a
business environment. Write a short report giving
advice to people working there.

Kk kkkkkkkkkkkkkkx The SmartTraveller guide tO sk sk sk k sk k% k sk k k k

America

MERICANS
| tend to need
more personal space
than other cultures. If
you try to get too near
an American during a
conversation, they will
feel uncomfortable. If
an American steps
back, then you are
standing too close to
them.,

Men tend to avoid
hugging and even
women do not hug
and kiss as much as
many Europeans.
Formal greetings in

America involve a
quick firm handshake
and there isn't much
physical contact.
However, people smile
at each other and
make eye contact.
Winking is relatively
common and means
friendliness, or T'm
kidding'.

When Americans
meet for the first time
they often ask "What do
youdo?' Thisisa
normal question and is
not considered '
intrusive or personal.
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It’s my job
1 Work in pairs. Discuss the question.

What are the responsibilities of a secretary?

2 Read about Dermot Kincaid and answer the questions.
1 Whatare his main responsibilities?
2 Whatis a typical day for him?
3 What happens when there are visitors?

Dermot Kincaid

Age:21 Job:Secretary Nationality: Irish

Can you talk about your responsibilities?

Iamin charge of the day-to-day running of the office.
Iam responsible for keeping my boss’s appointment
diary up to date.l1 answer the phone and deal with
enquiries from our customers.

What is a normal day like?

Inthe morning I open, sort, and distribute the mail,
During the day [ type letters and answer the phone.
Ialso send and receive emails and faxes.Ido a lot of
administrative work. I take care of the filing and I keep
records of expenditure such as travel or purchases. At
the end of the day I prepare the outgoing mail.

Is your work the same every day?

Not really. We get a lot of visitors and I enjoy meeting
new people.lgo and meet them at reception, tell them
about the company, and look after them.

What’s your favourite task?
Ireally like arranging business
trips for my colleagues.I enjoy
finding the flights, booking the
hotels, and getting
information about the places.

Is there anything you don't like?
I hate doing the photocopying!

Call centre
Recorded messages
¢pListen and complete the recorded message.

Welcome to Banana online banking Please
1one of the following three options.
If you're

membership
4

2 in connection with your
3 or pass code, please press

For customers with * banking enquiries,

please press option two.
Forall . 6 online banking enquiries, please
press three or Tto speak to an advisor.

¢y Listento the recorded messages. What options
should the following people choose?

1 Sarahneeds torenew her Safe Car membership.
Tk V200 38

2 Hamid wants to buy tickets for the Picasso exhibition.
150 5 S 1 S R

3 Eddie wants to report the loss of his Onion
credit card.
T4 28 3 E

Work in pairs. Discuss these questions.
How do you feel when you

o getarecorded message?

» get music while you wait?

o have tolisten and follow instructions?
» don't gettospeak to areal person?

» have toleave a message?
Expressions
Welcome to... /Thank you for calling ...
Please select one of the following options.
Please press one now. / Please press option one

For customers with ... / For general information

For all other enquiries ...
Totellus... /Tochange... /Torenew... ,please press
At the end you will return to the main menu

Please hold to speak to an advisor
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Globalization is much like fire. Fire itself
is neither good nor bad. Used properly,
it can cook food, sterilize equipment,
form iron,and heat our homes. Used
carelessly, fire can destroy lives, towns,
and forestsin aninstant.

Keith Porter Director of Communication
forthe Stanley Foundation

Reading

1 Workin groups and discuss the question.

® How do celebrities or cartoon characters help to sell
a product in your country?

2 Readthe article and answer the questions.

1 What did McDonald'’s do in France to improve
its image?

2 How do McDonald’s products in Hindu and Muslim
countries differ from their global products?

3 What does Coca-Cola dotoits productat a
local level?

4 What does Yahoo do locally?
Why did Revlon lose sales to L'Oreal in Asia?

6 What positive results can come from glocalization?

. Glocalization (local
& i globalization)is a
new word. It describes the
strategy of being global
and being responsive to

3 Complete the paragraph with the following words.

communication improve create advantages
increase sensitive market
The article speaks aboutsome __ 1of

glocalization. It suggest various ways in which

international companies can

2relations

with their local markets. Firstly they need to be
?to local needs. Then they need to

4 products suited to local markets. Finally

they must

In these ways they can improve

their markets and

Glocalization

thinking globally, acting locally

local conditions at the -

same time. It occurs, for
example, when global Ronald McDoqald,and
corporations customize Adgted Astenx,‘a Fesnch
their global products to cartoon hero, as its local
suiit the local cultase. company mascot. It also '
While globalizationhas  SeTves French-style coffee n
been criticized for causing o restayrar!ts.To avoid :
problems, glocalization offencein Hindu or Muslim
: countries, McDonald’s does

seeks to improve relations
—— thi big not serve beef or pork— the

international companies
and their local customers.
B The American

' fast-food chain
McDonald’s is often the
target of the anti-
globalization movement.
However, it is trying to be
more sensitive to local
needs.The French
attacked McDonald's for
its Americanization of
French culture.So
McDonald’s got rid of
its American mascot,

Big Mac has become the

vegetarian Maharaja Mac.

5. Coca-Cola also creates
}I

products suited to local

markets by producing local
versions of the drink. Even
Yahoo, the Web portal, uses
local teams of people to
analyse the content in

5their products appropriately.

6 with

"market share.

each of its international
sites.
G. If a company wishes
: ;[ to be internationally

successful it has to market
its products in different
ways for each country.
Revlon, the cosmetics
company, used Cindy
Crawford to advertise its
products in Asia, while
L'Oreal used a local Chinese
star—Revlon lost sales to
its rival. The modern
globalized world is often
de-personalized,and a
business that can
communicate better will
increase its market share.
Large charities, such as

~ Oxfam, also create

'~ local solutions for
individual countries
instead of simply handing
out money. So glocalization
is not just about big
business—it isa concept
that can help the fight
against poverty and
inequality around the
world.




' Work in pairs. Discuss these questions.

When you meet someone for the first time, how
can you make a good impression?

What sort of things don’t make a good impression
onyou?

< Howto make a good impression

e Getthe person’s nameright

e Speakclearly

e Smile with your eyes

® Avoid crossing your arms

e Don't stand with your hands in your pockets

£ With your partner look at the tips. Think of two more
tips to add to the list.

Writing

1 Before youreadthe job description below, discuss

these questions.

» What does a call centre operator do?
» What skills and qualities are needed?
» What qualifications are needed?

JOB DESCRIPTION
Call centre operator (in a booking office)

A call centre operator:

— answers calls

— helps callers with problems

— provides information

— deals with customer complaints
— makes bookings

A call centre operator must:

— speak clearly

— have a good telephone manner
— understand different accents
— be able to work under pressure

Rualifications
— no formal gqualifications needed
— basic keyboard skills

Z Write a job description for your job or for a job you

would like to do.

Cultural awareness 39

ﬁ

Checklist

Assess your progress in this unit.
Tick (/)the statements which are true.

I can talk about responsibilities and
obligation

| can understand and use an automated
telephone system

| can read and understand an articie about
global business

| can write a job description

Key words "

Verbs
advertise
customize
distribute
globalize
hand out
take care of

Nouns

enquiries
expenditure

faux pas

market share
membership number
strategy

Expressions

make a good impression
make eye contact

shake hands

Look back through this unit. Find five more
words or expressions that you think are useful.
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71 Trade fairs

Start u P 2 @y Listen again and note the reasons for and against
the freebies they discussed.
Work in pairs. Look at the objects in the picture and :
discuss the questions. item | & K
® S petany atns stiiane Wit 1conference folder | practical rot original
you today?
© Which five freebies would you like to receive? i
© ‘Which one wouldn't you want to receive? stress balis
® What are the advantages and disadvantages pocket radio
of freebies?
mouse mat
° ° biro |
Listening |
conference bag

1 & The Manager and Sales Director of a company

called Liberation are choosing which promotional
freebies to offer at their next trade fair. Tick (v) the
items they choose and cross (X) the ones they reject.

showlogo.com

4]

conference bag

mouse mat
65p

\_

stress ball

£1.50p

M""-’J‘k)
W
o Com

golf umbrella conference folder

£4.50 £4.90

business card case
£2.30
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#

In this unit

@ giving advice

@ trade fairs

@ should / shouldn't

® writing an email describing a trade fair

Reading 3 According to the article, what should / shouldn’t you
or staff do at trade fairs? Wrrite sentences in your
1 Read the article and answer the questions. notebook.
1 Why are trade fairs useful for businesses? —_——
2 Why do you think planning is important?
3 Whattasks do staff do when they are on a stand? You should make a profile of the customers you want
4 What actions are important after a trade fair? toattract.

2 Read the article again and list three reasons for Staff shouldn't forget to take a record of each visitor.

attending a trade fair.

Trade fairs and exhibitions

Trade fairs are an effective competition,and get new match. You should look at a materials and stand furniture,
way for businesses to make ideas. frade fair's statistics. How and book accommodation
face-to-face contacts with sssessssssssssssss manypeopleattend? Howbig andtransport.Thereisalotto
potential suppliers and There are trade fairs forevery isthe exhibition space? Who  do at a trade fair so make sure
customers. They provide a business sector so make sure  are the major exhibitors? enough staff attend.

chance to demonstrate and you attend therightone.You ssscssssccccccsncne ssonvsnss

launch products, test new should make a profile of the Planning is the secret of Your staff should be well
markets, and find out what customers you want toattract success. You should book well ~ prepared and ask appropriate
customers want.You canalso  and the products and services in advance to get a good questions so they can identify
find out about new they want to know about,so  position foryourstand.Then  potential clients. It's useful to
show samples to visitors or
give short presentations to
illustrate the product. They
shouldn’t forget to take a
record of each visitor,and

‘ 4 give out leaflets and business
i o I cards.

s

»
s
-
-

After the fair, it is important
to have a meeting and discuss
what worked well and what
could be improved on. You
shouldn’t neglect the
contacts you made, so follow
up each one with a phone call,
anemail, or a letter. Finally, if
you don’t have time or th
staffto plan and man:

fair, you can use prof

event organizers.Th

arrange everythin

and know howt

business make

impression.
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trade fair

a big exhibition where
manufacturers and sellers of
similar or related products
display their goods, and meet
customers and each other

| did a lot of business at the fair.
The products on display were
superb. They were well displayed
and it was easy to see the
products. There was a good range
of participating companies.

[ will return next year.

Bengt Svensson

—

n\.

i o

A\ !

e Language spot
should / shouldn’t

Complete the rules using two of the following words:

Speaking

Work in pairs. Student A go to p.109.
Student B go to p.113.

advice order stronger weaker

9to5

Should is

I'should invite my boss to the party—but I'm not

going to!

“than must or have to.

Eating out

1 Workin pairs and discuss the questions.

We use should to give an opinion or
You should look at a trade fair's statistics.
You shouldn't neglect the contacts you make.

How often do you eat out? Do you ever eat out
for work?
What are the problems of eating abroad?

Which foreign cuisines have you tried?
What are your favourite national and foreign
dishes?

» Goto Grammar reference p.118

1 Complete these tips for attending a trade fair with

should or shouldn't.
2 Lisaand Richard are attending a trade fair. They're

having lunch at a Japanese restaurant. What do you

You get there early to set up the stand think they are saying in the pictures?

You wear your badge at all times 3 () Listen and tick what they order on the menu.
You leave your bags and coats around

You wear smart clothes and be

well-presented

You be well-informed about your

company

You eat ordrink on the stand

You carry a note book with you

You have plenty of promotional chicken noodle soup
materials miso & wakame soup
You gossip with your colleagues

You get interested visitors to leave

their details

beef teriyaki
takoyaki

2 Read the problerm and write your advice.

I'm finding it very difficult to work because my office
mate is always talking on the phone to friends or
wants to gossip with me. What should | do?

il

sashimisampler
tuna tataki

3 Workin groups. Compare your advice and choose the
best solution.
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4 () Listen and write T (true) or F {false) foreach
statement.

1 Lisahasn't eaten Japanese food before.

2 Richard likes Japanese restaurants because the food
is fresh and the service is eficient.

3 Richard can’t explain the dishes on the menu.

4 Lisaisvegetarian and can't eat meat or seafood

5 Lisa and Richard order the same dishes.

6 Lisawouldlike toeat at a Japanese restaurant again.

5 (y Listen and tick the expressions you hear.

Expressions

Ordering

O Areyouready toorder? ____
O What would you like? _____
Eniletike sy _———F

EFFH Rave. . —

Talking about food

O Canyou tell me what... is?
0 Thatsounds nice.

O Idon't like the sound of that.
O What'sthesouplike?

O It's delicious! ____

O It'squite nice. _____

Speaking

Work in groups of three. Two of you (customers)
are eating out in a restaurant. The other is the waiter.
Customers go to p.109. Waiter go to p.113.
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Business has been sodrab,all
grey suits and cufflinks. But
there’s a whole new generation
of entrepreneurs starting to
make it fun.

Simon Woodroffe

Yo!

Company profile
Yo!

1 Read about Yo! and answer the questions.
1 Whois Simon Woodroffe?
What was his big idea?
When did he start his business?
What does he believe makes a successful business?

W W pa

What are his other companies? Do you think they
will be successful?

6 Do you find anything about Simon and his business
ideas surprising?

Yo!is a series of successful businesses using the name Yo/,
founded by entrepreneur Simon Woodroffe in 1997.

AlJapanese friend suggested he opened conveyor-belt sushi
restaurants in the UK. Inspired, he invested his life savings of
£150K and borrowed another £150K to start up Yo! Sushi. He
started with one restaurant, but went on to open restaurants
all over the UK and abroad. The company now has a turnover
of £17m and 10% growth per annum.

After leaving school at 16 with hardly any qualifications,
Simon worked for over 20 years in the music business as a
stage designer.He wanted to be a millionaire even when
he was 20,and at 40 decided it was getting a bit late!

He believes that the key to success is a positive attitude,
enthusiasm, realism, and the ability to handle failure.
Woodroffe has won many awards,and is an inspiring
public speaker.

He is developing a hi-tech, reasonably-priced hotel chain
called Yotell based on Japanese capsule hotels. He has
created the fashion chain Yo! Japan in over seven countries,
and he is building new Yo! Sushi restaurants around the
world. He also sells sushi meals to a famous UK supermarket
chain.

Yol is one of those empires like Google or Virgin that wants
to be a way of life rather than a business.

2 With a partner, read the text again and translate these

words and expressions into your language.
conveyor belt

loan

turnover

growth

key to success

G Ve W

getting a bit late

Project

With your partner research one of the following
entrepreneurs:
Calvin Klein

or afamous entrepreneur from your own country

Richard Branson AlanSugar

2 Write a report with questions and answers like the
article above.

1 Read about careers fairs. Then work in pairs. What sort
of companies would be at your ideal careers fair?

Careers fairs A careers fair is an opportunity for
graduates to meet potential employvers. They often
take place at universities. You can explore career
options, develop a network of contacts, or even get
an interview.

<O Attending a careers fair

e Introduce yourself. Don't be shy.

Dress appropriately. First impressions

are important.

Research the companies in advance on the Internet.
Be prepared to ask questions.

Take notes—of names, telephone numbers, etc.
Leave an up-to-date CV with potential employers.
After the fair, write to the companies that
interest you.

7 Read the tips and decide which three you think are the
most important. Why?



Writing

1 Workin pairs. Read the email and choose the best

description of Paola.

a Managing Director of RDG

b visitor to the trade fair

¢ junior member of staff at RDG
d anRDG customer

O T

|| Ple Edt View insen Fomat Tools Actions Help

BB Ssm[B 0[8 2|1 1| > | B ops.

Eom.. || Paola Ferrero

Sant:

To.. || Duncan Blair

Subject: | NEWS
=
Hi Duncan,
| was at a trade fair all last week. There were thousands of
people. | was manning the RDG stand — it was a lot of
responsibility. It was exhausting! | had to talk to potential
customers and give out catalogues and freebies. The best thing
was meeting people. The worst thing was answering questions.
I've got one piece of advice - you should learn everything you
can about your company's products before you go!
Anyway, how are you and Kelly?
See you soon
Paola
¥

You went to a trade fair last week and manned a stand
for the first time. Your company, Free for all,
manufactures the marketing gifts on p.40. Write an
email to a friend describing your experience. Include

» what youdid

® thebestthing

» the worst thing
& apiece of advice

Trade fairs 45

Trade fairs
badge
business card
client
contact
exhibitor
freebies
leaflets
promotional materials
retailer

samples

stand

Business 1
(the) competition

entrepreneur

invest

loan

Look back through this unit. Find five more
words or expressions that you think are useful.
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Startup

T Work in groups. Discuss the questions.
1 What are your favourite adverts on TV or
in magazines?
2 Why do you think they are successful?

2 Look at the extracts from adverts and match them with

the products.

aholiday destination petfood ___
washing powder ___ ferries
fridge beds___
furniture bathrooms ___

3 Find these adjectives in the adverts. Are they in the
comparative or superlative form? complete the table
with the adjectives.

complete good crunchy free bright cool tasty
close international popular easy new clean

Adjective Describing
complete range of entertainment
destination

facilities

good [ best

From the best
facilities to the most
complete range of
entertainment

runchier,
astier,
eatier.

Get brighter whites
at lower temperatures

[nlaboratory tests carried out
by Doctor lain Miller, an international
authority on sleep, it was found that
people sleep better on our products
than other brands

Sail direct to Holiday |
France or Spain

Our routes take you closer to the most
popular holiday destinations.

* With drawers instead of
shelves. Easier access to

i the contents, more space
for all your food
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#

In this unit

@ comparatives and superlatives

@ talking about adverts

@ taking a message

@ writing an online advertisement

e Language spot
Comparatives and superlatives

Complete the rules with these words and expressions.

more most one of the most / least
superlatives comparatives

» Weuse o say how two or more things
or people are different.

People sleep better on our beds than on other
leading brands.
Our cat food is meatier than our main competitor’s.

& Weuse 2 like this.
We have the most complete bathroom service.

¢ What is being compared is not always mentioned,
if itis understood.
Get brighter whites (than the competition).

» Weuse
superlative.
One of the most beautiful cities in the world is Rome.
Carlson’s Extra is one of the best known brands on the
market.

*to express a less specific

@ We can use 4with a noun to talk about
quantity.
More people use email more than letters to

communicate.

o Wecanuse swith a noun totalk about a
large proportion of something.
Most companies advertise their products.

» Go to Grammar reference p.119

1 Complete the text using these words and phrases. Add
the if necessary.

lower prices larger smaller
most expensive  cheaper more people
easiest ways better than less

frest most suitable

Advertising(space

Companies have to choose the best* way to advertise
based on budget and suitability. TV adverts are

2form of advertising, and only larger
companies can afford them. A radio advert is

3 to produce, and is often more effective for

4companies with a limited budget Local
radio reaches Sand its message can be
more direct.

Print ads in magazines, newspapers, and on billboards
are one of 6to reach people. Advertising
space in local newspapers costs 7thanin
national papers and is often very effective. Even big
stores place adverts in local papers, although they have
& adverts than the local shops. National
newspapers often carry adverts for computer or mobile

phone companies offering 2 than their
competitors.
Advertisers spend timeselecting_____ 10

publication. For shampoo manufacturers, women's
magazines are U sports magazines, because
they are seen by the biggest audience of consumers.

2 Work in groups. Discuss products you know using the
adjectives.

safe delicious fresh innovative
big advanced stylish comfortable
healthy  relaxing refreshing

EXAMPLE

Ithink Landrovers are one of the safest cars to drive.

3 Work in pairs. Write a mini-advertisement for one of

these products. Create a name for your product. Write a
short description and an eye-catching slogan.

acar

an MP3 player

a breakfast cereal
ashampoo

a perfume




The best ad is a good product.
Alan H. Meyer

It isour job to make women
unhappy with what they have.

B. Earl Puckett
Word of mouth is the best

medium of all.
William Bernbach

Reading

1 Work in groups. What kinds of products do the following
groups of people usually advertise?

3 Read the article again and answer the questions.
Which technique...
1 uses alot of superlatives?
2 usesimages of family life to attract us?

young men young women children

housewives business people teenagers 3 links products to pleasant ideas?
families secretaries old people 4 usesafamous person or an expert?
EXAMPLE

Children often advertise sweets.

Listening

Z Read thearticleand match the headings to the G Listen to the two radio advertisements and decide

hs.
pa‘ragrhap . _ » thetype of product
Scientific authority » thetechniques used to advertise the product
Negative feelings
Association of ideas T“T | CEEG F )
[he Persuaders

) B :

tos Ua J
We all know that buying a product won’t really get us that great job
or give us a perfect life. But we are still influenced by advertising.

Emotional appeal __E

Advertisers use a variety of techniques to persuade us to buy things.

ﬂ One simple way to advertise is
repetition. The name of the product or
asloganis repeated so we end up
remembering it.The aim is to get the
message into our brains—many radio
adverts use this technique,

B Adverts use both short phrases and
long explanations. In both cases
language is extremely important. Hype
—orexaggeration ~is very common.
Vague terms are used, such as ‘the
greatest, or‘the most advanced’,in
order to impress us and stop us asking
toc many questions.

e Agdvertisers play on the universal
feelings of fear and anxiety to
manipulate our feelings. They suggest
that we may not make friends, do

enough for our families, or be
attractive enough unless we use their
products. Think of how many mobile
phone adverts link their use to having
more friends or a better social life.

Il Scientific‘'endorsement’is common,
particularly for cosmetics, medicine, or
toothpaste. A scientist tells us about
the product and uses difficult words to
impress us. A related strategy is the use
of glamorous celebrities - we feel
reassured, or aspire to be like them.

E Emotional appeal is fundamental to
advertising. Maternal feelings, family
life, sex, femininity, and manliness all
appeal to us subconsciously. For
example they show a woman hugging
her children, or a macho man using a

razor blade. Nostalgicimages are also
important, such as a happy
Mediterranean family eating a meal
outside. It may be a sentimental
version of family life, but it appeals to
us.

I'l Think of summer and you probably
think of ice cream and the beach—we
often associate ideas together in our
minds. Advertisers also want to create
associations. For example, technology
is often presented in a modern
minimalist living space to suggest a
rich lifestyle. And although today's
driving means traffic jams and parking
problems, car adverts link their car to
the concept of freedom on deserted
roads!
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UK Advertising

Adverts should

@ belegal,decent, honest,and
truthful

@ not be offensive (about race,
religion, sex, sexual orientation,
ordisability)

® not encourage unsafe practices

@ not mislead by inaccuracy
or exaggeration

® not cause fear or distress
without good reason

@ not provoke violence or
anti-social behaviour

@® not encourage consumers
todrink and drive

Reading

1 Lookatthe article. Discuss with a partner what is happening
inthe picture, and what you think the article is about?

2 Read Who's who in advertising and decide if the
sentences are true (T) or false (F).

1 Account managers are only responsible for the
budget. F

2 Artdirectors are responsible for creating the basic
idea for the advert.

3 Copywriters work on the visual side of the
advertising campaign.

4 People in the Media department have to negotiate to
buy advertising space.

5 The print production manager is the person who
records commercials.

6 Artdirectors are responsible for filming TV
commercials.

Account
managers

They oversee the advertising
process, and liaise between
the client and the agency.
They keep the project on
budget, brief their team, and
present the results to the client.
Account managers need strong
interpersonal, negotiation, and
communication skills.

Creatives

All advertising campaigns start from an idea
developed by the ‘creatives’, Art directors come
up with the ideas and ‘look’, copywriters write
and edit the words, and graphic designers create
the final visual result. Copywriters need good
language skills, while designers have strong
visual skills.

Project

Work in groups. Imagine you are a creative team

working in an advertising agency. The government is

worried that not enough young people want to work in

sport. It has asked you to create an advert to promote

careers in sport.

@ Allocate roles to people in your group: copywriter,
art director, etc.

e Youmust use both words and images to get your
message across

e Think about the target audience (young people your
age)

@ Youcan either create the advert, or write a one-page
summary of the ideas behind your ad

Media
department

They create a media plan for
the client, and buy advertising
space in magazines,
newspapers, the Internet, or
on radio and TV. They choose
the right medium for the
produet, and negotiate on
behalf of the client. Media
people are analytical,
logical, and have a strong
commercial awareness.

Print production

and television /radio
production

The print production manager supervises the
production of printed materials, the TV producer films
commercials and the radio producer records
commercials, They ensure that the product is on time.
on budget, and that it delivers the original concept.
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Call centre
Checking information

1 Gy Listen and check Andy’s notes. Correct any mistakes.

e Stefan George 020 78869987
Tuesday better than Thursday

AL4termoon not convenient

2 (y Listen again and tick the expressions you hear.
Expressions
O Sorry,what did you say?
O Didyousay...?
O Sorry, | didn’t catch that.
O Could you repeat your address, please?
O Would you mind saying that again?

Pronunciation
Emphasizing information

¢ Listen and underline the stressed words or numbers.

1 No,Isaid the Toyota was more expensive,
2 No,Isaid 07903.

3 No,it’s less compatible.

4 No,it's 37 Wessex Street.

Speaking

Work in pairs. Student A go to p.109.
Student Bgotop.113.

It’s my job
T Read about Anna Blume and answer the questions.

1 Howlong has she been a copywriter?

2 What does she doin her job?

3 What qualities do you need to work in advertising?
Z Work in pairs. Discuss the questions.

® Would you be interested in a job in advertising?

o What sort of job would you choose? Why?
e

Anna Blume

Age: 22 Job: copywriter

How did you get started in advertising?

Iloved writing stories at school, so it was great to find
a job where I could use words creatively. I've been with
my present company for just over two years now.
Istarted on a six-month internship —and they offered
me a job.

What exactly do you do?

I'm a copywriter, which means that I'm responsible

for any of the ‘copy’, or words, that appear in the
advertisement. I write the words you see in a magazine
ad, orhearon TV or radio.

Do you work a lot on your own?

Notat all. Iwork in a small team. It's a very intense job
and we spend a lot of time together brainstorming
ideas. We also work closely with the Art Director,
because an ad is a combination of words and pictures.

What special qualities should a
copywriter have?

You have to be creative, but be able
to accept criticism, too. For every
tenideas I have, maybe only one
will be accepted. And you have
to get on well with people.

Is it a stressful job?
There's a lot of pressure
here, but the job’s great
fun. Sometimes Idon't
want to go home!
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Business know-how

Being creative is a skill that you can develop. Read the
tips below. Which of these do you do already?

< Improve your creativity

Advertising terms
® Make sure you get some regular quiet time to think.

P ; PR e campaign

e Stoptheinner voice that says ‘this idea is stupid" commetcial
® Look around you and really notice your consumers

environment. message
e Learnanew skill -it makes you think in a new way. g

: . X slogan

@ When you brainstorm in groups, say all your ideas,

even the strangest ones! Work skills
e Have fun-play word games, do puzzles. analytical

communication skills
interpersonal skills
Writing e
negotiation skills
1 When yousell on sites like QXL or eBay, you send a

description and a photo of the object. You have to :er_bs .
provide an accurate description. Read this entry and r;ms sl
answer the questions. fencs
- impress
1 What is :ft?_ i liaise
2 Whatisitlike? o persuade
3 Why is the seller selling it?
-1o/x Look back through this unit. Find five more
LEATHER JACKET E words or expressions that you think are useful.
Almost new brown leather Gucci jacket. It's got
metal buttons and three pockets, one inside. It's
in good condition and very fashionable. | bought
it three months ago and have only worn it twice.
I'm selling it because it's a size too small.
Time listed: 31 July 17.08
Price: £35
Time left: 2h 30m
=
2 Youwant to sell something you own online, for
example alamp, a moped, a small piece of furniture, h
etc. Write a short description similar to the one above. ‘
Include
» howolditis

o whatis looks like
e whowould like it
@ why you are selling. =
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Writing bank

Emails 1
Making contact

1 Discuss these questions.

@ What sort of information do
you give when you introduce
yourself to somebody?

» Doyou find it easy to introduce

yourself to someone you don't
know?

2 Readthe email and answer the

questions.

1 Whois Angela?

2 Doesshe know Sabina
Zawadzki?
What does Angela want?

4 How do you think Sabina will
reply?

Label the parts of the email.

[] closing sentence

O closing salutation

[ sender’s name

[0 opening salutation

[0 introduction

[ recipient’s name /
email address

[ subject line
[ reason for writing

Read Sabina’s email and answer
the questions.

1 Canshe offer Angela work
experience?

2 What does she suggest?
Write an email introducing

yourself to Tim White. Heis a
friend of your teacher and he runs

a small business. You would like to

interview him for a project.

=
|| Fle Edt View Insen Format Tools Actions Help

EEETE LI

grom... |[Angela Lopez i
To.. ||Sabina Zawadzki

suject: | Introduction

4 | v | & opions..
29 January 20—

A
Dear Ms Zawadzki, *
My name is Angela Lopez, and | am a Spanish student at Western Business
College. | hope you don't mind me contacting you but | was given your name
by my tutor, Donald Kelly. *
| am planning a career in publishing, and | am keen to learn more about the
business. | am writing to ask if there are any opportunities for work
experience in your company. *
Thank you for your attention. | hope to hear from you soon. ¢
Regards ”
Angela Lopez ¢
=

——————— R

Subject: | RE: introduction
&
Dear Angela
Thank you for getting in touch. I'm afraid we can't offer you work experience
at present. However, | would be happy to tell you something about the
publishing business. Would you like to come to my office one lunchtime?
Call me on 01862-463221 ext. 5671 to arrange a day.
Sabina
=
Writer’s desk

Introducing yourself

I hope you don't mind me contacting you.
Saying how you got the name

I'was given your name by ...

Closing

Thank you for your attention.

I'hope to hear from you soon.

Responding

Thank you for getting in touch.
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Emails 2
Hotel booking

What information do hotels need
when you book?

Read the emails and answer
the questions.
1 What does Lotte want to book?

2 Why does Erica Jackson
apologize?

3 What will the total bill come to?

You and your team want to stay

in the Archway Hotel. Write to the

hotel with the booking details.

Number of people 3

Type of rooms 3 doubles
Meeting room yes
Dates the nights of

24-26 June

4 Write another email changing
the original booking. You want to
change the dates to the nights

of 2—4 July.

(W

ARCHWAYS HOTEL

Combine business with pleasure

* all rooms have satellite TV and en susie bafivooms
* conference / business facilities
* restaurant and bar
* on-site parking

subject: | booking request

Dear Sir/ Madam,

| would like to reserve two single rooms for the nights of Monday 14 March,
and Tuesday 15 March. | would also like a meeting room for six people on
Tuesday 15 March.

| look forward to hearing from you.
Yours faithfully
Lotte Mertens

Writer's desk

I'would like to reserve / confirm...

I'm afraid that Iwould like to
cancel / change my reservation.

Thank you for your prompt reply.
My credit card detailsare ...

S ————seE

subject | booking request

3
Dear Ms Mertens

I'm afraid that we only have double rooms for those nights. However we can
offer them at a special rate of £60, breakfast included. We have a meeting
room available for Tuesday 15 March. The price per day is £120, including
refreshments.

If you would like to reserve these rooms, please reply with your credit card
number to guarantee the reservation.

Yours sincerely

Erica Jackson

L

1
X

Subjeet: | booking information

Dear Ms Jackson
Thank you for your prompt reply.

| would like to confirm two double rooms, for the nights of Monday 14 March,
and Tuesday 15 March. Could you also reserve the meeting room on E
Tuesday 15 March? My credit card details are:

Americard no. 4673281389729027, expires 09/11.

Yours sincerely
Lotte Mertens
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Letters1
Thanking 45Dale Road '
Stevenage
1 Whendid you last write a letter SG6 6SB
(or email or text message) UK

Sandman Creek Sumrer camps *

e asking for information?
1831 Ellis Avenue

e giving information?

e sayingsorry? Eugene OR 97405
® saying thank you? 25 November, 20—
® accepting an invitation?

® congratulating someone?

Who was it to? What was the result? Dear Mr Hemingway *

I am writing to thank you for the interview we had
yesterday.l am very interested in working in your summer
camp next year.I hope that my qualifications and interests
were suitable. I meant to also mention thatI am learning to
drive and I hope to have my driving licence before the

2 Readtheletter and answer the
questions.

1 What kind of letteris it?
2 Whatdid the writer and

recipient do yesterday? summer.

3 What gxtra i.nformation does Once again, thank you for seeing me. I look forward to
the writer give? hearing from you. !

3 Label the parts of the letter. Yours sincerely,”

ing salutati
opemg o Amanda N&(Sh i

O closing sentence

O full name (typed) Amanda Nash *

O closing salutation
O writer's address
O signature

O date

[J body

[ recipient’s address

4 layoutthisletter correctlyona
computer.
128 Springfield Drive, Seattle,
WA 98199

Raglan Business Solutions 860
Lincoln House, Spokane, WA 99201 ® Use of titles

Writer’s desk

5 March, 20— Dear Ms MoranIam
writing to thank you for your offer
of an internment in June.I am very
excited by the opportunity of
working in your company.

Ilook forward to receiving your
information pack.

Yours sincerely
Irene Porter
Irene Porter

Male: Mr

Female: Ms (neutral, preferred
in business correspondence),
Miss (unmarried), Mrs (married)

® Use Yours sincerely when you
know the person’s name.

e Abusinessletteris typed,so
leave space for adding your
signature.
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Emails 3 =

Arranging a meeting | e gan yew imsen Fome

1 What information do you need to grom... | [Vanessa Pike
give when trying to arrange a To.. | [Paul Morel, Hugo Macdonaia
meeting? S— ' —— "
g swject: | Meeting about brochure ]
2 Read the emails.Who... Hi 2
1 suggestsameeting? | wonder if we could meet next week to discuss the new brochure.
How about Wednesday morning in my office?
2 suggests an alternative time? Best :
Y A B . Vanessa Q
3 agreestoameeting time?

4 confirms the meeting? HEIIe e e T S

| B | D S|4 2B 8|8 2|1 v |Doms

3 Imagine you are Hugo. You From... || Paul Morel Sent:  August 13 12.48
discover you are busy on Wednesday To.. |[ Vanessa Pike; Hugo Macdonald
afternoon. Write to Vanessa and suject: | Re: Meeting about brochure
Paul. Apologize and suggest an . e
alternative day and 'rjrr%eg. HNanesss =
. = I'm sorry, but | have another appointment on Wednesday morning.
Writer’s desk | wonder if we could make it Wednesday afternoon?
BT g - e ¥ i ") All the best
Suggesting
Iwonder if we could meet ... Fesd =
Could we meet... ?
Agreeing / Disagreeing =
- is / would beﬁnfz‘ . || Fle Edt View Insert Fommat Tools Actions Help
[monyiut mofiid- @Sl b@IS (@01 v G
I'wonder if we could make it _ Eom.. || Hugo Macdonald Sent:  August 13 13.02
(+ time / date). _ T |[ Vanessa Pike; Paul Morel
How /What about...? Subject: ﬁe: Meeting about brochure
Confirming Hi all :l!
The meeting will be at (+time / date). Wednesday afternoon is fine. How long do you think the meeting will take?
Hugo J
4 Write emails to your partner to =
arrange a meeting. First invent
names and decide what you want =X
%o diacuss, || Fle Edt view nsen Format Tools Actions Help
Student A J]Elwlﬂélx%all%ll@ﬂw]! 4| v | [ options.. 2)
suggests a meeting __Eom... | [Vanessa Pike sent:  August 13 13.05
Student B To.. | [Hugo Macdonald; Paul Morel
apologizes and suggests an suject:  [Re: Meeting about brochure
alternative time Hi j
e iaenta . Thanks for getting back to me. The meeting will be at 2.00 p.m. next
:f:giiiosthe Tnpting titne Wednesday in my office. It will last about two hours.

Vanessa

confirms the meeting At et |
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Letters 2
Enquiries

Work in groups. Make a list of all
the reasons why a business makes
enquiries of a supplier.

EXAMPLES
to ask for a brochure
to check on an order

Read and complete the letter with
these words.

would recently also planning
future know stand including

When you write a letter or an email
you should organize your ideas
clearly. Number these items in the
order you find them in the letter.

[J Reference to reply

[ Your enguiry

O Polite ending

[0 Description of your company

[0 How you know about the
supplier

4 Yourecently saw anadvertina
trade magazine for GFC Designs.
You are a quality gift supplier and
would like to improve your
website. Write to them and ask for
a brochure. You also want to know
if they deal with small businesses.
Invent a name and address for
your company.

Writer’s desk

How you know about the supplier
I'recently saw your advertisement /
website /stand...

Your enquiry

I/ We would like to know if /

more about...

Would you pleasesend me /us... ?
lam / We are very interested in...
» When you don't know the name

of the person you are writing to, use:

Dear Sir / Madam to open your letter
and Yours faithfully to end it.

GFC Designs
Unit 15 Newlands Business Park
73 Charles Street East
Toronto
ON M1V 5LR
Look Out Security
1200 Woodroffe Avenue
Ottawa
ON K2C 3X5
3 June, 20—
Dear Sir/Madam
Wesawyour__ 'atthe Montreal trade fair,and we
wouldliketo______ 2more about your CCTV products.

GFC Designs is a graphic design agency, specializing in design
solutions for businesses. We have *moved to new
business premises, and we are 4toreplace our

securitycamerasinthenear 5.

® you please send us your latest catalogue,
Tafull pricelist?Wewould _______ 8liketo
know if you install and maintain your security systems.

We look forward to hearing from you soon.

Yours faithfully,
Claude. Danvers

Claude Danvers
Facilities Manager
GFC Designs
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Letters3 O -]

Following up BIRMINGHAM CAREERS FAIR
1 Imagine youmeet someoneata S November 8302130

careers fair and you want to write
a follow-up letter. What
information would you include? The largest careers fair in the region, with over 180 companies
and lots of career and internship opportunities. All students are
welcome. So come along and get networking!

2 Read and complete the letter with

these phrases. ﬂ
3 havealso
[ for taking the time
[0 tolearn more about 44 Proctor Street
[J Thank you again Birmingham
O enclose a copy B2 4AY
[0 mentioned to you ez Tnpott Bxpoit
3 Imagine you were at the Via Santo Spirito 23
Birmingham Careers Fair. You 50125 Firenze
spoke to one of the companies Italy
below. Write a follow-up letter. & Tiovernber 30—

Kaminski ;
Marek Ka Dear Mr Fanelli

AB Ac U s Thankyou______ 1totalktometoday at the Birmingham

import Export Careers Fair. Now [ have a better idea about your company I
believe that I would be an asset to your team.

AsI___ 2 lamstudying business management and have
Newvari B work experience in a small import export company in my home
town. [ speak Italian and [ have good computer skills. I
*done a project on business links between Italy and
¢ the UK, which is my area of special interest.

LAURA moraLes BUNN 0 1

Iwouldlike 4 yourtrainee programme and visit your
Sports goods company.l___ SofmyCVand areference from my
for professionals course tutor

across the globe
6 for your time. Ilook forward to hearing from you

MADRID soon.

Yours sincerely

Thomas Bernarg ﬁfKﬁBEth‘['f‘a
ma atla

INTERNATIONAL AID ORGANIZATION
Helping the world in crisfs
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Emails 4
Inviting
1 Discuss these questions.
® Whendo you send and receive
invitations?

® Whatinformation does an
invitation include?

2 Read the correspondence and
answer the questions.
1 Why is Space Fashion having a
party?
2 What does RsVP mean?
3 How well do you think Jim
knows Stefano?

4 Whodoesn't accept the
invitation?

3 Imagine you are Melissa. You can’t
go to the party. Write an email to
Selina. Then imagine you are Jim.
You can go for the drink. Write an
email to Stefano.

aPALEFASHION

Dear Melissa
Space Fashion is holding a summer party
on Friday 12 July at 7 p.m. to celebrate a great year.
We would like to invite you to our celebrations.

Selina Bond

RSVP
€mail spacefashionhp@virtual.com
Address: Space Fashion, 112— 114 Tudor Street,
London EC11 4PD

Writer's desk

Formal
We would like to invite you to...

Would you like to join me / us for
lunch / a drink, etc.

Thank you for very much for
your invitation.

I'would be delighted to come.
I'mafraid I won't be able to accept.

Neutral and Informal

Would you like to come?

Are youdoing anythingon... ?
I'd love to come.

I'd love to come but ... (+ reason)

4 Write an invitation to your
partner. Your partner writes an
email back, accepting or refusing.

\ —

I _Ox

Suject: | RE: party invitation

Al
Dear Selina
Thank you for very much for your invitation. | would be delighted to come to
your party.
Best wishes
Melissa Salemon
=

= ——— e a4

Subject: | RE: drink Friday?

I =
Hi Jim
Are you doing anything on Friday? We're going for a drink after work.
Would you like to come?
All the best
Stefano
=

D 7

subiect.  |RE: drink Friday

Hi Stefano

I'd love to come but | can't make it. I've got to go out with clients.
Have a great time!

Jim
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CVs

1 Discuss the questions.

Curriculum Vitae

» Why are CVs important?
o What information do job

applicants putina CV? Name: Giacomo Marchese
2 Read the CV. Where do the Dateof birth: 18 August 1986
headings go? Write them in. Nationality: [talian
Interests Marital status:  Single
Skills : Address: ViaTorino12 24128 Bergamo
Personal Information Tel: 0355580113

Education and qualifications : )
) Email: giacomomarchesel@excellent.com
Work experience

3 Now write your own CV.Use the

Eabove asaiicasl 2005 Honoursdegree in Economics: grade 110/110

1999 ltalian High School Diploma ITCPA, Bortolo Belotti Bergamo
1998 Cambridge First Certificate in English

Writer’s desk

A good CV should
o beclear and well-organized
o beonone or two pages only

2004 Oxfam charity offices, Oxford, UK: 3 months’
voluntary work

» list education and work

experience in reverse order Duties included conducting research, answering phone,
o have wide margins and collating data
» useone font style 2003 Green & Hudson, Michigan, USA: 3-month internship

Duties included market research, researching products,
and maintaining client records

Fluent English and Spanish, conversational Japanese

Working knowledge of Microsoft Word, Excel,and
PowerPoint

Good typing skills

Driving licence

travelling, cinema, tennis, football
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Faxes
Giving directions
1 Readthetext messagesand
answer the questions.
1 WhereisJavier?
2 Whatdoesheneed?
3 How will Krystyna send him
the information?

4 Why is a fax useful in this
situation?

2 Read and complete Krystyna's fax.

opposite on left  signs
lost get  take

3 Write a fax giving directions toa

visitor to your school or college.
They are arriving from the town
centre by car. Include a map if
necessary.

Writer’s desk

@ Mostfaxes contain headings

(like an email). These include: For

the attention of / From / Date /
Subject / No. of pages / Fax
numbers

® Faxes can be formal or informal,
typed or hand written, and can
be written as letters, memos, or

notes.

® You can also send pictures by fax.

HIKRYSTYNA. AWM @
HI JAVIER. WILL FAX YR

AIRPORT HOTEL. HOTEL WITH DIRECTIONS.
ARRIVED L8 LAST NIGHT. KRYSTYNA

HOW DO | GET 2

CONFERENCE BY CAR?

JAVIER

FAH Brookside Hotel
and Conference Centre

For the attention of: Javier Alonso

FouNo: 01864774322 Date: 14 January 20—
From: Krystyna Wozniak No. of pages (including this): 2
Fax No: 01992702002

Subject:  How to gettohere
HiJavier
Here are the directions and a small map.

It's about 60 miles from the airport to the hotel. From the airport,
the M40 to Oxford. Then take the A40 to Oxford.

Follow____ 2forCheltenham. About 14 miles after Oxford

follow signs for Minster Lovel. Whenyou____ *to Minster

Lovellgo__ “overastone bridge. Brookside Hotel is
Syourleft. Thecarparkis____ &the hotel. The

conference starts at 1.00 p.m. so you've got plenty of time. Hope this
mapisclear.Callmeifyouget 7!

See you later.

Krystyna

FAH Brookside Hotel
and Conference Centre
e m\

park [
//I

==

Page1

"“-—-.
Cheltenhane

oxford
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Emails 5
Answering enquiries

1 Lookat the website and answer
the questions.
1 What sort of products is this
company selling?
2 Who are their target
customers?

2 Putthe sentences in the correct
order in each email.

Writer’s Desk

Enquiries for more information
' I'would like to know ...

Could you tellme... ?

Could you give me more details

about... ?

Answering enquiries
Thank you for your enquiry.

Please do not hesitate to get in touch
if you require further information.

I hope that this has answered

your question.

3 You work for PromoPerfect.
Answer the following enquiries.
Use the information in the table.

@ Iwould like to know what
colours the Hand Track Mouse
comes in. Also, can it be used by
left-handed people? (Kristin

Checkout

PromoPerfect Pmmutinhﬁi Products

USB Pendrive
It allows you to carry lots of data. Great for
PowerPoint presentations.

-.'c:EEﬂEL.{
As low as €14 a unit [J
Hand Track Mouse g

This easy-to-use mouse doesn't need a desktop.
It's great for business people on the move. It has
a USB connector.

Minimum order 25 items

swiect | Pendrive info

Dear Customer Care

| am interested in ordering your USB pendrives for a promotional campaign.
d

Could you also tell me if there is a discount for orders over 1007
| look forward to hearing from you.

I would like to know how many megabytes of data you can store on the USB
pendrive.

Bill Whitehead
B

bz

Archer)
¢ Could you give me more details
about the USB Pendrive?
(Martin Vidmar)
USB Pendrive Hand Track
Mouse
Colour:silver Colours: green
and silver
Size: 90mm x for both left-
30mmx14mm  and right-handed
people

suject: [ USB pendrives jJ

Dear Mr Whitehead
| hope that this has answered your questions.

Our USB pendrives come in two versions, 32 megabytes and 64 megabytes.

Thank you for your enquiry

In answer to your second question, we only offer a discount on orders over
500.

We look forward to receiving your order.
David Harris

Customer Care =
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Report

1 Answerthe questions.

@ Whatisareport?
@ Who writes reports?
@ Whoreadsthem?

2 Read the extracts from a report
and number the items below.

O Title

O Introduction
[J Body

[J conclusion

3 Read thereport again. Do you
think you are a typical mobile
phone user?

Writer’s desk

Introduction

The purpose of this research was....
Itaimedto...

Italsoaimedto...

Body
I/ We found that ...

Conclusion

To conclude, ...

My /Our report shows that ... It also
shows that ...

Based on my / our research, 1/ we
suggest that...

4 Write a brief report entitled:
The difference in use of mobile
phones by 15-21 year old males
and females. Use the information
onthe right and any relevant
information in the report.

[~

[

w|

(=]

We interviewed 450 mobile phone users in schools and colleges, and
at work. We asked all the interviewees the same questions. 231 of the
interviewees were male and 219 were female. Over 95% of 15—21 year
olds use mobile phones. 75% of people talk to friends daily. Our report
also shows that text messaging is more popular than phone calls and
90% of users send texts daily. We found that over 60% of users
download their own ring tones. We also found that males would
prefer, more than females, to end a relationship by text rather than in
person.

! To conclude, we found that mobile phones are an essential part of
young peoples’lives. They use mobile phones in preference to emails,
letters, and even face-to-face contact. Based on our research we
predict that the mobile phone will become even more important to
young people's communications in the future.

The use of mobile phones by 15 to 21 year olds

The purpose of this research was to find out how people aged 15-21
use their mobile phones. It aimed to find out how people use them,
how often they use them, and what they use them for.It also aimed to
seeif young people ...

Males Females

Own a mobile phone 92% 97%
Play games daily 60% 45%
Talk to friends daily 85% 55%
Feel safer with a mobile phone ~ 70% 90%
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Emails 6
Complaining

What problems can you have
when you buy something online
or by mail order? Add to the list.
missing parts

wrong quantity

Read the emails and answer the

questions.

1 What problem does Megan
Byrne have?

2 What does she want to happen?
3 Whodoes Derek Adams think is
responsible for the problem?

4 Whatishe goingtodo?
5 Doyouthinkthat Megan Byrne
will be happy with the solution?

Read the following problem. Write
an email of complaint. Then write
the reply from the company.

You have ordered two DVDs from
the online company DVD Direct -
The Last Samurai and Spiderman,
Deluxe Edition (Order No. 92670
BF). You have received: The Lost
Princess and Lord of the Rings Part 1.

|| Blo Edt View inser Fomat
ISECI=EEe Y
Erom... | [Megan Byrne
To.. _|[Derek Adams
suject: | Delivery of digital cameras

Dear Mr Adams

I am writing to complain about the delivery of 30 digital camesas. orges
#PW315, which we received today.

| am sorry to say that the packaging was damaged, and the cameras &= ot
of saleable quality. | attach photographs of the damage.

Please arrange to have them collected, and send us a replacement
consignment as soon as possible.

Thank you for your assistance in this matter.
Yours sincerely

Megan Byrne .
Sales Manager, TechnoWorld

=

Writer's Desk

Complaining

ITam writing about / to complain
about / with referenceto...

Iam sorry tosay that...

Please arrange / send a replacement /
givemearefund...

Thank you for your assistance in
this matter.

Dealing with complaints
Thank you for your email
concerning ...

We are very sorry to hear about the
problem...

Please accept our apologies for the
inconvenience.

We look forward to doing business
aqgain with you in the future.

=

|| Fle Edit View Insert Format Tools Actions Help

| B @S|k m(B 0|8 S| 1|v | o 3
Eom... | [Derek Adams sent: 2 November 20—

.. |[MeganByrne

swject: | Delivery of digital cameras

Dear Ms Byrne

Thank you for your email concerning your order #PW315. We are very sorry
to hear about the problem with the delivery of this order. Our carrier is
investigating the matter.

We will send you replacement cameras, and will collect the damaged items
free of charge.

Please accept our apologies for the inconvenience. We look forward to doing
business again with you in the future.

Yours sincerely
Derek Adams

Stock Controller i
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Letters 4
Job applications

Read the advertisement and make
anote of the experience, skills, and
qualities you have that make you a
candidate for the job.

Read and complete the letter of
application with these phrases.

O Asyoucansee

O For example

O 1am writing to apply for

O My duties included

[ In additionIhave

O Although my work experience
O Tam fluentin

Write a letter of application to
Diamond Travel. Include
addresses, the date and a reference
to any enclosed documents. Make
notes using the plan in Writer’s
desk before you start.

Writer’s desk

Letter of application

e Addresses and date laid out
correctly

o Opening salutation

@ Body:
Paragraph1
reason for writing, where you
saw the advertisement
Paragraph 2
why you are interested in the job
Paragraph 3
experience, qualifications, skills
Paragraph 4
personal qualities

® Closing salutation, signature,
and printed name

pimmmd Ihavel

Admin assistant

Admin assistant required for this fun but hardworking business travel agency. Experience
of Microsoft Word and Excel are essential, along with a clear telephone manner. You must
be reliable and have excellent communication skills. A sense of humour is an advantage.

Apply with a CV to Tim Greenaway, Human Resources, Diamond Services, 112 Woodford
Road, London SW 12 SAP

72 Park Road
Sale M7 9EP
Tim Greenaway
Human Resources
Diamond Services
112 Woodford Road
London SW12 9AP

16 January, 20—

Dear Mr Greenaway

Tthe position of admin assistant which
Isaw advertised in the January 14 issue of The Guardian.l enclose a
copy of my CV as requested.

Iwould like to work for you because I am very interested in working
in atravel agency. 2js limited, I believe
T have the necessary skills for this position.

* from my CV, I have just finished a three
month internship at TLC Travel. 4
business correspondence and administrative work.

sEnglish and German, and also speak
Spanish. & excellent computer skills

and can use Word, Excel, and PowerPoint.

Iam a hardworking and reliable person. %
inmy internship I was given extra responsibilities because the
manager trusted my abilities. I also have very good communication
skills and a good sense of humour.

Ilook forward to hearing from you.

Yours sincerely
Alexander Karisen
Alexander Karlsen
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Writing bank key

Emails 1- Making contact (p.52)
2 1 ASpanishstudent at Western Business College

2 No.Angela's tutor knows her.
3 To get work experience in Sabina's company
3 1 recipient’sname/ 5 reason for writing
email address 6 closing sentence
2 subjectline 7 closing salutation
3 opening salutation 8 sender'sname
4 introduction
41 No 2 Alunchtime meeting

Emails 2 - Hotel booking (p.53)

2 1 Twosingle rooms for Monday 14 March and
Tuesday 15 March. A meeting room for six people
on Tuesday 15 March

2 Only double rooms available
3 £360

Letters 1-Thanking (p.54)
2 1 Athank-youletter
2 Heinterviewed her for a summer camp job.
3 Sheislearning todrive and hopes tohave a
driving licence before the summer.

3 1 writer'saddress 6 closing sentence
2 recipient’s address 7 closing salutation
3 date 8 signature
4 openingsalutation 9 fullname (typed)
5 body

Emails 3 - Arranging a meeting (p.55)

2 1 Vanessa 2 Paul 3 Hugo 4 Vanessa

Letters 2 -Enquiries (p.56)

2 1 stand 4 planning
know 5 future
recently 6 Would

How you know about the supplier
Description of your company
Your enquiry

Reference to reply

Polite ending

7 including
8 also

Vs W N = W N

Letters 3 - Following up (p.57)

2 1 fortakingthetime 4 tolearnmoreabout
2 mentioned to you 5 enclose a copy
3 havealso 6 Thankyouagain
Emails 4 - Inviting (p.58)
2 1 Tocelebrate 3 He knows him well.
a great year 4 Jim

2 Pleasereply

CVs (p-59)

2 1 PersonalIinformation 3 Workexperience

2 Educationand 4 Skills
qualifications S Interests
Faxes - Giving directions (p.60)
1 1 Attheairport hotel
2 Road directions to the conference
3 Byfax
4 Itcaninclude a hand-drawn map.
21 take 3 get 5 on 7 lost
2 signs 4 left 6 opposite

Emails 5 - Answering enquiries (p.61)
1 1 Promotional products 2 Businesses

2 1 Iaminterested in ordering your USB pendrives

for a promotional campaign.

2 Iwould like to know how many megabytes of
data you can store on the USB pendrive.

3 Could you also tell me if there is a discount for
orders over 100.

4 Tlook forward to hearing from you.

1 Thank you for your enquiry.

2 Our USB pendrives come in two versions, 32
megabytes and 64 megabytes.

3 Inanswer to your second question, we only offer
a discount on orders over 500.

4 Thope that this has answered your questions.

5 Welook forward to receiving your order.

Report (p.62)
2 Title3 Introduction4 Body1 Conclusion 2

Emails 6 — Complaining (p.63)

2 1 The packaging was damaged and the cameras

are not of saleable quality.

2 Shewants the damaged goods to be collected and
anew consignment sent to her.

3 The carrier

4 Collectthe damaged goods and send a new
consignment free of charge

5 (Student’s own answer)

Letters 4 - Job applications (p.64)

2 1 lamwriting toapply for
2 Although my work experience
Asyoucansee
My duties included
Iam fluent in
In additionThave
For example

< ow oW
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9 Fashion and style

Start up Reading
1 Work in pairs. Do the questionnaire and thenworkout 1 Look at the shoes. What adjectives would you use to
your score. describe them?
2 Read the article and answer the questions.
Listeni ng 1 1 Howis Camper different from shops such as Gucci?
1 §) Alexand Maria are doing the questionnaire 2 Where does Camper make and design its shoes?
together. Listen and make notes on Alex's answers. 3 What sort of shoes did Lorenzo decide to make in
Then listen again and make notes on Maria's answers. the 1970s?

2 Work in pairs. Calculate Alex’s and Maria’s scores. 4 How does Lorenzo describe his shoes?

Are they fashion victims? 5 What plans has the company got for the future?
6 What are companies like Nike doing to compete?

ARE YOU A FASHION VICTIM?

g

Do you like reading Do you buy clothes N\ S S

Foshl_on magazines or because_gour friends & . el 1 8-10 Frashionvictim!

reading about celebrities? are wearing them? L7 -~ ! | You'reabitofaslaveto

- 9 Lo § fashion! Perhaps you need

Do you prefer to buy Do you have clothes in [ ", T =l] ahobby!

branded clothes, such as your wardrobe which N ~ad

Ralph Lauren, or Banana you haven't worn yet? " ‘ ’ 5~-7 Fashion savvy! You

Republic? P care about fashion. But it

Do you have several E ilr doesn't rule you!

Do you like wearing this pairs of trainers for | 0-4 Fashion? No thanks!

year & fashions? different purposes? You don't follow the crowd.
But maybe your look needs

Do you like your clothes -I o Do you like people to updating!

to have visible labels, e.q. admire your look? "

Polo or Nike?

Do you like wearing
sportswear even when
youfe not doing a sport?

Have you ever wanted
accessories you e seen
in an advert or a magazine
article?




GRAFFITI NOT GLITZ

What do Nicole Kidman, Bruce Willis,
and Steven Spielberg have in
common? They have all bought shoes
from Camper. But the philosophy of
Camper is the opposite of designer
shops like Gucci and Armani, who
promote luxury and elegance. Camper
believes in simplicity, authenticity, and
a healthy lifestyle.

A sense of place

This family-run Spanish shoemaker
sold three million pairs of shoes in
2004. It has over 40 stores worldwide
including London, Milan, New York, and
Taiwan.But all its designers and
factories are in Majorca, a small island
150 miles off the coast of Barcelonal
Their designs are inspired by its
Mediterranean surroundings and are
comfortable, fun, and eco-friendly.

A family of shoemakers

The Fluxa family have had a successful
shoemaking business since 1877.But in
the 1970s young Lorenzo wanted to
make a different, casual kind of shoe.
He decided to manufacture a design
based on a traditional recycled
Majorcan shoe. Although his father
didn’t approve, the new shoes sold
well. After fifteen years in Spain,
Camper was launched on the
international market in the 1990s.

Vocabulary

Fashion and style 67

#

In this unit

@ the fashion business

® Present Perfect + for / since / yet

® making requests, refusing, and agreeing
@ can / could

@ making and accepting invitations

A philosophy of life New business ideas

Camper means '‘peasant’in Catalan, While multinationals such as Nike are
and Lorenzo Fluxa, the man who now making cheaper, recyclable shoes
created Camper, was inspired by in order to compete, the Fluxa family is
peasant culture. He doesn't like the still one step ahead! Fluxa's son, also
label ‘fashionable’. His shoes are what called Lorenzo, trained in business

he calls a‘culture brand’, reflecting administration, and has created an
traditional rural values. Although online Camper shopping website; and
Camper stores are in upmarket areas, another son, Miguel, has opened a
they look very basic. When Camper Camper hotel.

opened in Milan, they asked customers
to write graffiti on their walls.

B

Project

4

We often use nouns to modify other nouns. Match 1 Workin groups.Imagine you are a fashion

these nouns from the article.

manufacturer. You have to decide on

1 designer a culture @ your company name
2 shoemaking b administration ® what youmake
v ® who your customers are
3 peasant ¢ business ;
® your philosophy
4 business d website » yourslogan
5 shopping e shop

2 Give a short presentation of your company to the class.
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Fashion is what you adopt
when you don't know who
you are,

Quentin Crisp

Fashion is made to become
unfashionable.

Coco Chanel

fashion designer

writer (1883-1971)
(1908-1999)

3 (y Coverthe article and listen again. Write the people’s
names (Mark, Lisa, Antonia, John).

Listening 2

1 Before you listen, match the jobs with their

£y Heorshe...
descriptions.
_ : 1 works for an accessories company.
1 afashion designer a createsalookfora ) .
company 2 isafashionbuyer.
2 afashion buyer b makes and distributes 3 isastylist.
fashion products 4 isafashiondesigner.
3 amanufacturer ¢ buys clothes for fashion 5 hasdone this job for two years.
stores 6 has done this job since 2004.
4 astylist d designs clothes and/or 7 hashad a designer label since 2003.
i 8 hasbeen at the company for three months.
2 G Listen and complete thearticle, 4 Read the article again and check your answers.

Voices from the fashion industry

.......L.....I............l..I.‘...lll.l.......l.
I've had my own designer label since 1. It was a big step after
college, but you hmﬁe %dent in this business. I've got contracts with
some major clients, mainly in 2and 3_I've specialized
in menswear up to now. | haven't d&igned for women yet, but I've got big
plans to start next year! Mark Mahfouz, 24

N R N R R N N N NN NN NN ]
I've worked as a fashion buyer for the last 4, Basically,
| commission and buy clothes from designers and manufacturers for high-
street clothes stores. I've travelled abroad to sand
suppliers,and I've met a lot of people. The most tt inmy
line of work is being able to deliver on time. Lisa M 23

L R R R N N R R R R N ]
I’'m doing an internship with OK Plus, an accessories manufacturer
in 5. I've been here for just over

7. It's great to get some real work experience. | haven't

been involved in design work yet, but I've gained some good business

“experience in the Quality Control and Sales departments.

‘Antonia Benedetti, 20
”'..'..l..‘..l......-....'.'..l.....Ill.....'

I've worked in fashion for the last 5 I've

‘been amodel, a designer,even atalentagent.Since________ 2l've
wuﬂtgdas a stylist. Stylists can work for designers, manufacturers,

- magazines, even celebrities! A stylist creates a total look for them.

It'simportant to communicate your ideas clearly 3ndpmfanately

- "isthekeyto the fashion business., Mﬁ working.

' kor die! John Tusches, 31 L

== ==t
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@ Language spot 2 ?I(I;;tenandtick(/) what Antonia hasdone at
us.
Present Perfect

Put these examples under the correct rule: quality control

Have you designed for women yet? management
I've gained some good experience.

I'haven't been involved in design work yet. sales

I've worked as a fashion buyer for the last two years. telephones

@ We use the Present Perfect to talk about something in current orders

the past when we do not say exactly when it happened. . BT
} I've travelled abroad to fashion shows and suppliers. design

' 3 Complete the sentences about Leila with for + number
or since.

Present Perfect + for /since

® We use the Present Perfect to talk about actionsina

period of time from the past until now. We use for with 2 O O O started designing handbags
a period of time (e.g. three months) and since with a

specific time (e.g. 2003).

I've had my own design label since 2003. 2 O 01 moved to Germany

Present Perfect + (not) yet 2002

@ We use yet with a negative verb to say that
something we expect has not happened.

started work at Prada

; 2003 became a manager

® We use yet in questions to ask about things we
expect to happen.
2004  met her boyfriend, Helmut

» Goto Grammar reference p.119

' 1 Work in pairs. Tell each other what you've achieved in 2005 made Regional Design Manager
| the last six months.
| EXAMPLE
I've improved my English over the last six months. 1 She'sdesignedhandbags  2000.
I've studied hard and I've passed all my tests. 2 She’slived in Germany
improved my English read a lot of books yeafs.
kept a diary changed my look 3 She’s worked at Prada
been abroad lost weight yeals-
finished a project made some new friends 4 She's been a manager 2003.
got fit started... ing 5 She's known her boyfriend, Helmut,
years.

6 She’s been Regional Design Manager
2005.



The name Gap comes from the hippie
concept of the ‘generation gap’

® Product Red was created in 2006

by the rock singer Bono to help fight
disease in Africa. 50% of the profits
from Gap's Red collection T-shirt
goes to the Global Fund.

9to5
Making requests

1 Look at the picture. What kind of day do you think Lisa
is having?

2 () Listen to the conversation and write R (Richard),J
(Joe),or S (Sara). Who asks Lisa to...

1 ...bringacopyofareport
2 ...emailadocument before lunch
3 ... print some briefing notes
4 ... give some files toRichard
5 ... getthefiles from Sara
3 ) Listen again and complete the sentences. Why do
you think they make the requests in different ways?

1 Bytheway, email me an updated list of
our contacts document? And getitto
me before lunch?

2 mind the briefing notes
we received from Harper's Hotels?

3 give these files to Richard?

4 Towhichrequest do you say no’'to mean ‘yes'?
1 Can/Couldyou...?
2 Would youmind...?

Expressions

Can/ Could you (possibly) ...?
Would you mind...?

Yes, of course.

Sure./ No problem.

I'm sorry,but...

Of course not.

Speaking

Work in pairs. Student A go to p.109. Student B go to p.114.

Company profile
Gap Inc.

Work in pairs. Student A reads the text on this page,
and Student B reads the text 2 on p.110. Then cover the
information and ask your partner these questions.

Student A's questions

o What does Gap sell?

@ Name the companies that make up Gap Inc.?
® How many people work for Gap Inc.?

® When was the first store opened in Europe?
e Whendid Gap Inc. open its online store?

GAP Inc.

The first Gap store was opened in 1969 in San
Francisco, California, by a couple called Don and Doris
Fisher.In fact the Fisher family still own 25% of the
company. Now the Gap Inc. world headquarters are in
San Francisco, while their development offices are in
New York. In 2004 their revenue was $16.3 billion and
their earnings were $1.2 billion. They have about 3,000
stores worldwide, though they are only in four countries
outside the US - Canada, the UK, France, and Japan.

Business know-how

| Your appearance communicates a lot about you and
your identity. Work in pairs. Discuss the questions.

How do you think people should look in business?
Are there different rules for men and women?
Is there anything that you think is unacceptable?

© With your partner read and discuss the tips. Would you
add any advice for your country?

< How to dress for the international business world
Always have a well-coordinated look.

Get aneat, attractive haircut, and keep it up to date.
Don't wear too much jewellery.

Avoid over-casual clothes, such as jeans or trainers.
Wear good-quality shoes and keep them clean.




Writing
T You have been invited to the following events. Write
what you would wear for each.
EXAMPLE
For the birthday party I would wear casual clothes.
I'would wear my best trainers and a new striped shirt,
but Iwouldn't wear a tie. I've got some new black
Armani jeans and I'd wear them with a casual jacket.
It's my girifriend’s favourite!
_’ELJ—_______HE
Hi, Please come and celebrate my
21st birthday with me at the Cicada Club.
9.00p.m. to 1.00 a.m.

=l

We would like to invite you to an interview for
the post of office administrator...

T — e — .- T ——
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I've got a spare ticket for the football match on Saturday
afternoon between Man United and Chelsea. Would you

like to come?

Expressions

We would like to invite you to ...
Would you like tocometo... ?
Please come...

| would love / be delighted to come.

Thank you for your invitation, but I'm afraid | won't be
able to accept.

| would love to come, but ...
2 Write invitations to students in your class. When you

receive invitations, either accept or make your excuses
in writing. Use the expressions above.

accessories
casual
designer
menswear
sportswear
stylist

Adjectives
authentic
basic
comfortable
designer
eco-friendly
fashionable
luxurious
stylish
upmarket

Fashion industry

FEQTHUIT abiloLyIc F

Look back through this unit. Find five more
words or expressions that you think are useful.
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10 Technology

Start up

Work in pairs. Do the quiz together and calculate your scores.

LA TECHHOFHOEE

ﬁr' ﬁ TF!-Hr"'nF'HI' F-, CounthowmanyA,F&.C,Danswersyougave.

Then read your profile.

(AR R RS R E RS AR R R R R R R RN

How many emails do you send a day?
a morethan 20

b 5-20

C 1-5

d Idon’tsend them every day

How many text messages do you send a day?
‘a morethanig c | prefertotalk
b lessthanis d none Mostly As

Soni y hours a day do you surf the Net? What a technophile! Do you

tl have time for humans? You
bl m I.wohuurs need to take a break and see

some friends.

(XX [a¥

Ilolldht' o you buy on the Internet?
y ¢ rarely

e

A

do Mostly Bs
you understand? S d= ! You've got the right attitude for

Wi-Fi, Lagbps,lspllw' ar

the business world. You know
ie and understand technology.

Your internet connection goes dm. . But... be careful - don’t let it

a It'snota problem — | have a back-up account. take over your life.

b Icallthe helpline immediately.

a four b three c two dene rnone

(AR R E NN ERENNENN]

Mostly Cs

Well... youcanusea
computer. And you haven’t
forgotten about your friends.
But don't get left behind by
new technologyl

Mostiy Ds

What century are you living in?
Modern technology can make
your life easier and more fun!
And ifyouwantajobin
business, you'd better

liven up.

¢ Itrydialling later, or do something else instead.
d Idon’tnotice.

K BN R

Your computer is being repaired. Reading
a luse myother PC -1 have a spare.

b |use my laptop. I 1 Discuss these questions.

¢ | borrow a computer if necessary. :

d It's not a problem, | can wait. 'E
l

What do you prefer to do at home in the evenings?
a check myemail !

¢ watch TV d read a book

Is it usually better to contact you
a bytextmessage? c byphone?
b byemail? d face-to-face?
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¢ What do you use a computer for?

® How has the Internet changed our lives?
2 Read the article and answer the questions.
b play computer games : 1 What two types of computers does the Internet use?
2 What type of server does your ISP operate?
3 How does a web page arrive at your computer?
4 What was ARPANET? What were its disadvantages?
5 Whatdid Tim Berners-Lee do?
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So you think you know about
the Internet!

Servers and clients

The Internet is a world wide network of hundreds of
millions of computers linked together by telephone
systems. Two basic types of computer are involved -
‘servers’and ‘clients’. Your home, school, or office
computer is a client, while the information you seek is
stored on the servers.

Getting to a web page

Every website in the world is located on a host server.
When you type in a website address your home
computer is then connected to a ‘gateway’ server. This is
operated by your Internet Service Provider (ISP). Then
your request to view a page is passed on by your ISP to
other servers. In seconds it is passed from server to server
until it reaches the target host server. Then you can view
the web page you requested.

Early days

The first computer network was developed by the US
military during the 1950s. It was adapted by scientists in
the 60s so they could share information. This new system
was called ARPANET. As more and more universities and
other institutions used ARPANET, it became an
information community. The Internet was starting to
take shape.

Going global

Unfortunately, ARPANET was complex and difficult to
use.The Internet was revolutionized in 1991 when the
World Wide Web was invented by Tim Berners-Lee. Now
anyone could access information with a click of the
mouse! Mosaic, the world’s first Web browser, was
introduced in 1993. It worked for both PCs and Apple
Macs. And from then on, the Internet became truly
global.

e Language spot

The Passive
Complete the examples with the

was invented is passedon isee

® The focus of a Passive sentence isthes
person or thing that does the action We
talk about processes.
Then your request
other servers.

o If we talk about the person or thing in
sentence we use by. .
The first computer network was deve!opedbytk Us
military.

» We use the Present Passive for things that are always
true, or things that happen regularly.
Your home computer *to a gateway server.

o We use the Past Passive like the Past Simple, to talk
about complete finished actions and events, or past
processes.

The World Wide Web

% Goto Grammar reference p.120

® by Tim Berners-Lee.

1 Underline examples of the Present Passive and circle
examples of the Past Passive in the text.

2 Usethese sentences to write a paragraph. Use the
Present Passive. When you want to talk about who
performs the action, use by.

EXAMPLE

How mail is delivered

First the mail is taken to a sorting office. It is sorted by
machines into geographical areas. Then...

1 Postal workers take the mail to a sorting office.

2 Sorting machines sort the mail into geographical
areas.

Another machine prints the date on the stamps.
Machines put the mail in separate postbags.
Postal workers load the bags onto lorries.

Lorries take the mail tolocal sorting offices.
Postal workers sort the mail into individual areas.
Postal workers deliver the mail.

00 ~N o W AW
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@

The @ sign is 500 years old.
It was first used by Italian
merchants. It was a measure
of capacity for oil or grain.

80%

of communication on the
Internet is in English.

1981

the first Personal Computer
was introduced by IBM and ran
on Microsoft DOS 1.0!

Reading

1 Workin pairs. Discuss the questions.
® How often do you send emails?

® Whodo yousend them to?
» What style do you use? Formal, friendly, chatty, etc.?

2 Readthe article and decide whether each tip is

o something the article recommends, which you
do already

» something the article criticizes, which you have
donein the past

o something you didn't know before

» something you will do differently now.

3 Workin pairs. Read the article and decide what the
writers of these emails did wrong.
EXAMPLE
1 Ahmed shouldn't forward Karen's reply without
her permission.

(1] Ahmed

| am forwarding you Karen'’s reply to my enquiry.
| haven't asked her but I'm sure she won't mind.
What do you think?

———
2] Frankie

FYI There is a group meeting next Monday, 2.00 p.m.
TYL 1)

_—— e

[= 0000 Y
o .. . "o T T RTSSwRsyp———0 ST I

(3] Claudia

Why didn’t you apologize? You are really rude! | can't
believe you ...

.

CO—— -~ X
[4] Keiko

Did you receive my email? | sent it this morning.
| need an answer immediately.

—

Netiquette

Emails are an inevitable part of the modern business
world, and they are part of your business image. But can
we improve the way we communicate by email?

Remember that emails are not privatel Only write
what you wouldn't mind other people reading.

Avoid replying to an email when you are angry.
Sending an angry reply is called ‘flaming’

Don't expect an instant reply. Emails are not
phone calls.

Don't forward someone’s message without
permission. It may be confidential.

Be polite and warm —open and close your email with a
greeting and a closing salutation.

Keep your message brief - it's not a novel! Use only a
few paragraphs.

Read your message through for ‘tone of voice’and
content. Have you said all you need to say?

Don't include the whole previous email. Only quote
the relevant part of the original message. Put the
symbols < > around the quote.

Limit your use of abbreviations and emoticons—not
everyone understands them!

Emoticons
smile / happy sad disappointed surprised
( # -@ .5
crying don't tell angry embarrassed
anyone



e e R Sl

e

Communication gaffes cost businesses £4 billion a year

31%

of UK consumers stopped
doing business with @ mistakes in names or titles
companies because of poor @ spelling and grammar
communication. mistakes

® over-familiarity

Turn-offs include:

Listening

1 ¢y Before you send an email there are some
simple things to remember. Listen and complete
the gaps.

Getting ready

to(send)

® Always complete the Subject line so the recipient

knows what the
enough!

Tis about. 'Hi!'is not usually

@ End your email with a signature. Include your company
name,____ 2title and contact details. You can
make this appear 3on every email.

@ Only use'Reply toall'ifall the 4need to

read your email.

@ Read your message through, and check spelling,
5,and punctuation.Typingin ¢
is considered to be like shouting.

® Remember to attach that Tor picture!
It's easy to forget!
® Check with your 8 before sending large

attachments. Mailboxes can fill up quickly.

2 Work in pairs. Discuss which of these tips you
regularly do.

Reading

1 Read the anecdotes on the right. Match them with

these titles.

Bugs killed my computer __Andres
Can you hear me?

No computer, no work

Whoops - wrong address!

E-ticket —no ticket!

You can't write reports, mdnm
print things. But you get to know your collsscusss

bit better! ”I

Vanessa

I'was travelling on a business trip with
e-tickets — you just have a printout. But when
Itried to check in at Frankfurt airport there was
no record of my booking. And the flight was
fully booked!

Have you ever sent an email to the wrong
person? It's so easy just to press ‘Send’. 1 once wrote
an email to my girlfriend but sent it to my boss by
mistake!

Computer viruses. They're really scary.

Ionce opened an email attachment and my
computer got a virus.I couldn’t open any of my
documents! My hard disk was destroyed.

My mobile phone battery went dead - just
asIwas closing a business deal! I nearly lost my job
because of it. A dead battery wasn't an excuse.

Work in groups. Discuss the questions.

» Have you had similar experiences?
® Has your mobile phone or computer let you down?
¢ Hasacomputerized system made a mistake?
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Pronunciation
Email addresses
1 G With your partner, decide how to read these email
addresses. Then listen and check.
1 alicia_ramirez@sagacity.au

2 gemma. james@wiggy-world.co.uk
3 Ryszard.Milosz@qwt.com

2 () Listen again. How do you say the following?
1@ 2. 3_ 4- 5G 6¢g

3 () Listen and write the email addresses.

Call centre
Taking a message

1 ) Listen and make a note of the information.

— +he name of the caller

— +he name of his company

— Hhe reason Lor his eall

2 (i Listen and number the expressions in the order you
hear them.

Expressions

O What can | do for you?

O (Tina Jones) speaking.

O Can | speak to (Robert Adams), please?
O I'll see that (Robert) gets the message.
O How can | help you?

O I'm afraid he's away from his desk.

O This is (Joe Enderby).

0O Am | calling at a convenient time?

O Could you ask him to call me?

Speaking

Work in pairs. Student A go to p.110.
Student Bgotop.114.

Iit’s my job
1 Work in pairs. Discuss the question.
» Whatdoes someone in the IT department of

a company do?

2 Read about Gary's job. What skills and qualities does he
say are important in his job? Which of these do you
think are important in other businesses?

Gary Wilson

Age: 26 Nationality: American

What exactly do you do?
I'm a Senior Desktop Analyst.I am responsible for
everything on the users’ desktop PCs.

What’s your favourite part of the job?

The variety -1 am involved with lots of people, lots of
projects, and hardware and software. [ very rarely have
aregular boring day.

What’s the most important thing you’ve learnt?

‘People’ skills are as important as technical skills. You
have to be able to relate to people, find out information.
The solution is not always technical.

What are the main challenges?

Multitasking - keeping lots of balls in the air at the same
time.Thave alot of different tasks and responsibilities
that need to be properly managed and scheduled.

What advice would you give to
someone just starting?
Never stop learning. The IT
world moves at a fast pace.
You have to keep up with it.
And you should try to
understand the wider
business you work for
—that is the reason
you are there
inlT.
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Checklist

5 wm hthisul’lit.
Tick (/)the statements which are true.

| can read and understand articles about
the Internet

I can send an effective email

Work in pairs. Think of all the ways you can stay up to
date in business.

EXAMPLE
attend conferences

* Read the tips below. Did you have any different ideas?

< Staying up to date
e Attend conferences.
Read magazines related to your area.
Swap ideas with classmates and colleagues.
Go on training courses — it's worth the investment.
Keep your contacts list up to date.
Never say Tcan't do that'.
Visit business advice websites.

L TR
Writing
1 Readthe following email from your boss. Katie clearly

hasn't read the tips on writing emails. What has she
done wrong? Refer to the advice on p.74 and p.75.

e N

|| Fle Edit View Insen Format Tools Actions  Help

|G| B[4 M § @01 3| v | Domm @)

__eom.. |[ Katie Cavendish Sont;
To.. Dan Ross
Subjact:
A
Can you contact Adam Krasinski in the Polish office? | want you to
send him a copy of the document called ‘personnel’ so he knows
about the recent changes to the company organization. Can you
also ask him to send me his latest sales figures? | need the
information by tomorrow morning! And copy me in on your email.
Thanks.
=

2 Write the email that Katie requests, referring to the
advice on p.74 and p.75.

| can talk about technology
| can understand and savemail 3¢

Key words = I! <

Internet
@ at
browser

client ]
dot
ISP

lower case 1
network

signature

underscore

upper case

web page

Verbs
attach
connect
forward
link

Look back through this unit. Find five more
words or expressions that you think are useful.
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1 Job satisfaction

Start up

1 Work in pairs. Discuss what makes you happy.
EXAMPLE I'm happy when I go out with my friends.

2 Choose the ten factors below that you consider most
important for a happy working life.

3 Workin pairs. Compare your answers.

en aoua?

a job that reflects yoyr Personal valyes

NGING

respon5|b|||ty

Listening

1 ) Listen to the radio phone-in and match the callers to

their main points. Are they happy or unhappy about
their workplace?

1 Nuria a
Dylan b
Beate
Andy
Laura

care and support
unpaid overtime

2]

being informed

o

long hours

V. T . R €|

e arelaxed atmosphere

2 () Listen again and complete the sentences.
Nuria Beingkept
feel better.

Alot of

tmakes everyone

2 expect their
*to work twelve hours a day —and
that is stressfull
The atmosphere here isrelaxed, and that’s a
very 4thing.
1 get alot of support from my.
it's great.
People should be
they do.

Dylan

Beate
Andy S-s0

Laura &6 for the work

3 Workin groups. Discuss the callers’ opinions.

A NiCE WORKiNG ENV;
RONMEN
US""Q Your sk ;

00d g, Ia
ing week
sing Yo
being treat
having a social life with colleagues
e

xpres
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#

In this unit

@ guestion tags

® talking about working life
® writing about your ideal job

=

9to5
Making sure

Lisa is helping Richard and Joe to leave the office. They
are going to make a presentation to a client. How do
you think they feel? What do you think they are taking
with them?

G Listen to the dialogue and write who

1 bookedacab
2 packed the DVDs

3 prepared back-up disks of the PowerPoint
presentation

4 istaking printed artwork

5 isgoingtotalktoSara
6 forgotthe traintickets

G Tick the expressions you hear.

Expressions

O Don't worry.

O That’s a good idea.

O I'lltake care of that.

O That's right.

O No problem.

O Everything’s under control.
O Of course | will.

What advice can you give Richard to help him prepare
better? How do you prepare for an important trip?

e Language spot
Question tags

@ Aquestiontagisashortquestion Wecanadditto
the end of a sentence, and use it to check information

o The verb we usein the tagdependsontheverbin
the statement.
You've packed the CDs, haven't you?

Complete the rules with these words:
positive negative

Apositivequestionhasa___ fag
You booked your cab for a quarter past, didn’t you?

Anegativequestionhasa___ tag.
You haven't forgotten anything, have you?
% Go to Grammar reference p.120

1 Complete the sentences with appropriate
question tags.

1 Youdidn'tmissthemeeting, 2

2 Hewasworking athomeyesterday,____ ?
3 You'llbeinthe office before8.30,_____ 7

4 Youdidn't finishthatproject, ____ ?

5 Shecanfinishthereporttoday, ______ ?

2 You're staying in a hotel with your team for a group
meeting. You're chatting about it with a colleague.
Write questions in your notebook.

1 You think this hotel is very expensive.
This hotel’s very expensive, isn't it? >

2 Youdon't think your colleague, likes the meeting

room.

You ?
3 Youthink the bedrooms aren’t warm enough.

1 ?

4 Youthink that everyone else is having breakfast.
Everyone else ?

5 You think that the meallast night was terrible.
The meal ?

Speaking

Work in pairs. Student A goto p.110. Student BEgotop 112
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People can copy your | love working here. | work
products but they can't copy long hours, | work hard, and
your cultural style. I've tried to I want people who work here
create a business in which to enjoy themselves.

people care foreach other ... Paul Naden

Philip Williamson MD, Hfs Group Financial Services

Chief Executive, Nationwide

Reading
1 Read thelist of companies below. Which ones are

shops? Which one has factories? Which ones work
mainly with money?

SUNDAY TIMES

Best big companies to work for in the UK

Nationwide The Carphone Warehouse
financial services mobile telecoms retailer

Asda Mothercare
supermarket retailer
KPMG Cadbury Schweppes

audit, tax, and advisory services food and drink manufacturer

2 Read the article and make notes about the companies.
EXAMPLE
Nationwide - gives bonuses, has good managers, works
with the community

3 Findthese verbs in the article and match them with
the words and phrases.

1 make a incompany values

2 offers b theirtraining path

3 express c their colleagues are helpful
4 feel d suggestions

5 choose e career breaks

6 believe f appreciation
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—

job description an official list
of job responsibilities

job sharing when two people
work part-time and share

one job

job satisfaction the feeling of
enjoyment and reward

Every year the Sunday Times newspaper
analyses employees’ opinions to find out the

best companies to work for in the UK. What are
the eight success factors they identify?

1 Leadership

the most influential factor

Leaders and senior managers
have to inspire trust. Asda runs
a scheme where staff can
make suggestions to their MD
- good ideas win a holiday. Its
directors also visit stores and
talk to staff.

2 Wellbeing

the balance between work
and home

Flexibility about holidays is
essential in a good workplace.
At KPMG staff can ‘buy’extra
days holiday. Both Asda and
Mothercare are family-friendly.
Mothercare offers career
breaks of up to two years.

3 Fairdeal

pay and benefits

Although Asda salaries aren’t
high, staff like the benefits
scheme. Both Nationwide
and The Carphone Warehouse
give bonuses. And at Cadbury
Schweppes staff even get free
chocolate!

yourimmediate day-
to-day boss

The best managers trust
your judgement and express
sopreciation. 76% of staff
=t Nationwide rate their
=anagers highly.

At The Carphone Warehouse
there are forums for staff to
talk with their managers.

5 My team

yourimmediate colleagues

At Asda there are daily bonding
sessions,and most staff feel
their colleagues are helpful.
There are also national sports
tournaments, parties,and
theatre trips.

6 Personal growth

new skills and new
challenges

At KPMG there is an e-learning
web site where staff can
choose their training path,
Promotion is important for
career development —70% of
Asda managers come from the
workforce.

7 Giving something back

charity and
community work

Nationwide has a special day
when staff work for the local
community. And workers at
Cadburys Schweppes rate their
company as very charitable.

8 My company

a belief in your company

Most of The Carphone
Warehouse staff believe in
company values and feel they
can contribute to its success.

Discuss the methods the companies use to improve the

workplace. Say if you agree or disagree with the methods.

EXAMPLE

A Asda organizes sport and social events Ithink itsa
good idea.

B Idon't agree. My free time is outside the workplace!

Work in groups. Create your own perfect company
Think about the conditions, benefits, stc Complets the

table with your notes.

OUR IDEAL COMPANY

NAME OF COMPANY

PRODUCT / SERVICE

COMPANY BELIEFS

MANAGERS

WORKING HOURS

SALARY

WORKING STYLE (TEAMWORK, ETC.)

BUSINESS TRIPS

SPORTING FACILITIES

OFFICE LAYOUT (OFFICES, OPEN-PLAN, ETC.)

EATING AREAS

SOCIAL EVENTS

HOLIDAYS

Present your ideas to the class.
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Work in pairs. Discuss the questions.

How is studying and being in a classroom like being
at work?
How is it different?

Job satisfaction is also important if you are a student.
Answer the questions truthfully.

< Are you getting job satisfaction?
e Areyouwell organized?
Do you take enough breaks?
Do you feel in control of your work?
Do you have fun with your workmates / classmates?
Do you feel respected and valued?
Does your current work fit your long-term plan?
Are you developing new skills?
Do you ever ask for new challenges?

7 Now look at the questions you said ‘no’ to. What is your
advice to yourself?

EXAMPLE Areyou well organized?

No, I'm not well organized. I should spend a quarter of an
hour each morning planning my day.

Company profile
Lush

1 Work in pairs. What are you looking for when you buy
cosmetics and toiletries?

price brand name

reliability natural
nottestedonanimals  scientifically proven results
smells nice keeps along time
doeswhat it promises  doesn’t cause allergies
feelsnice

2 Read about Lush and answer the questions.
1 What does Lush make?
2 Who started Lush and what is their history?
3 How do staff feel about working for Lush?
4 What are their core beliefs about their products and
customers?

Lush is a family-run, ethical company that invents,
manufactures, and sells organic, vegetarian cosmetics.
The company headquarters look like a farm kitchen!
Lush believes in making fresh products out of fruit,
vegetables, herbs, and oils. They buy from companies
that don't test on animals or people. Lush products are
made by hand and have basic packaging in line with the
company’s ecological ideals. They only make products
for their own shops ~ the company owns all 192 Lush
shops around the world including shops in Australia,
Iceland, Japan, Russia, Korea, Sweden, and the US.

Lush was started by Mark Constantine, his wife

Mo, and Helen Anbrosen. Twenty years ago the team
started by making products for the Body Shop.In 1990
they launched a company called Cosmetics to Go which
went bankrupt, owing £1 million. After that, in 1995, they
set up Lush laboratories in Mark and Mo's home in the
South of England. The company now has over 2,000
employees and profits exceeding £1.5 million in 2005.

Lush gives its staff a lot of support, responsibility,

and training (it is number 39 on the Sunday Times list).
Staff say they have a laugh at work. The company

also consults its customers in a chatroom and gets
feedback. Lush declares: ‘We believe that our products
should be good value, that we should make a profit, and
that the customer is always right
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Writing
1 Read this description written by somebody who loves

their job. Then close your book and discuss with a
partner what you can remember.

€ laman evends organizer - | organize.
~ Social events for businesses. | have +o

¢ veryorganized. | enjoy qoing out and
 visiting new places. My office is small

use a BlackBerry so | can stay in fouch
when | am out.

My colleaques are my Lriends and | love
©  qgoing out with them. The company

aranges 4rips to sporting events. The

Hhings | like best about the job are the
e varie4y and the problem-solving.

R . o — oo g

2 It'simportant to visualize your future career to help
you find out what you want. Write two paragraphs
about a job you would like.

Paragraphl

your role and responsibilities, your working
environment

Paragraph 2

colleagues and social life, the best aspects

Project

These three companies are in the Sunday Times best
companies list. Go online and find out why these three
are included. Write a short report about one of them.
Explain why you think it is a good employer.

® WLGore Associates

o AvisRent A Car

@ Arup

~and open-plan. | like new gadgets, and | :

+alk 4o lots of different people and be |

Nouns
atmosphere
factor
flexibility
responsibility
support
training
Companies
bonus
overtime
promotion
workforce
Adjectives
challenging
essential
financial
flexible
relaxed

Rab

Look back through this unit. Find five more ’
words or expressions that you think are useful.
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12 Market research

Start up 3 Melvilles department store was once the leader on

the high street, but recently it has had a decline in
1 Work in pairs. Discuss these questions. sales. Listen to the people being interviewed and put a
Have you ever ... tick (v) for yes or a cross (X) for no.
» been stopped in the street by market researchers?
» completed a questionnaire about goods or services? 1 2
» been offered a free sample in a supermarket or good choice ;
through the post? e
» been paid tojoin a focus group or participate in high quality
market research? high prices
fashionable
good service
exciting
clear layout

Reading

1 Work in pairs. Discuss a department store you know.
EXAMPLE
Standa has got a very good choice of clothes. Its prices
are very good too. But I prefer small shops, really.

2 Read about the results of the research and match the
percentages and the qualities.

high quality —_ 5%
high prices 20%
fashionable o 35%
good service P %
good choice 75%
clear layout 50%
exciting 45%

3 Read the report again and find the expressions that
match these percentages.

2 Workin groups. Discuss the questions. Report your
answers to the class.

EXAMPLE

5% —a very small percentage
1 Why do businesses want market information?

2 How dothey collect it?

3 How do they identify their customers' needs 5‘7 207 357 457 520/ 75‘7
0 o () ) 6 ()

and wants?

4 How do they find out about competitors?
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*

In this unit

@ using percentages

@ First Conditional

® talking about marketing
® asking polite questions

® compiling a questionnaire

e Language spot
First Conditional

# We use the First Conditional to talk about possible

future actions or situations.

If customers believe the store sells high-quality goods,

they will accept higher prices.

o Wedon't use will / won't after if / when / uniess We
use the Present Simple.

If competing stores have better layouts, they will attract
customers away from Melvilles.

Find and underline six sentences using the First
Conditional in the report.

» Goto Grammar reference p.121

1 Read and complete the advice.

MELVILLES DEPARTMENT STORE

Market research report Tips for market research
Market research can save your business from disaster—
Conclusions and recommendations but only if you get your techniques right. !
The survey found that while just over half of customers Ask the right people
thought that the goods were high quality, three quarters ffyou_ '(choose)the wrong sample group,
considered the prices were high. Melvilles needs to yourresults 2 (notreflect) the opinions of
build on its reputation for high-quality goods. If your consumers.
customers believe the store sells high-quality goods, Ask the right questions
they will accept higher prices. If you 3 (write) confusing questions,
Melvilles now competes with an increasing number of you____ “(get) the wrong answers!
low-price, high-fashion shops. Unfortunately, less than a Keep the interviewee interested
quarter of customers thought the store’s range was Ifyou _ *(ask)toomany questions,
fashionable. Unless Melvilles updates its goods, it will theinterviewee ¢ (become) bored.
lose out to its competitors. Provide some space for personal answers
Only half the customers thought there was good service. Uniesspeople_________ (have) space to write NGies e
Melvilles is not understaffed but there needs to be more —|{miss out) on valuable information.
training. If more training is given, the staff will be able Try out your questionnaire
to provide better support to the customer. Ifacolleague ____ *(complete) the questionnaire
. s ;
~ Wefound that less than half the customers thought ﬁe\ig;i;rou senditout,you _______*(find out)if
there was enough choice. If consumers don’t find a good :
selection, then they won’t buy. —
About a third of customers thought things were easy to 2 Work in pairs. Complete the sentences about yourself
find in the store. If competing stores have better layouts, Then discuss them together.

they will attract customers away from Melvilles.

1 IfImakealotof moneyI'll...
Significantly, only a very small percentage of customers ; i
found Melvilles exciting. Melvilles now has an identity ‘ I?c 1startmy own D
problem. It will improve its position when it addresses 3 I'llbuyanew... whenl...

the issues raised by this research. 4 Unless Ifailmy exams,ITl...



86 Unit12

What is market research?
Market research is the process
of finding out about the needs
of customers, identifying the
products and services people

Market research is both
ascienceand anart.

Ethnography is the reality
TV of marketing.

Four market researchers are
likely to have four different

want,and learning how much opinions.
they want tospend.
Readin g 3 How do some ethnographers study people in
shopping environments?
Read the ?mde Andmatohthe pamgraphs with 4 Whatdo ethnographers want to find out on public
the headings. transport?
Athome 5 What techniques do they use to study people’s
Shopping snoops domestic lifestyle?
Rubbish readers 6 How do ‘cool hunters’learn about teenagers’ habits?
Hanging out 3 Work in groups. Answer the questions.
Cool hunters # How can observing people give you better
Using technology information than talking to them?
Someone's watching you! _4 8 What would your rubbish reveal about your
lifestyle?
Read the article again and answer the questions. s Would you let ethnographers into your home?
1 Howis an ethnographer like a naturalist? Why? / Why not?
2 Why do ethnographers go to cafés, shops, city » Do you disagree with any of the techniques
centres, and people’s homes? ethnographers use?

Manufacturers want to know more

about you and the way you behave.
So many companies hire ‘ethnographers’
who study people’s behaviour in their
‘natural environment’ just like naturalists
study animals!

Some researchers just hang out

in cafés chatting with people and
finding out how they make their choices.
From their questions and chats they
predict future trends.

Some market researchers actually

follow individual shoppers around
inside stores watching their movements
and reactions.

Riding on buses in city centres,
ethnographers watch how people

interact with their mobile phones. In
this way, manufacturers can learn how
people really use technology.

Some ethnographers actually go

through rubbish outside houses.
They find out how people live,and
what they really eat and drink.

Ethnographers sometimes stay

in people’s homes and watch how
they live. They film them having breakfast,
using computers, etc. to understand what
really motivates consumers,

‘Cool hunters' hang out with urban

teenagers to find out what they wear,
eat, watch, and listen to. They find cool
kids and use ‘spies’~influential kids who
are leaders among their friends.
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Listening

G Listen to the radio interview with Anna Trabaldo,

an ethnographer, and choose the correct answers.

1 Anna hasrecently
a bought things in supermarkets
b researched people in supermarkets
¢ worked with animals
2 She proved that when entering a shop, people

a walk totheright
b walktotheleft
c walk straight on
3 Insupermarkets most men

a use shopping lists
b don'tuse shopping lists
¢ think very hard before buying things

4 Shopmanagers put clothes on tables because

a people can see them better

b people mustn’t touch them

¢ people touch them and are more likely to
buy them

5 Shop managers put jeans at the back of the store
because

a it gives people privacy
b it makes customers walk past all the goods
c itmakes people buy more jeans

Call centre
Asking polite questions
9 Listen and complete the dialogues.

A

Adam Hello. Could I speak to Francis Goldman,
please?

Secretary I'msorry but he’s out of the office. He's
travelling back from Paris

Adam Ireally have to talk to himurgently.
I lifyou 2 give
me his mobile number.

Secretary Yes, of course. One moment.

B
Carlos Carlos del Solar speaking.
Renate  Hello, Carlos This is Renate Handke

I'm calling
comeup.___ Syou
if I changed the timeofour m
Carlos What time would suit you?
Renate Swe s make
itat3.30?

Carlos That's absolutely fine. No problem.
C

Karen Hello, Andrzej. This is Karen Armstrong
from Riverside. It would be good to meet up
next week. "Tbe B
to see you on Thursday? I'm free most of
the day. You can reach me on my mobile or
leave a message at the office. Thanks.

Expressions
| wonder if you could give him a message.

Would you mind if we met at two o'clock instead
of three?

Could we possibly make it Thursday, not Friday?
Would you be able to come here tomorrow?
Do you think you could pass on the message?

Would you mind taking a message?

Pronunciation
Intonation

p The expressions used in the Call centre dialogues
are polite. But you also need to pronounce them
politely. Listen and repeat them.

(¢ Listen to people asking the questions. Decide if they
are polite (P) or rude (R).

EXAMPLE 1 P

Speaking

Work in pairs. Student A go to p.110. Student Ego o
p-114. Use your own names.
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Market research is divided into
two key types:

® quantitative

statistical results

® qualitative

finding out the reasons why
people do things

A market researcher needs:

@ good interpersonal skills

® commercial awareness

@ interest in human behaviour
® analytical ability

® organizational skills

@ problem-solving skills

@ team-working skills

It’s my job

1T Work in pairs. Look at the skills needed above. Would
you like to be a market researcher?

2 Read the job profile. Copy and complete the table.

Qualities and
skills needed

Training Duties

in-house training interview people like pressure

Matsuko Takahashi

Age:22 Nationality:Japanese

After university 1 got a job asking questions to people
in the street for a mobile phone company.I enjoyed

it and decided to volunteer with a marketing agency.
After a few months they gave me a research assistant
job.

You need a degree. But it doesn't really matter what
subject it is.T have a language degree. There'salsoa
lot of in-house training. We learn about the world of
business and about market research techniques.I'm
studying for a professional qualification—Ido it here
in the workplace.

Iwork in a qualitative research department. We have

to interview people and find out what they think then
write reports. I really like talking to people. There are a
lot of deadlines so you have to like pressure. And market
research involves both working
independently and working ina
team.

Ilove the fact that every job is
different. There's no such thing
as atypical day.Last monthI
talked to eight-year-olds about
computer games and middle-
aged disabled people about
wheelchairs! I also have tolearn
about topics Inever thought
about before. It's very
challenging and interesting,

3 Read Types of research below and discuss which
technique you think would be best:

1 someone wanting to start a new dry-cleaning shop
in a shopping mall
2 amanufacturer with a new organic fruit juice

a manufacturer with an idea for a new sort of
mobile phone

4 aTV company planning its future commissioning of
programmes

5 abank wishing to improve its online banking
service

Types of research

surveys
questionnaires, telephone calls, mail surveys, online surveys

focus groups
groups of people discussing scripted questions

personal interviews
one-to-one interviews

observation
watching and filming people's behaviour

field trials
offering new products for people to try

chat rooms
asking people to freely express their
opinions online
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Business know-how

1 In market research and in the workplace it is important
tobe a good listener. Discuss what you think makes a

good listener.

 Read the tips. Do they mention any of the ideas that
you discussed?

< Beagood listener :

® Ask questions —this shows you're interested.
Don't interrupt —relax and take time to listen.
Don't change the subject.

Respond to what you hear, e.g. I see, Really? etc.
Ask clarifying questions, and ask for examples.
Don't guess the other person’s feelings —listen!
Avoid getting distracted by your surroundings.

Writing

1 Write a simple questionnaire (maximum eight
questions) to find out about how people spent their last
holiday. Think about these and other areas
# transport

entertainment

excursions

length of stay

facilities

accommodation

sport

EXAMPLE 1 Wheredid yougo?

2 Work in pairs. Take it in turns to ask each other your
questions. You should try to be a good listener.

Project

Work in pairs. You are going to do some research about
consumer habits and attitudes.

& Choose an area toresearch

& Write a questionnaire with yes/no questions

» Give it to your classmates

» Write a short report on the results

Market research 89

Key words

Market research
behaviour
chat
ethnographer
field trial
focus group
motivate
observation
questionnaire
respond
sample group
survey

Work skills
commercial awareness
organizational skills
problem-solving
teamworking

Look back through this unit. Find five more
words or expressions that you think are useful.
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13 Bright ideas

Start up

Discuss each of the inventions opposite

in groups.

» Isitagoodidea?

» Isthere a need for the product?
Who would buy it?

Can you spot a good idea?

an inflatable cot

» Would it be expensive to manufacture?

» How would you market it?

Work in groups. Which four of the inventions
do you think became successful products?

¢ Listen and check your answers.

Reading

Work in pairs. What do you think are the best

inventions ever in the office?

spectacles for chickens

shoes for police dogs

built-in calculator

a jet-powered surfboard
atrap to catch insects in

your house

%

a computer mouse witha

A The QWERTY keyboard

B Correction fluid

C Post-it notes

Why aren’t letters on a keyboard in
alphabetical order? Well, when the
American, Christopher Latham
Sholes, invented the typewriterin
1866 they were. Unfortunately the
early mechanical letters got stuck
together.So Sholes invented the
QWERTY keyboard to speed up
typing.This spaced out commonly-
linked letters such as ‘th’so they
didn't stick. The English language
keyboard is still the same today and
other language keyboards are also
not in alphabetical order.

Bette Nesmith Graham was a
secretary and an artist. One day, in
1951, she was typing at work when
she made a mistake. She thought
‘When I'm painting | just cover over
mistakes. Couldn’t | do this on my
letters?’ She made some special
white paint at home, and took it to
work. Soon everyone was asking for

' herinvention. So she left her job,

made her new product at home, and
sold it door to door. In 1956 she set

| up her correction fluid business. And

by 1976 her company was worth

' millions of dollars.

Post-it notes are useful, aren’t they?
They were invented by Art Fry,a
scientist at the company 3M in the
1970s. While he was using bits of
paper to mark pages in his song

| book, he thought of a great idea.

Sticky paper wouldn't fall out! A
colleague had made an adhesive
that didn’t stick very well.So Art
tried it on paper and it was perfect -
it stuck but you could take it off. His
co-workers started asking him for
his magic‘bookmarks’and 3M
realized that they had a new
product!
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In this unit

@ Past Continuous

® agreeing and disagreeing

@ discussing events in the past

® participating in a chat room discussion online

2 Read the article and copy and complete the table.

QWERTY Correction Post-it notes
keyboard fluid
Inventor
Date
How the
invention
h d
APPERS 1990-93 studied at university
1990-93 lived in London
1994 did a business course
e Language spot 1995-2000 lived in Paris
Past Continuous 1996-2000  worked for a computer company
» We use the Past Continuous to talk about an action 2001 maved back to London
orsituation that was in progress at a specific time in
2001-2006  worked as anIT consultant
the past.
One day, in 1951, she was typing at work when she made 2006 <tarted towork for OIP
a mistake. : o

A = F=———elf | [0
Find and underline three sentences using the Past - 47
Continuous in Reading 1, then read the rule.

We often use when or while before the Past
Continuous and when before the Past Simple.

» Goto Grammar reference p.121

"

Jerry works for Alicia’s company, QIP. Look at the

;f it

information and complete sentences about them using ’ i
the Past Simple or Past Continuous. Alicia
1 In1990Alicia________atuniversity. 1990-91 studied at university
2 WhileJerry ___ atuniversity,he 1991 left university
inLondon.
3 Alicia____ universityin1991 1990-92 lived in Madrid
4 In1994Alicia__ roundthe world. 1993-96 travelled around the world
5 In1997Alicla______. 1997 got married
6 WhileAlicia_______ inNew York, Jerry 1997-2001 lived in New York
for a computer company.
7 WhenAlicia______ herown company,Jerry 1999-2004  worked for a film company
asanIT consultant. 2004 moved to London
8 Jerry to work for Alicia’s company 2005 started QIP, her own company

in 2006.



FL LML 1D

Invention is 99% failure, Redouble your efforts when

1% success. you feel like giving up, for often
James Dyson it can be the turning point.
Inventor James Dyson

3 Readthearticle again and answer the questions.

Reading

1 Werki Di th H Paragraph A
M i e T e Why do you think many inventors give up?
What sort of vacuum cleaner does your family have? Paragraph B

Do you like vacuuming? Why? / Why not?
» What are the qualities of a good vacuum cleaner?
2 Readthe article and match the headings with the
paragraphs.
1 Dyson'sR&Dcentre___
Five years product development
Turning anideaintoa product
Thousands of prototypes

Vil W N

Business successatlast

Do you think you have the persistence of Dyson?
Have you ever done several different versions of

homework or a project?
Paragraph C

A manager at Hoover now wishes he had accepted

Dyson’s invention. Why?
Paragraph D

Why do you think the first Dyson cleaners were more
expensive than they are now?

Paragraph E

Why do you think Dyson’s engineers are trained in

design?

THE BUSINESS OF INVENTION |

product themselves or find
a manufacturer to do it for
them. This process can take
years.

Itisnt enough for inventors
to have a good idea. In fact,
many inventions never
make it into the shops. To
transform an invention into

anaka Al cale B Industrial designer
hc?rd I iZ‘I = -l James Dyson was
o goad bus’ix R vacuuming his house when

he realized that the bag
reduced the strength of the
suction. He decided to
invent a more
powerful vacuum
cleaner. He started
experimenting and
built 5,127
prototypes in the
next five

First, inventors have

to protect their :
ideas by paying to
register a patent. lt's
expensive, but it
stops other people
from stealing their
ideas. Then they have
to decide whether to
manufacture their

years! Finally, in 1978,
he came up with the idea
of a ‘cleaner with a dust
container, which he called
a ‘cyclone’. It did not lose
suction.

=8 He then spent a further
il five years developing
the product, and two years
going fo leading
companies with his
new idea. But the
companies weren't
interested. They
wanted fo
continue
selling
bags

with his Dual Cyclone design

(worth over $500 million @
year) and they didn't like the
transparent cylinder which
showed the dust and dirt.
D His first machines
were sold in Japan at
$2,000 each and won an
international design award.
After this success he started
manufacturing under his
own name in the UK, selling
affordable, top-of-the-range
cleaners. Soon his Dudl
Cyclone became the fastest
selling vacuum cleaner in
the UK and he became a
household name. Dyson is
now the best-selling vacuum
cleaner in Western Europe,

Australia and New
Zealand, and the USA.

Dyson never stops

thinking about new
ways to improve household
machines. In his Research

) and Development centre,

he has 350 engineers, all
trained in design, working
on developing new ideas.



The key to inventionis to

risk thinking unconventional
thoughts. Convention is the
enemy of progress.

Trevor Baylis

Inventor

prightideas 23

Listening

Before you listen, match these words with their
definitions.

1 windup a aseriousillness

2 clockwork b adevice inside aradio, etc. that
produces electricity

3 disabled c aperson who does dangerous
things in place of an actor in
amovie

4 Dbattery d powered by turningakeyora
handle by hand

5 stuntman e toturnakeyorahandleto
make a machine work

6 disease f unable to use part of your body

because of illness, injury, etc.

(¢ Listen to the radio programme about the inventor
Trevor Baylis and decide if the sentences are true (T)
or false (F).

1 Trevor Baylis was a car and motorbike stuntman.

2 Hesaw a programme about AIDS in Africa and
decided to invent a radio.

3 Hisidea was to use clockwork so that you could
wind up the radio.

4 The manufacturers he approached were interested
in his radio.

5 In1993 Trevor gave up and became a TV presenter.

6 Abusinessman invested in the Freeplay radio to
help the rural poor in Africa.

7 Theimproved radio could play for an hour aftera
30-second wind.

8 Trevoris now working on a CD player that uses
solar power.

9to5
Agreeing and disagreeing

1 ¢ What do you think is happening in the picture?
Listen and check yourideas.

2 (p Listen again and write R (Richard),J (Joe) or L (Lisa)
next to the expressions.
Expressions

What doyou think? _____

Inmy opinion,...

Don'tyouagree?

Actually, I think...

I disagree.

Yes,absolutely.

~N oy B W =

lagree.

Speaking

Work in groups of four. Go to p.110.
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A lot of companies have chosen  Innovation comes from
todownsize ... wechose a
different path. Our belief was
that if we kept putting great
products in front of customers,
they would continue to open
their wallets.
Steve Jobs of Apple

orcalling each otheratio.30
at night with anew idea...
It comes from saying no to
1,000 things.
Steve Jobs

Company profile
Apple Computer Inc.

1 Workin groups. Discuss the questions.

» What make of computer do you have, or does your
school have?

» Whatdo youlike / notlike about it?

2 Work in pairs. Discuss these questions.
o What are the most famous Apple products?
® Why do you think they have been successful?

3 Read about Apple and answer the questions.

1 Whatwas special about the AppleIand AppleIl
computers?

people meeting upin hallways

- ’H“‘C

4 Steve Jobs admires Einstein and once said: 'You can tell
a lot about a person by who his or her heroes are.’ Work
in pairs and talk about your heroes. What do they say
about you?

EXAMPLE
My hero is Nelson Mandela. He fought for what he
believes in.

Project
Find out about the inventors of the board game Trivial
Pursuit. Write a short project outlining

» how and why they invented the game
» how they developed the prototype

2 When was the worst time for the company?
3 What changes did Steve Jobs make in the 1990s?

4 What contribution do you think Apple has made to
your life today?

» the problems they had at the beginning
® how they became millionaires

Here are a few websites for you to try:
www.trivialpursuit.com
www.inventors.about.com

www.ideafinder.com

Apple Computer Inc.is famous for its
user-friendly hardware such as iPod
and iMac, iTunes, and iLife suite. Its
apple logo is now one of the most
recognized brand symbols in the
world. But did you know that Apple
helped start the computer
revolution with its first computers
inthe 1970s?

Apple’s founders, Steve Jobs and
Stephen Wozniak, met at a computer
clubin California in the 1970s. At
that time you had to build your own
computer from parts. But they
realized many more people would
use home computers if they were
simple and easy to use.They raised
$1,300 and built a prototype. They
had invented PCs as we know them!

In1976 they formed the Apple
Computer Company. Wozniak
became the Vice President and also
wrote most of the software. They

Apple Computer Inc.

sold their first computer, Apple |, for
$666.66,and it earned the company
a million dollars. Their second
generation computer, Apple I, had
on-screen graphics for the first time,
and a floppy disk drive. At that time
Apple weren't sure that the public
even wanted the graphics!

In 1980 the company developed
and marketed the Macintosh. Apple
went through a bad time in the
1990s, when it didn't keep up with
the marketplace. Wozniak and Jobs
both left Apple, but Jobs returned in
1997 to take control again. He
decided to focus on invention and
innovation,aiming to make great
products. With their best-selling iPod
and iTunes, Apple moved into
consumer electronics. By the end of
the first year, more than 20 million
songs had been purchased from
Apple's site.
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Business know-how

| How inventive are you? Work in pairs. Answer the
questions.

Have you ever invented something?

Do you often think of a better way to do something?
Do you have the ability to visualize things?

Do you often ask ‘Why'?

# Inventiveness is a skill that can be developed. The key,
according to psychology professor Richard Wiseman, is
to have lots of novel experiences. Read the ideas below
and discuss the advice with your partner.

< Become more inventive

e Gointoshops youdon't usually visit

Look at books you don’t usually read

Speak to people with different interests from you
Walk a different way to school

Listen to different music

Go to amuseum or gallery and really look at things
Make friends with different sorts of people

Do a drawing of a problem that is worrying you

Writing
Write a paragraph for a chat room about one of your

heroes —in business or another field, such as sport or
music. Include

» what he or she is famous for
o his or her main qualities.

Chat home
My hero Eiﬂ

The British entrepreneur Richard Branson started his first business
in the 1970s when he opened a record shop in Oxford Street,
London. Later he created Virgin Records, and signed many famous
artists including Phil Collins and the Sex Pistols. Nowadays his
businesses include music and media stores, airlines, train
companies, and internet services. He is very adventurous and has
travelled around the world by boat and hot-air balloon. | admire him
because he is a successful businessman who works hard, but also

has fun. He is an inspiring leader with a good sense of humour.

The office
calculator
correction fluid
Post-it notes

Inventions
build

come up with
develop
experiment
improve
innovation
inspiration
inventor
patent
prototype
Research and Development (R & D)
unconventional

Look back through this unit. Find five more
words or expressions that you think are useful.



9 UL 5

14 Dealing with people ;

Start u p 2 Dothe quiz. Add up your a, b, and c answers. Then read

your profile.
1 Work in pairs. Discuss the questions.

What things make you...

irritated? depressed? stressed? upset?

3 Work in groups. Read the quiz again. Why do you think
some responses are better than others?

EXAMPLE
Iget irritated when people don't reply to my emails.

.'\‘ . 7,y N / - /',;"I, s I P
YNNI NS

We all have to deal with difficult situations in everyday
life—at home, at school, and at work. But we deal with
them in different ways. What would you do in each of
these situations? Be honest!

/|, Amonthago,acolleague b gotoitforfive minutes,
Y —/ did something that upset then explain that you
4 you.If you were alone have to leave
together, you would ¢ refusetogotoit.
a calmly tell them what ' Ifyou did badly inan
upset you _ 4 l interview for a job you
b saynothingaboutit—it's 21 really wanted, you would
toolatetotalkaboutitnow list your strengths and
¢ refusetotalkand simply weaknesses and decide
walk away. how to improve
') Youwork in customer b rewrite your CV
//, services. If you had a call ¢ gohomeand be really
~— froman angry customer, miserable.
you would

I if hared an offi
a askquestions to understand i’: " a::;:u::oll::guel'::d
why the calleris angry ‘Ly avery irritating habit,

b tellthecallerthatitisn’t you would
Yt a explain toyour colleague
¢ hangup. how you feel
-\ Ifyouwereleavingajobthat b ignoreit becauseyou've
you hated, and there was a probably got irritating
party for you, you would habits too
go to it, look happy, then ¢ complain to your boss.

forget about it afterwards

Mostly As You are aware of your own Mostly Bs You think about your feelings ~ Mostly Cs You have a bit of trouble

and other people’s feelings, but read the and other people but you don’t necessarily understanding people and situations, but
rest of this unit —there's still plentyyoucan  do the right thing every time. Read this unit  this is a skill you can improve. Read this unit
learn. —you may find it interesting! and find out more.
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*

In this unit

@ Second Conditional

® complaining

@ dealing with difficult situations
® completing personality tests

e Language spot
Second Conditional

» Second Conditional sentences talk about things that
are unlikely, or untrue future situations.

If you did badly in an interview, you would decide how
to improve.

If my colleague had an irritating habit, I would
complain to my boss.

Find all the sentences using the Second Conditional in
the quiz. Then tick (¢) the correct rules and put a cross
(X) next to the incorrect rule.

@ We use the Past Simple after if
® We use would after if
» To give advice we use: If I were you, [ would ...

» Go to Grammar reference p.121

1 Match the beginnings and ends of the sentences.

1 Iflhad problems with my studies,

IfThad several different tasks to complete,
If I wanted to get some experience abroad,
IfThad an interview for a job,

IfThad trouble with money,

[o NV, N S VE R N

If Thad the chance to work in America,

I would write myself a timetable.

Iwould go.

Iwould give myself a budget.

Iwould look for an exchange programme.
Iwould talk to my teacher.

- D AN T

Iwouldn't stay up late the night before.

Imagine these situations. Write sentences to give
your advice.

EXAMPLE

Your friend is going to an interview and doesn’t know
what to wear.

IfI'were you, I would wear a smart suit and black shoes.

1 Your friend is not sure whether to buy an MP3 player
or a portable DVD player.

2 Your classmate wants to learn another language.
She doesn't know whether to study Chinese or
Japanese.

3 Your brother has been offered a good job in London.
He's not sure what to do.

4 Your friend’s uncle has given her £10,000. She
doesn't know what to do with the money.

3 Training courses are designed to help you change your
behaviour and be more effective in your studies or at
work. Work in pairs. Choose two courses you would like
to do.Explain to your partner why you would choose
them.

A WORLD OF OPPORTUNITIES

Now is a great time to gain new knowledge
and learn new skills. Choose from a wide
range of courses.

TELEPHONE SKILLS

This will help you deal more effectively with customers
on the phone and handle those difficult calls better.
TIME MANAGEMENT

It's easy to waste time.This course helps you organize
your time and prioritize your tasks.

LISTENING SKILLS

This important skill will help you achieve better results
and get on better with colleagues and clients.
PRESENTATION SKILLS

Don’t spoil your work with a poor presentation. Learn
how to speak well in public and get your point across.
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Alllearning hasan
emotional base.
Plato

There is no thinking
without feeling,and no
feeling without thinking.
McCown et al.

Reading

1 Think of two interactions you have had, where you had
a strong emotional response. Make notes based on

these questions.

» What sort of interaction was it (email, telephone

call, face-to-face, etc.)?

» Who was it with (friends, classmates, family, etc.)?

® Whathappened?
o How did you feel?

#» What would you do differently next time?

2 Work in pairs. Take turns to tell each other about
your interactions. Ask questions to help your partner

remember better.

3 Read the article and answer the questions.

1 Why are the situations in paragraph 1difficult?

Does a high IQ guarantee success in life?

2
3 Whatis emotional intelligence?
4

Why are people with high emotional intelligence

good communicators?

5 How do businesses benefit from having staff with a

high EQ?

A different Kind of intelligence

. Your best friend has
said something

: that upset you, your team

: mate hasn't done enough

: work, you'd like to ask your

: boss forarise.In these

: situations you have to deal
: with emotions. We feel

: emotions every day of our

: lives. But did you know they
+ can make or break a career?

. 2 We often think
. that intelligence

: guarantees a successful life,

: butitisn’'talways enough.
¢ In fact, psychologists have
: found that people witha

: high IQ (Intelligence

: Quotient) don't necessarily
: have better lives than those
- with an average 1Q. People
: who can manage their

: emotions have a better

: chance of success. And this
= skill isn't linked to how

: cleveryou are.

:. In 1995, the

: psychologist

: Daniel Goleman wrote a

* book called Emotional

: Intelligence. It explained

-.\

o people’s needs, and are

understand other people’s
feelings, show sensitivity to

good communicators.A =
study of more than 300 top :

\ | executives in global

: that understanding your

: emotions and managing

: your relationships with

- other people was an

: essential skill. How well you
: manage your emotions is
: called your Emotional

¢ Quotient (EQ). Amazingly,
: people who have high 1Qs
¢ but low EQs often work for
: people who have lower 1Qs
: but higher EQs. So being

: intelligence are aware of the :

: link between their feelings
: and their actions. They

: clevercan getyou ajob,but :
: to succeed you need to

- understand emotions.

: What happens if you find

¢ outyou've got a low EQ?

: Don't worry—you can

: improve it.

People with
high emotional

companies showed that
people with a high EQ
performed better.Sales -
staff with high EQs selected :
by L'Oreal sold much more
than their colleagues. And
after supervisorsin a

factory were trained in
listening skills, they :
exceeded productivity goals:
by $250,000. :

. 5 Nowadays
: businesses

- recognize that emotional

. intelligence is essential to

¢ theirsuccess. Infact,a $40

: billion EQ training mdustry

: helps to improve

: performance, productlwty

: and customer relations.

¢ Many companies now use :
. EQtests when they are

recruiting new staff. So if

- you're looking for a job,
: improve your EQ!
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There is only one corner
of the universe you can be
certain of improving ...
and that's your own self.

‘ Aldous Huxley

The greatest ability in
businessis toget along
with others and influence
their actions.

John Hancock

Vocabulary

Find words in the article to complete the table.

Iit’s my job

1 Work in pairs. What do you think are the responsibilities
of aband manager? Note your ideas

e el 2 Read the job profile. Did you guess allof Anna'’s
1 succeed responsibilities?
2 improvement
L]
3 feel Anna Scarpino
4 explanation
5 listen Age:23
& pErreEH Job: Manager of a jazz band

Speaking

Companies often give employees tests to find out what

type of person they are. They might ask questions like:

‘If you were a tree, what kind of tree would you be?".

The answers help them match their employees with

the right job. Work in groups. Ask and answer

questions about these things. Have fun interpreting

the answers!

EXAMPLES

A If you were a colour, what colour would you be?

B Idbe blue.

A Isthat because blue is a relaxing colour and you're a
calm person?

B If you were a pair of shoes what would you be?
A Id be a really old comfortable pair of trainers.
The sort of trainers you wear when you want to

have fun.
coLour SONG
car city
building PAIR OF SHOES
animal game

pbinting food

Nationality: American

Responsibilities
Managing a band is like having ten jobs in one.

Iguess Imust be good at multitasking! I take care of the
finances, I apply for funding,  manage the website, and
I organize and promote our gigs and tours. Apart from
that, I organize auditions for new band members and I
choose who we recruit. [ produce our CDs, too. And did
mention I'm also the conductor?

Essential skills

To succeed in this job you have to be efficient, be a
good writer of emails (and text messages!),and be a
great time manager. There are so many things todo—
I have to plan my diary a long time in advance. But
above all, the manager of a band has to be good at
dealing with people.

Favourite things
Ireally enjoy talking to all the different kinds
of people from theatre managers' to

Challenges
For me, the biggest problem is
delegating, because Ilike being
in control.
Thisis
something
Ineedto
learn!

3 Do you think you need a high EQ to be a good band
manager? Why? / Why not?
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® You are ten times more likely @ Bad news travels fast! A @® Winning a new customer
to keep a complaining customer  customerwho is treated badly costs five times more than
that you help,than the by a company will tell ten to keeping an old one.
customer who says nothing. fifteen friends about the
experience.
Call centre 4 () Listen and complete dialogue 3.
Complaints Karina Lightwaves Sales department, Karina

1. How canl 2you?
Brian I'msorryto 3you, butI'm
waiting for an order from you, and I'd like to
know where it is.
Karina I'm 4sorry about that. What was
your order?
_ Brian = Well, Iordered five multimedia projectors
i ks from you in August.
1/ INSTANT : :
HRIR! " : Karina InAugust?
gl Brian Thats____ 5 Thepayment has gone
bt e 8, but the projectors still haven't
been delivered.
1 Work in pairs. Discuss the questions. Karina Somethinghas clearly gone wrong here.
o Do you find it difficult to complain? Why? Brian  Yes.Andit'sreallyquite_ "now.
» How do you think a business should deal with Karina Yes, of course.Iunderstand. First of all, I'm
customer complaints? going to 8 with our Accounts
» What happens if a company ignores complaints? department. ThenI'mgoingto ¢
e How can a complaint help a company? our Dispatch department to see what has
__ ‘owrong.Could you give me
2 @ Listento d]alogue 1 betWEE.n. Anna aI'ld Gral’laIn, and your order numher?
answer the gledions Brian  Yes.Justamoment.It’s...
1 Whyis Graham angry?
2 Does Anna get upset? 5 Read the tips. Can you think of any other helpful advice?
3 Whatdoes she offer todo?
E(_ . .
3 () Listentodialogue 2 and tick the expressionsyouhear. ~ How to deal with complaints

Expressions

Dealing with complaints
O I'msorry about that.
O I'mafraid that ...

* Be polite and keep calm
* Apologize
+ Ask about +he problem

O What seems to be the problem? * Be sympathetic

O What would you like me to do? + Explain what you're going to do 4o help
O I'll look into it immediately. ¢

O I'mgoingto... [

Complaining 6 Look again at the dialogue between Karina and Brian.
O There seems to be a problem with ... Find examples of where Karina follows the tips.

O I'm sorry to bother you but ...

Threatening
O Ifyoudon't...,I'll...

Speaking

Accepting an apology Work in pairs. Student A go to p.111.
O That’s OK / all right. Student B goto p.114.
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Business know-how

| Work in pairs. Discuss these questions.

How does your behaviour change when you
are angry?

Dealing with people 101

=

What are the advantages and disadvantages of :s:;:st
showing you are angry or hiding your anger? depressed
7 Read these strategies for managing anger. Which are emotions
new to you? Which seem most useful? interaction
irritated
< Dealing with your anger needs
® Breathe deeply-it helps you stay calm. sensitivity
e Delay talking until your anger is under control. stressed
Say ‘Can we discuss this later?’ upset
e Keep your voice quiet and calm.
@ Take time to think before you speak. :zﬁ:klpalia::
e Listen and say ‘lunderstand.’ This really helps you. P
customer relations
understand the other person. oV
] f\vmd making personal comments or using bad performance
anguage. productivity
recruit
Writing Look back through this unit. Find five more

words or expressions th,
1 Two weeks ago you ordered the book How to improve pressions that you think are useful.

your EQ (€40) from ABConline. The order number

was #456-8790-003. Unfortunately, you were sent
Adventures in Cinema (€14). You have already sent two
emails to ABConline but haven't received a reply.
Before you write, decide:

» what you want to complain about

» what you want ABConline todo

2 Write anemail to ABConline,

Project

Goonline and find some personality tests —search
for EQ +tests. Make notes and report back to the class
on your opinion of the tests you did. Do the results
really represent your personality?
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15 Gettinga job

Start up

Work in groups. Discuss the questions.
» What kind of job would you like?
What skills and qualities do you need for it?

]

#» What sort of duties would you have?
® What sort of working week would you have?

Vocabulary

1 Match the captions and the pictures.

a We would like you to start on 1 Novemnber. We can
help you if you need to relocate.

b Why does Anyalook so happy?

She’s leaving. She's just won €2 million on the
lottery!

¢ Your advertisement asks for someone with good
computer skills.

d I'mafraid I've got a terrible cold.

e [I've gotsixmonths off.1can’t wait to go back to
work!

f I'mdelighted to announce that Cristina has been
made team leader.

2 Match the expressions and the cartoons.

be offered a job apply forajob
resign take maternity / paternity leave
be off sick be promoted
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#

In this unit

® talking about plans

® will / won’t, may / might
@ discussing feelings

® jobinterviews

® completing a job application form

9to5
Talking about plans

1 @) Listen to the dialogue and answer the questions.
1 Whyis Lisa depressed?
2 What does Joe plan to do at the weekend?
3 Why is Lisa worried?
4 What does Lisa decide to do at the weekend?

2 (p Listen again and tick the expressions you hear.

Expressions

Talking about plans
What are your plans for the weekend?

I'm likely to... I'll probably...
Iplanto... I may not...
I hopeto... I might...

Talking about feelings

I'm looking forward to (it).

I'm not worried about (it).

I'm not looking forward to (it).
I'm dreading (it).

3 () Listen and complete the dialogues Use
won't wil may(not)] mightinot] H

A

Lisa Anyway, what are your plans

Joe ActuallyI___ 1 ke it easy
tomorrow.I_____ *tidythefist dosome
shopping and then meet some friends Or1

sgoout-1__________ *justewatch
aDVD at home.
B

Joe Yeah,I'mlookingforward toit. Hang-gliding
isteallyamazing. Butl____ Sgoifthe
weather’s horrible. If it rains, I .
go swimming. What about you?

Lisa Oh,Idon'tknow...butmyweekend 7
bemuchfun.Infactit__ 8be pretty
awful.

C

Joe OK he 2 promote you... but your
appraisal _____ 19befine. Youshouldn’t
be worried about it.

e Language spot
will / won’t, may / might
Match these sentences with the rules below.

1 Imay not go out-Imay just watch a DVD at home.
2 Iwon'tgo if the weather's horrible.

3 I'll probably take it easy tomorrow.

4 He might not promote you.

5 Ifit rains, I might go swimming.

6 My weekend won't be much fun.

» a Weuse will/won'tto talk about things in the
future. 00O

® b We use may or might to talk about things that are
possible now or in the future. @0

@ ¢ Remember to use will /won't in First Conditional
sentences.[]

@ d Youcanuse may or might in Conditional
sentences. O

» Goto Grammar reference p.121
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IKEA factfile IKEA is somewhere you can't

® 160 million copies of the ® 76,000 employees go with both hands in your
catalogue distributed ® £7.6 billion annual pockets. You have to be active.
each year global sales Goran Nilsson

® 200 stores worldwide @ 10,000 products available IKEA

® 310 million people visited a ® Germans and British—
store last year biggest buyers of their goods
Write six sentences about next week. Use will, won't, 2 Read about IKEA and answer the questions.
may, or might. 1 What do you think are the secrets of IKEA's success?
M TLLD 2 What do you feel about IKEA's attitude to the
Iwon't have an exam next week. customer?

I might buy the new Coldplay CD.

: ; o
Iwill go to the doctor to have a vaccination. 3 Dogousgreewihahait eniayines palicy:

have an exam buyaCD

go to the doctor do some research
on the Internet have a meeting
gotothe cinema give a presentation
meet an old friend buy some clothes
go away for the weekend send an email

buy something online

Pronunciation

Dark ‘I’

Shopping at IKEA, the world’s leading furniture store, is
different. First you study the catalogue at home.Then
you drive to the giant store to see the furniture. Then

1 @) Listen and repeat the sentences. Pay attention to the
pronunciation of ‘Il.

1 I'lldothese invoices tomorrow. you collect your selection at the self-service warehouse.
2 She'll start the research this afternoon. Finally you have to take it home and build it yourselfl
3 He'll be promoted next year. The creator of this concept, a Swedish business man
4 They'll have to work faster than that. called Ingvar Kamprad, realized in 1956 that furniture
was easier to store if it was ‘flat-packed’,and more
2 Work in pairs. Tell your partner about your plans for profitable if your customer built it. Kamprad is now one
next week. Think about your pronunciation of the of the richest men in the world with a personal fortune
letter 1. of €46 billion.
IKEA's vision is ‘to create a better everyday life for
many people’ by offering ‘a wide range of well-designed,
H functional home furnishing products at prices so low
spea ki ng that as many people as posgsibie will be able to afford
Work in groups. Student A go to p.111. Student B go them’. To do this, it has developed cost-efficient
to p.115. Student C go to p.115. manufacturing and retailing methods. Although most
IKEA products are still designed in Sweden, they are now
manufactured in nine countries, mostly in Eastern
Company profile Europe. _ 2 1 :
There are many job opportunities in IKEA, not only in
IKEA the stores but also in distribution, purchasing, product
) . o, . > development,IT,and their restaurants and food services.
1 Work in pairs. Talk about your family’s buying habits. IKEA has a strong company philosophy. They look for
» Where do you usually buy: furniture, kitchens and fun, enthusiastic, sociable people who work well in
bathrooms, home accessories such as vases and teams.They employ people of different views, ages,

picture frames, office equipment, carpets and rugs? nationality, gender, and ethnic backgrounds. They
believe that this will improve business results,

» Do you ever buy furniture that you have to build strengthen their competitiveness, and make IKEA a
yourself? What are the pros and cons of this type of better place to work.

furniture?
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Listening

1 Think of the experience, skills, and qualities that you
would need for this job. Make notes.

1,000s of jobs online now jcib seeker home signin contact

Search jobs Experienced Clerk / Administrator is required for an expanding company
Enter key words This is a small, friendly, but busy company. We want someone who is flexible and can get
l the job done. Duties will include:
_ e meeting and greeting clients « handling incoming and outgoing emails
| Select job sector ) _ : e
» telephone — handling messages, taking * organization of conferences
| L] calls, etc Hours of work are 9.30-16.30
Select job type e receiving orders and deliveries Maonday to Friday
[ --office clerk-- ]| e dealing with the post If you wish to apply for this job, please

e typing documents click on the apply button.

e data entry and database management ® Apply

2 Work in pairs. Look at these
three candidates for the job.
What can you tell about them
from the photos? Which one
do you think might be the
best candidate?

3 (@ Listen tothe candidates
and make notes. Paulette

experience
skills and qualities
strengths

| weaknesses

your comments

e

4 Work in pairs. Compare notes. Decide who you think 5 ¢ Listen to the interviewer. Which candidate did she
gets the job. choose and why? Make notes.
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Not young or

instead!

2001 survey of 1,000 US companies

blonde enough What mistakes do candidates often make during
Eight flight attendantsl. age.:d job interviews?
35 to 55, won a discrimination ® not much knowledge of the company
case againstan Austrtalialsln’t @ not wanting to discuss skills, experience, or career plans
e i wa ; ’
Zﬁ:;eafﬁ ;;gﬁitﬂeme N : :ng little enthusiasm
e and dance ye fo ntact
she had tosing @ |ate arrival

Readlng - -. = '- =R : B T T Y= W =
1 Readthe article and match some of the interview Frahrineesys iy ot )

mistakes with the advice.

a Don't wear the wrong clothes. | Work in pair%s.Imagine you are interviewing someone

b Don'teatordrink.
¢ Do your homework —learn about the company.

to be the secretary of your place of study. What
questions would you ask?

. Interviewers want to know about your education and

d Prepareappropriate answers to questions. past experience, what sort of person you are, and what
e Don'tappear tired or bored. you can offer. Read the key questions in Business know-
f Don't be too aware of time passing. how. Write your answers to the questions.

2 Work in groups. Decide which candidate’s < Keyinterview questions
behaviour was: @ What are your best / worst subjects at school?
o the most embarrassing e Have you had any experience of this type of job?
e the most stupid e What skills and qualities do you have?
e the most offensive @ What are some of your strengths and weaknesses?
s the most inappropriate e Tellmeabout an achievement in your last job or at

school.

Why are you interested in this company?

@ What experience have you had of working in a
team or a group?

How NOT toimpress s
ataninterview! Speaking

Work in groups of three, Go to p.111.

Going for a job interview is a chance to 1 One woman started eating a

hamburger and fries during
m ow m our
i press and sh a company you best theinterview. She said that

qualities. Or it should be! Interviewers Sha e pad hapdk

told us about their worst experiences.
Are you ready for some surprises?

One candidate saw a photo of
my wife on the desk and asked
if it was my mother.

| was amazed when a woman
brought her dog to the
interview. She even asked for a
bowl of water.

candidate once went tosleep
during the interview.! had to
wake him up!

The candidate made a phone
call on his mobile. It was to his
brother—he asked him how to
answer the question.

During the interview an alarm
clock went off in the
candidate’s bag. He got up

2
3
4 I must be very boring. A
9
&

and said he had to leave
because he had another
interview.

Our company does
telemarketing.But one
candidate said she didn't like
talking on the phone!

A candidate came in wearing
earphones. She said she could
listen to me and to the music
at the same time.

We interviewed someone
who forgot the name of our
company half way through
the interview. We weren't
impressed.

10

Our company has a casual
dress policy.But one
candidate took this too far!
He came to the interview
wearing shorts, flip-flops,
and a T-shirt.
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Writing
1 Complete the following job application form
for yourself.

First name

Family name

Address: No.and Street
City / Town

Postcode

Home telephone number

Languages you speak English  Other (Specify)

Do you have a driving licence? Yes No
Education

School

City / Town Years attended

Qualifications

University
City / Town Years attended

Qualifications

Employment experience
Name of employer
Duties / responsibilities

List any useful skills and experience you have

Project

Go to www.jobcentreplus.gov.uk. Choose a job and

write a paragraph explaining why you would like the

job and what skills and experience you have.

job T
be made redundant
be off sick '
be offered a job
be promoted
maternity leave
paternity leave
resign

Going for a job
application
candidate
duties
education
interview
strength
weakness

Look back through this unit. Find five more
words or expressions that you think are useful.
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Speaking activities

Student A
Unit1 p.9

Take turns to introduce a visitor to a colleague at
Alchemy Advertising. Your colleague should be busy

(onthe phone, working at a computer) when you make

the introductions.
You are Steven/Silvia Johnson

Introduce Student C: Kevin/Kia Brooke, Assistant
Manager with PTC Plastics to Student B:
Martin/Martina DeVita, market researcher

Be careful! Kevin/Kia is busy. You are interrupting.

Unit2p.13

Take it in turns to role-play the following phone
conversations.

1 Youarethe caller—- Andrew/Anna Drake, Opus Music.
Askto speak to Alicia Diaz.

2 Youareasecretary at New Line Stores. Say that Steve
Chinaloy is in a meeting. Ask the caller to try again in
half an hour.

3 Youare the caller —Frank/Frances Rich, Greenlight
Publishing. Ask to speak to Ingrid Musil.

4 You are the receptionist at New Milton Press.
Ms Hutton is out of the office. She is back tomorrow.

Unit3 p.18

1 You were late for a very important meeting with your
manager! Unfortunately, your train stopped for more
than an hour because of a problem with its engine. You
couldn't call the office because your mobile phone
battery was empty. Apologize, explain what happened,
and promise that next time your mobile phone will
work. You are often late so you will have to be very
apologetic! You start: I'm very sorry...

2 Youare a manager. One of your members of staff was
an hour late for an important business dinner with a
client. You were at the restaurant with the client and it
was very embarrassing. It is now the next day.

Unit3 p.19

1 Youare a hotel receptionist at the Millennium Hotel, Rome.

Answer the caller's enquiries. Apologize if the hotel
doesn't offer the facilities the caller requires.

FOR ALL YOUR BUSINESS NEEDS

« all rooms offer en suite bathroom, minibar, TV, phone,
trouser press and hairdryer

« internet access in every room

o fitness centre, including indoor swimming pool, sauna and
agum

e business centre; secretarial services, computer, fas, open
8.00 am. untit ZGG p.m.

« two award-winning restaurants and two bars

¢ 24-hour room service

« meeting rooms to suit all needs (12-300 people)

e free car parking on site

o  *4rouser press
+ free parking
L * g4m
s near +o station
* air conditioning
+ five meeting rooms

Unit 4 p.25

1 You arethe caller - Simon/Simone Okri. You work for
Palmer Sports.

You want to speak to Caroline Banville.

You want to rearrange your meeting with Caroline for
tomorrow. Unfortunately you cannot attend the
meeting at 3 o'clock, but after 4 o'clock is fine.

Can Caroline call you on 0208 775345 to let you know if
this is OK?

2 Youare the secretary. Tell the caller that Richard
Coldman is out of the office. Offer to take a message.
Remember to check your notes!

Unit5 p.31

You want to arrange an urgent sales meeting with your
colleagues on Thursday. The meeting will take about
one hour. Find the best time for you all to meet.If you
aren't free at the same time, you may need to change
your arrangements.
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A

Unit 8 p.50

9.00am. free : - ok

. g : You are in the middle of a phone conversation.
10.00a.m. mterview candidate for new _ i s ; _

administration secretary Student B wants you tomake a booking at a hotel. You

] . have made notes - but unfortunately it's a bad line. You
. 1.00am. Meeting with Mr Watanabe aren't sure that your notes are correct Explain the

12.00p.m. free situation to Student B and check your information.
100p.m. have lunch with head of Spanish Remembe’mmmmgwm

sales team
200p.m. contact Suppliers

Power Hotel

3.00pm. interview candidate for new © double room, no bath _. __

administration secretary

3 nights 23 4o 25 dune

400pm. 4ree
5.00p.m. meed new clients
6.00p.m. free

— — e e e ——
2 Youare in the middle of a phone conversation You
want Student B to meet a client at the airport. You have
given the information - but unfortunately it's a bad
. line. Make sure they get it right! Remember to stress
Unit7 p42 the important words.
Take it in turns to talk about your problems. Give your = -
partner as much advice as you can. Start by telling your il ~ Sandra Parenti
partner your first problem. Airport Gatwick
Problem1 Inever get promoted. My boss saysI'm
doing really well but I see my colleagues getting
promoted and I don't. 'm meeting my boss next week
todiscuss my future. What can I do to persuade him?

Flight number BD 401
Arrivaltime 430

Problem 2 Icannever sleep before I have to givea
presentation.I'm so tired when the time comes thatI
don't perform very well.I've got an important sales
presentation to do next month. What canIdo?

Unit9 p.70

Take it in turns to ask your work colleague to do the
following things. Use as many different question forms
as possible,

Unit7 p.43
.Youh bl it i
You are customers. You have problems with the menu @Cﬂu!dyou/Woufdyoumind...? )

Ask for information from the waiter and order your food.

- '/Zf(/'/z \(é(f wries | Fs

N photocopy / letters

Traditional English cottage pie | B pick up / visitor / airport
Lamb shank with vegetables and red wine sauce . ekt Hie 7t
Penne pasta with rocket, olives, and feta cheese \ i NMECETERTIE TNEESANE /. TOINOLIGW
Salmon fish cakes with salad I phone / New York office
Cod stuffed with pesto ' close / window

('~ |‘ | stay /10 o’clock / evening

__/ elie VA 4 'l answer / phone

Tarte au citron with cream \'4

Créme briilée 1
'‘Death by chocolate’ with cream
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Unit9 Company profile p.70

Gap Inc.is a company specializing in basic casual styles
for men, women, and children. It consists of three main
chains of stores — Gap, Old Navy, and Banana Republic.
It employs more than 150,000 people around the world.
Gap, the first Gap Inc. store in Europe, was opened in
1987 in London, England. Gap is very successful in the
UK.In 1997 Gap Inc. went into the electronic mail-order
business.

Student B’s questions

® When was Gap Inc. founded?

® Who founded GapInc.?

o Where is Gap Inc.located?

@ What were the revenue and earnings of Gap Inc.
in 2004?

® How many stores does Gap have now?

¢ Inwhich countries can you find their stores?

Unit 10 p.76

You are going to make a phone call. Before you begin,
decide:

® whoyouare

» who you work for

» who youwant tospeak to
® yourmessage

Try to be as polite as possible. Use expressions from
page 76.The person answering the phone begins.

Answer the phone and identify yourself and your
company / department.

Say who you are and who you want to speak to.

Explain that the person is unavailable.

Ask to leave a message.

-
F

Take the message, then confirm it with the caller.

Thank the other person and say goodbye.

2 Now change roles. You are going to answer the phone.
Before you begin, decide:
e whoyouare @ who youwork for

1

Unit 11 p.79

It's Wednesday morning. You and your partner are
preparing to go away on a business trip. Check that
your partner has done / is going to do the following
tasks. Use question tags.

¢ book cab for airport on Monday

print out e~ticke4s

pick up Polish money £rom bank on Tuesday
pack enqlish-Polish phrasebook

don’+ -‘:or‘qe,'(“ Sales report/

cancel meeting with Tim O’Grady for
+his af4emoon

It's Friday morning. You and your partner are going

to have a meeting with an important client in the
afternoon. Your partner will ask you about tasks you
have (or haven't!) done. Reassure your partner that you
have done (or are going to do) what he/she asks. Use
expressions from p.79.

Unit 12 p.87

You are an employee. Call your boss and ask for the
following things very politely.

o anextraday to finish your report

to go home early because you have a headache
to gotoa conference in the USA

ameeting about a project

toleave early in order to meet your sister at

the airport

e & & @

You are the boss. Answer the call and listen to your
employee’s requests. Decide whether or not to agree to
each one.

Unit 13 p.93

Aleading fast-food chain wants to introduce a new
menu item in their restaurants in your country. They
want it to appeal to the local market. In your group you
have to decide:

the new menu item

its price

itsname

how to promote it

Brainstorm ideas.

M= 2 9 9 @

Discuss your ideas and try to come to an agreement.
Make notes of your decisions.

3 Present your proposal to the rest of the class.
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Unit 14 p.100

You work in the sales department of Sound and Vision,
an electrical goods supplier. Student B is going to call
you with a complaint. Try to find out what the problem
is and then decide what you are going to do. Follow the
tips on p.100 and try to use expressions from the list.

You work for Axis, a small website design company. In
the last two months, you have received several letters
from Space Energy, your electricity supplier. In these
letters, Space Energy says that you owe them €200. This
is not the case, and you have written to Space Energy to
explain this. Your letter has not been acknowledged.
This morning you have received another letter from
Space Energy. They say that if you do not pay the €200
debt immediately, your electricity supply will be cut
off. This would be a disaster.

Decide what you want Space Energy to do, then call
them. Use expressions from p.100.

Unit15 p.104

Tell your group about your plans for next week. Try to
use the Expressions from p.103 and will / won’t, may or
might.

( Job title: Administrative assistant
Hours: 20 per week
Location: Oxford
Wage: £6.50 an hour

Employer: An agency that finds workers for the local
car-manufacturing industry

Job description: Must hmmmm
skills. Must be computer literate. Needs an outgoing,
‘can-do’ attitude, and must be happy towork in 2
team. Duties include answenngﬂtmw
filing, and other administrative work Knos
the carindustry is an advantage.

probably possibly feeling

go to the dentist ®
seethenewlames ©
Bond film

sltart driving lessons ®

Unit 15 p.106
Activity 2

Read the job advert below. Take it in turns to be the
interviewer, the candidate, and the observer. The
observer makes notes about the interview, then gives
feedback.

N

— - - - e ———— d‘
The candidate

You have some administrative and customer care
experience working for a local sports centre. You have
studied computer skills at college, but you have never
used a computer for your job. You don't know much
about the car industry, but you are keen to learn.

Expressions

Let me think...

Could you repeat the question, please?
| feel that ...

| believe that...

The interviewer

Ask the questions from Business know-how.
Please come in.

Nice to meet you.

Please sit down.

Well, that's about it. Thank you for coming today.

The observer

Make notes about

® education

experience

skills and qualities
strengths and weaknesses
suitability for the job

e & & @

Watch how the interviewer and the candidate ask
and answer questions. Are they good listeners? Isit a
successful interview?
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Student B Unit 3 p.18

Unit1 p.7 1 You are a manager. One of your members of staff was
very late for an important meeting. You aren’t happy

Student B's questions because this person is often late.

o Whatis Amazon.com?

# What sort of things does it sell? 2 Youwere an hour late for a business dinner with an

o How many products does it have? important client. You tried to get a taxi from your

o ‘Whersis Afhasoni based? home to the restaurant but all the taxi companies were

o How many websites does it have? busy. So you decided to drive to the restaurant.

Unfortunately, there were no parking spaces near the
restaurant and you had to walk a long way. Your

Amazon does not say precisely how many it employs,
manager was at the restaurant and he wasn't very

but it is probably over 5,000 people. It also offers ' ;
tailored services, product reviews, a secure payment happy! It is now the next day. Apologize to your
system, and the opportunity to ‘look inside’ over manager, explain what happened, and promise that
250,000 books. Amazon’s incredibly powerful database next time you will book a taxi in advance. You start:

(data warehouse) manages product flow, interacts I'mverysorry...
with consumers, offers a fast service, and gets business 5
intelligence. It doubles in size every year, and is Unit3 p.19
updated six times a day. However Amazon does make 1 Youare interested in staying at the Millennium Hotel,
mistakes. It once offered pocket computers for £7 Rome. Call the hotel and ask about its facilities.
instead of £192. Some people ordered 50 computers -
before Amazon temporarily closed its website! _ checklist
@ *internet access
Unit1p.9 * g4

_* room. service

Take turns to introduce a visitor to a colleague at ot Lo b heited

Alchemy Advertising. = T
. * air conditionin
Your colleague should be busy (on the phone, working i E
on a computer) when you make the introductions. L _fz‘? g F"°°T'“ or 25 people

You are Alan/Alana Prince 2 Youare a hotel receptionist at the Jules Verne, Paris.

Answer the caller’s enquiries. Apologize if the hotel
doesn't offer the facilities the caller requires.

Introduce Student A: Larry/Lauren Sinclair, Retail
Manager with New Harvest Organics to Student C:
Kim Chan, database administrator

Be carefull Kim is busy. You are interrupting.

Jules Verne hHotel

Unit 2 p.13 an oasis in the heart of Paris

1 Youare the receptionist at the Harper Artists agency.

Put the caller through to Alicia Diaz. f. room description: en suite bathroom, air conditioning,
2 Youarethe caller - Lou/Lucia Bond, Goth Fashions. Ask minibar, satellite and local TV, phone, deposit box, and

to speak to Steve Chinaloy. hairdryer

; ; . e restaurant and bar

3 You e AL AR 53t JOUL e R, A YR e A e business facilities (conference room, two meeting

meeting. e

rooms, computer facilities)

4 You are the caller— Charles/Charlotte Beckett, Cand M e guest parking, daily rate €6

designs. Ask to speak to Ms Hutton. Say you will call e free airport shuttle bus

back. e (1.5 km from the station

L i
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Unit4 p.25

You are the secretary. Tell the caller that Caroline
Banville is in a meeting. Offer to take a message.
Remember to check your notes!

You are the caller — Christian/Christine Hiassen. You
work for Adonis Sportswear.

You want to speak to Richard Coldman.

There is a problem with Richard’s order of 2,000 pairs of
trainers.

You are travelling in Germany. Your mobile phone
number is 0345 6262444. It is very important that you
speak to Richard today!

Unit5 p.31

Your colleague wants to arrange an urgent sales meeting
on Thursday. The meeting will take about one hour. Find
the best time for you all to meet. If you aren’t free at the
same time, youmay need to change your arrangements.
9.00am. 4ree

10.00a.m. free

1.00a.m. diseuss new contract with \Pc
(important clieat

12.00 p.m. have conference call with
Paris office

1.00p.m. free
200p.m. free

3.00p.m. free

4.00 p.m. diScuss costs with Production
Manager

5.00p.m. meed wike in Central London

6.00p.m. have pre-theatre dinner

Unit 7 p.42

Take it in turns to talk about your problems, Start by
listening to your partner’s first problem. Give your
partner as much advice as you can.

Problem1 Idon't get on with my boss.She’s rude tome
and always criticizes me.

Problem 2 Ialways find it difficult to meet deadlines.
I've got an important job to finish by next week. What
canldo toimprove things?

Unit 7 p.43

You are the waiter. Help the diners understand the
menu. Then take their orders.

Main courses

Traditional English cottage pie

Cottage pie is minced meat with potato on top. It is
cooked in the oven.

Lamb shank with vegetables and red wine sauce
Lamb is meat from a baby sheep. The shank is part of the leg.
Penne pasta with rocket, olives, and feta cheese
Rocket is a type of salad. Feta cheese is Greek and is
made from sheep’s milk.

Salmon fish cakes with salad

Fish cakes are a mixture of fish, bread, and herbs. They
are made into balls, and fried.

Cod stuffed with pesto

Cod is a white fish. Pesto is a green Italian sauce made
with basil and Parmesan cheese.

Desserts

Tarte au citron with cream

A tart with a lemon filling.

Créme brilée

This is cream, baked in the oven.

‘Death by Chocolate’ with cream

A heavy chocolate pudding with chocolate sauce and
fresh cream

Unit 8 p.50

You are in the middle of a phone conversation. You
want Student A to make a booking at a hotel. You have
given the information —but unfortunately it's a bad
line. Make sure they get it right! Remember to stress
the important words.

Tower Hotel
Double room with bathroom
7 m'ths 724 {9 _Zf:_dun&

e ——— e ——

2 Youare in the middle of a phone conversation.

Student A wants you to meet a client at the airport.
You aren’t sure that your notes are correct. Check
your information using items from the Expressions box.

. Sandro Parenti
Heathrow Airport
Flight number BD 48|

_Amives 4.30
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Unit 9 p.70

Take it in turns to ask your work colleague to do the
following things. Use as many different question forms
as possible.

| Can / Could you / Would you mind....? )

" )
type / letters

take / 30-minute lunch break
give / talk / sales conference
pass / dictionary

finish / report / 5 o’clock

come / office / early / tomorrow
check / letter

H J
Unit10 p.76

1 Youare going to answer the phone. Before you
begin, decide:
® whoyouare

» who you work for
Try to be as polite as possible. Use expressions from p.76
The person answering the phone begins.

Answer the phone and identify yourself and your
company / department.

Say who you are and who you want to speak to.

Explain that the person is unavailable.

Ask to leave a message.
Take the message, then confirm it with the caller.

Thank the other person and say goodbye.

2 Now change roles. You are going to make a phone call.
Before you begin, decide:
# whoyouare
» who youwant to speak to

® who you work for
& yourmessage

Unit 1 p.79

1 It's Wednesday morning. You are preparingto goon a
business trip with your partner. Your partner will ask
you about tasks you have (or haven't!) done! Reassure
your partner that you have (or are going to do) what
he/she asks. Use expressions from p.79.

2 It’s Friday morning. You and your partner are going to
have a meeting with an important client in the
afternoon. Check that your partner has done / is going
to do the following tasks. Use question tags.

book a meeting room on Monday
arrange. £or drinks
check PowerPoint presentation before
Friday
don’+ ﬁof‘qeﬁ- to mvite Kirsten 4o the
meeting/

¢ cancel all other appointments
meed the client at the airport

Unit 12 p.87

1 You are the boss. Listen to your employee’s requests.
Decide whether or not to agree to each one.

2 You are an employee. Call your boss and ask for the
following things very politely.

a holiday next week

todolanguage classes during office hours
to collect for charity in the workplace

to buy a new plant for the office

e ® & & @

to have a party for someone’s birthday in the office

Unit 14 p.100

1 Youwork for Zap, a high street retailer of electrical
goods. You have recently bought thirty top-of-the-
range TLC sound systems from Sound and Vision, your
supplier. You have already sold ten of these to your
customers, Unfortunately, three of these systems had
serious technical problems and you had to refund your
customers.

You want Sound and Vision to deal with the problem.
You have left several messages at Sound and Vision, but
nobody has called you back.

Decide what you want Sound and Vision to do, then
callthem. Use expressions from p.100.
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2 You work for Space Energy, an electricity supplier.

Student A is going to call you with a complaint. Try to
find out what the problem is and then decide what you
are going to do. Follow the tips on p.100 and try to use
expressions from the list.

Unit 15 p.104 (Student B)

Tell your group about your plans for next week. Try to
use the Expressions from page 00 and will/won't, may,
or might.

probably possibly feeling
go—tcAnna‘s party | ©
- present a project @ B
have a job interview - . ®
Student C

Unit1 p.9

Take turns to introduce a visitor to a colleague at
Alchemy Advertising. Your colleague should be busy
(onthe phone, working at a computer) when you make
the introductions.

You are Robert/Roberta Kind

Introduce Student B: Michael/Michelle Cohen, Sales
Manager with Blue Sky Hotels to Student A:
John/Joanna Hall, copywriter.

Be careful! Michael/Michelle is busy. You are
interrupting.

Unit5 p.31

Your colleague wants to arrange an urgent sales
meeting on Thursday. The meeting will take about one
hour. Find the best time for you all to meet. If you aren’t
free at the same time, you may need to change your
arrangements.

8.40 High4 from Ams4erdam -
arvive i London 9.40

10.00a.m. #hackuo%abarl'wﬁo
nooam. fSree

1200a.m. plan new computer system with
T Manager - very important!
have lunch with ex-colleaque

2.00 p.m. free

9.00a.m.

1.00 p.m.

300p.m.  free

4.00p.m. write report on business 4rip

500p.m.  meet secretary 4o discuss her
poor performance

6.00p.m. take children +o swimming pool

Unit 15 p.104 (Student C)

Tell your group about your plans for next week. Try to
use the expressions from p.103 and will / won't, may, or
might.

probably possibly feeling
buy a new PC Syl ©

see my friend,Saul @
have a job interview @
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1 Present Simple 2 Present Simple

Positive
1/You/We/They work efficiently.
He/She/It works efficiently.

= subject + infinitive (+ -s)

Negative
1/You/We/They don't deal with money.
He/She/It doesn’t deal with money.

= subject + do / does + not + infinitive

Questions Short answers

Do I/you/we/thev do research? Yes, I do.
Does he/she/it doresearch?  No,Idon't.

= Do/ Does + subject + infinitive
Does he enjoy teamwork?

Yes, he does. / No, he doesn’t.

NOT Yes, he enjeys.

Be careful with the he/she/it forms.

He likes problem-solving. NoT He like problem-solving.
She doesn’t work late. NOT She dent work late.

We use the Present Simple to talk about things that are
always true.

I enjoy teamwork.

They don’t work well under pressure.

We can also use the Present Simple with an adverb of
frequency to talk about things that we do regularly.

Isometimes travel to Germany for my job.
They don't usually have a meeting on Mondays.
Do you often give presentations?

Frequency adverbs go before the main verb, but
after be.

He is never late.

Some verbs and expressions are followed by the -ing

form rather than the infinitive. These include:
be good at, enjoy, like, love, hate, mind.

Idon’t mind doing routine activities.
Don't confuse like + -ing with would like to + infinitive,
which expresses a wish.

Ilike working under pressure,
Iwould like to be a sales manager.

v Present Continuous
Present Continuous
Positive
Iamlearning a lot of new skills.
= subject +am/is/are +-ing form
Negative
The company is not (isn't) saving much money.

=subject+am/is/are+not + -ing form

Questions Short answers
Are you working today? Yes,Iam.
No,I'm not.

Am/Is/ Are + subject + -ing form

We use the Present Continuous to talk about things
that are happening at the moment, or around now. We
often use time phrases such as now, currently, and at
the moment.

I'm currently looking for a new job.
She’s training to be an accountant at the moment.

Present Simple

We use the Present Simple to talk about situations that
are generally true, or which continue for a long time.
Ifinish work at5 p.m.

He never checks my work,

We cannot use the Present Simple to talk about
something that we are in the process of doing.

I'work in Sales.
(=it'smy job)

Present Simple

Present Continuous I'm working on a new ad. (= now)

3 Past Simple

Positive

Ibooked a flight last night,
= subject + infinitive + -ed
Negative

The train did not (didn’t) arrive on time.

= subject + did + not + infinitive
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Questions Short answers
Did they go to the airport? Yes, they did.
No, they didn’t.
= Did + subject + infinitive

He didn’t arrive. Did he arrive?

NoOT He didn't axrived. / Did he arrived?
Did you travel by train?

Yes, Idid. / No,Ididn’t.

NOT ¥Yes; Hraveled-

We use the Past Simple to talk about an action or event

which happened in the past.
I'waited at the airport for five hours.

Note that many of the most common verbs have
irregular Past Simple forms. All these verbs, except be,
form the Past Simple negatives and questions in the
same way as regular verbs. They include:

Infinitive PastSimple Infinitive Past Simple

be was / were give gave
buy bought go went
come came have had
do did make made
find found see saw
get got take took

Ididn't see him there, NOT I didn-tsaw him there.
Did you see him there? NoT Did you sew him there?
Iwasn'’t at the station. NoT | didn-tbeatthestation.
Were they there? NoT Bid they be-there?

In Past Simple sentences, we often use time
expressions such as yesterday, last week, a month ago,
ten years ago, in 1965, on Tuesday.

Last year, we went on several business trips.
She collected her visa on Tuesday afternoon.
I'saw Isabel on the train yesterday.

4 Present Perfect v Past Simple
Present Perfect

Positive

1 have (I've) studied management.
= subject + have / has + past participle
Negative

We have not (haven't) finished the report.

= subject + have / has + not + past participle

Questions Short answers
Has she been to America? Yes, she has.
No,she hasn't.

= Have / Has + subject + past participle

The past participle is formed in the same way as the
Past Simple form. However, many common verbs have
an irregular past participle form These include

Infinitive Past participle
be been

have had

do done

go been / gone
see seen

We use the Present Perfect to talk about general
experiences that have happened in the past up to now.
It is not important when these happened.

I've met several famous people.
We often use Have / Has + subject + ever to ask about
someone’s experiences.

Have you ever sent an email to the wrong person?
Has the company ever sent you on a training course?

Past Simple

We use the Past Simple to talk about experiences that
happened at a particular point in the past.

I'met an old friend on the flight.

We often use past time expressions with the Past
Simple, such as yesterday, (two days) ago, last week /
Sunday / month / year. Note that we can answer a

Present Perfect question with the Past Simple, to give
specific information about an experience in the past.

Have you ever been abroad on business?
Yes, Iwent to a conference in Paris three months ago.

Present Continuous
v be going to

Present Continuous
We can use the Present Continuous to talk about future
arrangements.

Note that it is common to use a future time expression,
such as: tomorrow, this afternoon / week, next Friday /
month / year, on Thursday, at 3.00.

I'm meeting the new Sales Manager tomorrow.
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be going to

Positive

I'm going to change my computer.
=subject + am /is/are going to + infinitive
Negative

They are not (aren’t) going to meet their targets.

= subject + am/is/are + not going to + infinitive

Questions Short answers
Is he going to give a talk? Yes, heis.
No, heisn't.

=Am/Is/ Are + subject + going to + infinitive

We use be going to + infinitive to talk about general
intentions and plans.

He’s going to prepare the sales report.

Itis also possible to use future time expressions with

be going to. Note the difference in meaning between
these two sentences.

Present Continuous

We're meeting next week (= it has been arranged).

be going to

We're going to meet next week (=1am intending to, but
it has not necessarily been arranged).

We also use be going to + infinitive to predict the future
based on information that we have now.

Sales are falling. It's going to be a difficult year.

6 must, have to / don’t have to

must

We use must / mustn’t and don't have to to talk about
obligation.

Positive

We must find ways to increase revenue.

= subject + must + infinitive
Negative

Staff must not (mustn't) send personal emails.

= subject + must + not + infinitive

We do not usually use must in questions. We use
do/does... have toto ask if something is obligatory
or important.

Do we have to attend the conference?

We do not use do / does to form the negative.
I'mustn’t be late. NoT ] den‘tmust be late.

We use must / mustn't when giving rules or telling
someone what to do.

You must hand over the report by Friday.

Guests mustn’t park their cars on the grass.

We also use you must to recommend something.

You must meet Keith. He's a really interesting person.
have to

have to in the positive and interrogative is formed in
the same way as regular verbs.

Inthe positive, have to has a similar meaning to must.

We have to go to the Managing Director’s presentation.
She has to deliver the report this afternoon.

In questions, have to is more common than must.
Does the candidate for the job have to have experience?

don’t have to

We donot (don’t) have to go if we don’t want to.
He does not (doesn’t) have to go if he doesn’t want to.

= subject + do / does + not + have to + infinitive
We use don't have to /doesn’t have to + infinitive to talk
about things that are not necessary.

You don’t have to hand over the report today. We don't
need it until tomorrow.

7 should / shouldn’t

Should and shouldn't are other ways of talking about
obligation, but are less strong than must / mustn’t or
have to. We use should and shouldn't to give advice.

Positive
We should get there before the others.

= subject + should + infinitive




Grammar reference 119

Negative

You should not (shouldn’t) leave your phone there.
= subject + should + not + infinitive

Questions

Should I wait for them to arrive?

= Should + subject + infinitive

8 Comparatives and Superlatives

Adjective Compartive superlative

One syllable +-er +-est

cheap cheaper the cheapest
One syllable +-r -1

large larger the largest

One syllable double double

ending in one consonant +-er consonant +-est
vowel + consonant

big bigger the biggest
Twosyllables-y y — i+-er Y= it-est
easy easier the easiest

Two syllables +more +most

Jfamous more famous  the most famous
Irregular adjectives

good better the best

bad worse the worst

far farther /further thefarthest/the
Comparatives

We use comparative adjectives to describe how two
things are different,

We offer a higher interest rate (than other banks).
Their products are more expensive (than ours).

TV adverts are better (than radio adverts).

Superlatives

We use superlative adjectives to describe how more
than two things are different.

They sell the cheapest models in the world.

We offer the most competitive prices.
This shop has the best reputation.

We can use one of the most / least + adjective to make a
more general comparison between several things.

bmi is one of the most successful airlines.
It is one of the worst hotels I've stayed in.
We can use more or most before the subject of the
sentence to talk about relative amounts.

More people are shopping online than a year ago.
Most people shop online these days.

9 Present Perfect, forand

since, yet

Present Perfect
Positive
Thave (I've) worked as a designer.
= subject + have / has + past participle
Negative

He has not (hasn’t) finished the project.

= subject + have / has + not + past participle

Questions Short answers
Have you travelled much? Yes, I have.
No,Thaven't.

= Have / Has + subject + past participle

We use the Present Perfect to talk about situations or
actions that have happened at some time in the past up
to now. It is less important when something happened
than the experience itself.

I've trained as a stylist.

She hasn’t done this kind of work before.
Have you had much experience in the fashion industry?

forand since

When we want to talk about an experience, we can use
the Present Perfect with for and since.

for +periodoftime  He'sdone this job for five years.

I've been here for two hours.

since + specifictime  He’sdone this job since 2004.
I've been here since 9 o’clock.

yet
We use yet in negative Present Perfect sentences and
questions to talk about things we expect to happen.

They haven't arrived at the show yet.
Has she talked to the suppliers yet?



10 The Passive

The Passive is used when it is not important or relevant
to mention who performs / performed an action. It is
often used when we describe procedures.

Present Passive
Positive

The mail is taken to the sorting office twice a day.

= subject +am / is/are + past participle
Negative
We are not given a chance to comment on the plans.
=subject+am / is / are + not + past participle
Questions Short answers
Is areminder sent to everyone? Yes, it is.
No,itisn't.
=Am/Is/ Are + subject + past participle

12

We often use the Present Passive to talk about systems
and processes.

Past Passive
Positive

We were informed yesterday.

= subject + was / were + past participle
Negative

The mail was not delivered this morning.

= subject + was / were + not + past participle

Questions Short answers
Wasemailinventedbyaman?  Yes,it was.
No, it wasn't.

= Was / Were + subject + past participle

We use the Past Passive to talk about completed events
or about systems and processes in the past.

Question Tags

A guestion tag is a short question that we add at the
end of a statement. We use question tags when we
want someone to confirm information.

With a positive statement, the tag is usually negative.
He knows that the meeting is today, doesn’t he?

With a negative statement, the tag is usually positive.
You haven't seen Lisa today, have you?

We use the auxiliary verb to make a question tag.

If there is no auxiliary verb, use do.

He’s working from home tomorrow, isn’t he?
You won’t forget the tickets, will you?

They can still deliver on time, can’t they?
You like him, don’t you?

We can also use question tags when we think we
already know the answer to a question. In this case, the
question tag is a continuation of the statement rather
than a real question. Note the difference in intonation.

Real question: You can offer us a discount, can't you?

Continuation of statement: He isn't here, is he:

First Conditional

We use the First Conditional to talk about possible
future situations.

If clause Main clause
If people like your product, you'll be successful.
If + Present Simple + will ("Il) + infinitive

We usually use a comma between each part of the
sentence when the if clause begins the sentence. When
it comes after the main clause, there is no comma.

You'll be successful if people like your product.

We can use when instead of if. When is slightly
stronger than if, and means ‘only when’ or ‘once’.

Sales will improve when they lower prices.

When they lower prices, sales will improve.

We use unless + Present Simple to mean if... not.
Unless we leave now, we’ll be late.

We'll be late unless we leave now.

Unless must be followed by a positive verb.
Unless stores can build a reputation...

NOT Unless stores eant build a reputation...

If, when, and unless are not usually followed by will.
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Past Continuous

We use the Past Continuous to talk about a situation in
progress at a specific time in the past.

Positive

We were waiting for the train.

= subject + was / were +-ing form
Negative

She was not (wasn’t) working here then.

= subject + was / were + not + -ing form
Questions

Were you listening to him?

= Was / Were + subject + -ing form

We use the Past Continuous to talk about an action that
was happening at a particular point in the past.Itis
often used in a sentence with when + Past Simple.

He was getting off the bus when he had a brilliant idea.
We can change the order of the sentence. It is possible
to use either when or while before the Past Continuous.
He fell when / while he was getting off the bus.

When / While he was getting off the bus, he fell.

If a sentence begins with When / While + Past
Continuous, we usually put a comma between the first
and second parts of the sentence.

Second Conditional

We use the Second Conditional to talk about things
that are unlikely, or untrue future situations.

Ifclause Main clause

If I travelled around, I would (I'd) buy alaptop
If + Past Simple + would + infinitive
We usually use a comma between the two parts of the

sentence when the if clause begins the sentence. When
it comes after the main clause, there is no comma.

Iwould buy a laptop if I travelled around.

In the main clause we sometimes use could (= would be
able to) instead of would. It has no short form.

If you had a car, you could drive to work.

15

The expression IfI were you / him/ her, etc. is used to
give advice.

IfI'were you, I'd look for another job.

IfI'were him, I'd get some training in people skills.
We can also use was, but this is informal

IfIwas you, I'd look for another job.

will / won’t, may / might

Will / won't +infinitive is used to talk about the future.
Iwill (I'll) finish the application this evening.

There won'’t be many people at the event.

We use may / may not or might / might not (mightn't) +
infinitive to talk about things that are possible.

They may decide to come along.

We may not have anything to worry about.

Remember that we can use will / won't in First
Conditional sentences.

If my cold gets worse, I'll go to the doctor.

We won't have the meeting if nobody is here.

We can also use may / might instead of will to talk
about a situation that is only possible, not certain.
Ifthey offer me a promotion, I may / might stay.
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Listening scripts

Unit1

Listening

Iarrive at the office at about half eight and
make a coffee, then go into my regular
morning meeting with my team and manager.
It’s only a short meeting, but we get a briefing
forthe day’s work and we discuss any
problems or issues that may be coming up.
ThenIgotomy desk and I check my emails.
They come in overnight because we have
offices all over the world. Then I make phone
calls and send emails to get the information I
need to answer any queries.

I'work at my desk most of the day.1speak to
customers alot on the phone —and I quite like
that. Ilike helping therm and giving
information. I also make phone calls to the
warehouse and to our Sales departments
around the world.Italk to lots of people that
I've never met!

1 get a bit tired at my desk soIlike gettingup to
send faxes. It's a bit of exercise! And [ often
have a chat and a gossip with my colleagues at
the coffee machine.

In the afternoon 1do the same sort of work, but
Iusually find time to surf the Net for five orten
mminutes. It breaks the routine of the day.1 often
have to keyin data. It's a bit boring, but it's part
of the job. At 5 o'clock, I fill in a time sheet. And
that's a typical day!

Vocabulary - Numbers

1 saying numbers
250 two hundred and fifty
5,789 five thousand, seven hundred and
eighty-nine

2 saying fractions
12 a half
Y3 athird
% three quarters

3 saying decimal points
three point five
fifteen point oh six
seven point nine six

Pronunciation - Numbers

1 Well,I'm delighted to announce that last
year we achieved our target in the Far East
with sales figures of over 150,000.

Hi, Tim.

Oh, hi.

What's up?

Can you believe it? I was only out of the
office for a couple of hours and I received 90
emails!

Wi W e~

3

A How many applicants are there for the job?
B Fifty.

A That'salot.

4

Anderson Electronics increased their
production by animpressive 13.5%.

5

A Have you heard the news?

B No,whatisit?

A Redundancies.

B Inourdepartment?

A No,the Sales team. They're laying off
fourteen people.

B That's terrible.

6

A How many names do we have on our
database?

B Er...justaminute... here we are.2,317.

A Great.

9to5

1

L=Lisa, D=Dan

L Hello.

D Good morning. How can I help you?

L My name's Lisa Scacchi.Thave an
appointment with Richard Merle.

D OK,I'lllet him know you're here.

L Thank you.

D Richard? I have Lisa Scacchi for you here in
reception... OK... He'llbe down inacouple
of minutes. Why don't you take a seat?

L Thanks.

2

S=Sara, R=Richard

§ ...OK...Uh-huh... Great!T'll send youan
email with the details, OK? Bye. Sorry,
Richard.

R No problem. Have you got a moment?

S Yes,of course.

R I'd like you to meet Lisa Scacchi, my new PA.
Lisa, this is Sara Parkes, our Accounts
Manager.

S Hello, Lisa, Pleased to meet you.

L It's nice to meet you, too.

3

R=Richard, J=Joe, L=Lisa

R Joe,are you busy?

1 I'malways busy!

R Well, I'd like you to meet Lisa Scacchi. She's
my new PA.

1 Lisa?

L That'sright.

] Tthink we've already met.

L Really?

] Yeah... youlive in Wandsworth, don’t you?

L That’sright.

] Tknew it We goto the same gym!

L That'samazing!

Unit 2

[ T T W WSy Ve s |
Listening

I=Interviewer, M=Montse, K=Kenichiro

I  Where do you work?

M I'mtraining to be a Human Resources

officer for a car manufacturer.

What are you working on?

M I'mhelpingto prepare anadvert fora
vacancy in the Sales department.I'm
writing the copy so that we get the right
candidates. My manager checks my work,
of course, I only started a few months ago.

—

ot

What line of work are you in?

K I'mtrainingtobe a fashion buyerfora
chain store.] work in the Purchasing
department. I've only been in the job a few
weeks.

What are you doing at the moment?

K I'mdoing a bit of everything. I'm working
in a team with other more experienced
buyers. There's alottolearn butI'm
enjoying it. We're currently buying for next
year's spring season —it's great knowing
what next year's colours are going to be!

[

Pronunciation - Phone numbers

1 07488750812

2 03589552647

3 00442088943326
4 0039055292647

Call centre - Making a call

J=lamie, 5$1=Switchboard, M=Ms Archer,
C=Carol, S2=Secretary

1

S Hello.

] Hello,is that Euro Style?

S1 Yes. How can I help you?

] CouldIspeakto Ms Archer, please?

S1 Hold on a moment, and I'll put you through.
1 Thanks

Hello, Sales Division.

Oh, hello. Is that Ms Archer?
Speaking.

Hello, my name’s Jamie Saunders.

N w ‘—'g‘—lgm

Hello, this is Carol Black calling from

Tempus Holdings. Is Mrs Chatto in the

office?

$2 I'msorry, but she’s out of the office today.
She’s back tomorrow.

C Oh.OK I'll call back then. What's her
extension number?

52 4562,
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L
R Lisa...
L

Unit3

9to5

J=Joe,L=Lisa, R=Richard, C1=Client 1, C2=Client
2

1

] Hey, Lisa—what's up?

L Ohno... thisisterrible. Richard’s in the
meeting ...

1 Yeah,it started over half an hour ago. Were
youmeant to be in there with him?

L Yes,Iwas.This was my first meeting in my
new job.

1 Well, youcan't join themnow. It's nearly
OVer.

L Ohno.I'vehadsuchaterrible morning!

What happened?

L Iwanted to be really prepared for this
meeting,soltook home some files and T
worked late. I went to bed about
1o'clock, and I set the alarm clock for
6o'clock...

1 Anddidn'tit go off?

L Ohyes,the alarm clock went off.
Unfortunately, [ was so tired I didn't hear it
and I woke up late. I rushed to the station
but I missed a train and L had to wait for the
next one. When the train got into London, I
tried to get a taxi but there weren't any! So1
caught a bus. But the bus got stuckina
trafficjam, soIjust got off and ran here.

—

And1still arrived late!

] Lisa, youlock a bit hot. Would you like
adrink?

L Yes, please!

R Thank you for coming in today.
Cl It wasvery interesting. Goodbye.
C2 Goodbye.

Bye.

Oh,Richard...

I'm so sorry I'm late.Thad a terrible journey
towork. I feel really bad about it.

R Don't worry about it.

L Itllnever happen again, Richard. [ promise.

R That's OK. And by the way, we've gotan 8

o'clock conference call tomorrow morning.
So good luck!

Unit 4

R O

Listening 1

1 Ireallylove being onthe water— Ilove
speed, too, so I guess this sport is ideal for
me.lonly started two or three years ago, and
yeah- it was pretty difficult at first. Ican't

remember how many times I fell in the seal
But 1leamt fairly quickly. There's just you,
the surf board, and the sail It’s beautiful!

2 It's avery skilled sport. You have to be very
quick, and really concentrate. And it's highly
competitive, too. It's a physical and
psychological contest with your opponent.
You have to use special equipment, of
course, There's a very light sword —what we
call a foil. It can be a bit dangerous so you
have to protect your body. You wear a face
mask, and a special jacket.Ifind it very
romantic actually. I remember all those
fantastic sword fights in the old films!

Listening 2

C=Cristina, J=Jacek

C World Summer Camps. Cristina speaking.

] Hello.I'm calling about the summer camp

jobs I saw advertised on the Internet.

OK. Canlask you a few questions?

Yes, of course.

Excellent. So what'’s your full name?

Jacek Gomulski.

Could you spell that, please?

Sure, that’s J-A-C-E-K G-O-M-U-L-S-K-1.

Tharnks, Jacek. And what's your date of birth?

15th May 1987.

And your nationality?

I'm Polish.

And are you still in full-time education?

Yes.I'm studying languages at university,

the University of Warsaw.

C Excellent. Have youworked ortravelled in
the United States?

1 Yes, ] have.I've never worked, but I've beento
the States on holiday. [ went there last year.

C Have you ever worked in a summer camp
before?

] No,lhaven't.

C What sports can youdo?

1 Well, [really enjoy competitive sports like
football and basketball. And tennis, of
course. [ play tennis for the university team.

C Canyouswim?

1 Ohyes,Ilove swimming! And['ve done
some sailing, too.

C Have you got any relevant qualifications or
experience?

1 Yes,Ihave.I've taught sports at a summer
school here in Poland. It was a lot of fun.

C Canyou drive?

1 Yes,no problem.

C OK, Jacek, thank you for calling. Now if you
could give me your address, we'll send you
more details about our summer camps and
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Call centre - Leaving a message

J=litka, S=secretary
S  Hello.

—

s
]
s OK.
J

th = -

Hello. Could I speak to Torn Price, please?

S  I'mafraid he’sin ameeting at the

moment. CanItake a message?

]  Yes, please. Could you tell hirn that Jitka

Saunders called.
Can you spell that, please?
That'sJ-I-T-K-A...

S-A-U-N-D-E-R-S. Could he call me back
before half past five? It's urgent.

S  Ofcourse.Has he got your phone

number?

J  I'moutofthe office today.Can he callme

on my mobile? That's 07700 886432,
Can I check that? That's 07700 886432.
That'sright.

OK_I'll give Tom the message.

Thank you very much Goodbye.

Expressions

1 Hi.This is Dave calling from the IT
department. Can you delete all emailson
your computer from Klaus Trawoeger?
That’s Klaus, K-L-A-U-5, Trawoeger, T-R-A-W-
Q-E-G-E-R.There’s a virus in the attached
files so don’t open them. OK? Thanks very
much. If you have any problems, call me on
extension 4677, That's 4677. Just don't open
those files. This is very important. Thanks.

2 Erm... hello. Thisis Tina Winters from
Ricchissimo Fashions. That's R-I-double C- H-
I-double S-1-M-O. And this is a message for
James Tate. Could James call me this
afternoon? I want to discuss tomorrow’s
meeting. OK? And my name’s Tina Winters.
That's T-I-N-A W—I-N-T—E—R-S.ﬂunkynu
Bye.

Unit5
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9to5

J=Joe,L=Lisa

1

J Hilisa

L Oh,hi Joe.

1 IsRichard free? I'vereally got to see him
about my PowerPoint presentation.

L Well, he's not at the moment. He's showing
some visitors around the studio.

] OK,what about this afternoon? Is he free at 2

o'clock?
L T'mafraid not. He's meeting the Marketing
Director of Talent.

1 OK, after three?
L Well, he's making a call to the New York

officeat 3.15. And thenat 3.30 he'sgoingtoa
sales meeting. That's going tolast all
afternoon.
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] OK,what about tomorrow morning?

L He's talking to a director from Fab Films
about the hotel’s advertisement at 10.30 a.m.
Can he make a breakfast meeting?

Er ... yeah,Ithink so.

OK, let's fix a meeting for 8.30.

Sure.I'll let him know.

Thanks

b Bl LR R B

Er, Lisa, if you're not busy, how about going

fora drink after work?

Today?

Yeah.

1L OhI'msorry,Ican't.I'mtaking my sister
shopping.

1 Well, what about Thursday?

L I'msorry,I'mbusy.I'm going out with some
friends from university.

1 How about Friday? And before you say
anything - I've got two tickets for the
Coldplay concert.

L Coldplay?

] Yeah,and my friend can't makeit.So... are
you doing anything on Friday evening?

L Tamnow-I'm going tosee Coldplay!

-t b

Pronunciation - going to

1 He's going to take the job in New York.

2 Arethey going to change your computer?

3 They aren't going to meet their sales target.
4 We're goingtodoalot of work tonight.

Unit 6

st
Listening

1 This happened two or three years ago.Iwas
inIndonesia on a business trip... and I was
invited to the Area Manager's house for
dinner, which was lovely. I met his wife and
children. The kids were terribly sweet.
Especially his son who was only ten years
old. He was so cute!l Anyway, I patted the boy
onthe head... and Inoticed that everybody
looked embarrassed. Tknew I'd done
something wrong, but I didn't know what it
was.Ilearnt afterwards that in Indonesia
you must never touch someone’s head,
because it'’s rude. Anyway, my hosts were
really nice and I’had a very enjoyable
evening, In fact, I saw them again earlier this
year, Theirsonisalot tallernowandIcan't
even touch his head!

2 Well, this wasn't a big cultural faux pas, but
it was interesting. Thad to go to Australia
last year.I'was travelling around alot -Thad
lots of meetings —so Il often took taxis. I give
generous tips when I travel - after all,
they're all expenses —butIrealized that
nearly all the taxi drivers seemed offended

by me. You see, in Australia it's always best
to sit in the front seat of a taxd. You know,
actually next to the driver. If you sit in the
back, they think you're being superior - that
you think you're better than them!

3 IeatoutalotinLondon.Ilove Japanese and
Chinese food, so I never have problems
eating with chopsticks.Ifind it really easy.
Solwas amazed whenIwas in Beijing for
work.Idiscovered that the way [ usually
used chopsticks was really wrong. I learnt
that you must never leave your chopsticks
standing up in the bowl. You know, it's really
interesting. There are so many small
differences between cultures, it's easy to
make mistakes without realizing it.

Pronunciation - must / musn’t

You must arrive in the office before 10 a.m.
You mustn't send private emails.

You must answer the phone promptly.
You mustn't surf the Net.

Call centre - Choosing an option

1

Welcome to Banana online banking. Please
select one of the following three options.
If you're calling in connection with your
membership number or pass code, please
pIess one.

For customers with general banking enquiries,
please press option two.

For all other online banking enquiries, please
press three or hold to speak to an advisor.

2

1 Hello, thank you for calling Safe Car
customer service. The office is now closed.
However, we are able to offer you three
options.
To tell us of a change of address, please press
one. To change your registered vehicle
details, press two. Or to renew your Safe Car
membership, press three.

2 Welcome to the Millennium Gallery
recorded information line. If you have a
touch-tone telephone and require recorded
information, please press the hash key and
listen to the menu. At the end you will
return to the main menu.

Please have a pen handy to write down any
telephone numbers.

For general information about the gallery,
please press one now.

For exhibitions and ticketing information,
please press two now.

For educational events, please press three
now.

Forshopping and eating, please press four now.

If you'd like to speak to someone in the
information department, please press five
now.

Welcome to Onion Financial Services. For
quality purposes, your call may be recorded.
Please have your card, account, or reference
number ready.

To speak to us about the Onion credit card,
please press one.

For aloan or reserved product, please press
two.

Or please press three to tell us about a lost or
stolen card.

Unit7
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L=Liam, K=Kim

L
K

|

L

OK, Kim, so what do you think?

Well, a conference folder is always a good
idea—-Imean, it’s really practical ...

Yeah... but not very original.

That's true. What's the price on that one?
£4.90? We'd need hundreds of them,

Right. That's far too expensive. You know,

I quite like the idea of the stress balls -
they're a good price —and I like the humour.
It'sa funitem.

Yeah —and there can be alot of pressure ata
trade fair. People need to relax somehow!
And they'll use the stress ball - and they'll
think of us.

Beating the stress!

Exactly. And Iwas also thinking of the
pocket radio...

Uh-huh...

It's a nice little gadget — you can tuneinto
thelatest news...

But would people really use one?
Everybody’s got their iPods and laptops. I
don't think they'd use it.

Point taken. So, what about a mouse mat?
We've all got lots of mouse mats already.
Who needs another one?

Abiro?

You just lose them. Or leave ther in your
hotel room. But we could go for a conference
bag—yeah, I know it's not original - but just
think, we can have our logo on it—our
contact details —and it's practical. People can
put all their freebies in it!

That's brilliant!

9to5
L=Lisa, R=Richard, W=Waiter

1
L

This is the first time I've ever beentoa
Japanese restaurant.
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R Really?Icome tothem all the time. The
food's really fresh —and the service is
efficient. So, what are you going to have?

L I'mnotsure Canyou tell me what ‘'miso and
wakame’soupis?

R That’s a soup made from soy beans, with
spring onions and seaweed in.

L Seaweed?[don't like the sound of that.

What's ‘takoyaki'?

Takoyaki? Those are balls made of octopus.

OK ... what about the 'sashimi sampler’?

That's a selection of different kinds of fish.

I'm afraid I don't really like seafood.

Maybe a Japanese restaurant wasn't such a

good idea.

E- I e

Are youready to order?

Yes, [think so. Lisa?

I'd like the chicken noodle soup and the
beef teriyaki.

AndI'll have the miso soup and the
takoyaki, please.

And to drink?

A bottle of fizzy water, please.

Thank you very much,

= Hwmog e
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R OK, Lisa, tell me the truth. What's the soup
like?

L It'sdelicious! So don't worry, we can go to
Japanese restaurants whenever you want!

Unit 8
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Listening

1 Youlive in a busy, stressful world.
‘You want to be aloving son, but there's no
time to see your parents.
Youwant to say, 'l care about you', but can
never find the right moment.
You want to say, T'm sorry’, but it's difficult to
do.
You want to say Tlove you' and show that it's
true. So why not take the time and go online
to ‘Flowersfromyou'?
‘Flowersfromyou.com’will deliver flowers
from you to the ones you love.
Don't feel guilty. Let ‘Flowersfromyou.com’
give that special person a special day.

2 Doyou live like this?
Then you need a holiday.
Call Sunshine Holidays on 08081100100 to
turn this ... into this.

Call centre — Checking information

J=]Jamie, A=Andy

1 ...solthinkthat's all the information. Did
you get all that?

A TI'msorry,Ican't hear you very well.

1 That's strange,] can hear you.

A Canljustcheck what you said?

Yes, of course,

A OK, youwant me to get in touch with Stefan
George.

No,it's Stephen George.

Sorry,Ididn't catch that.

His name’s Stephen. That's S-T-E-P-H-E-N.
Stephen. OK. Did you say his phone
number's 020 7886 99877

No,Ididn't. It's 7887 9986.

788799867

That's right. And for the meeting next week,
Tuesday's better than Thursday.

A Would you mind saying that again?

] Tuesday’s better than Thursday.

A Yes,I've got that. And the morning is more
convenient.

No, the afternoon is more convenient.
Sorry, what did you say?

The afternoon is more convenient!

OK, that’s great.I'll get in touch with
Stephen as soon asIcan. Bye.

] Bye.

Pronunciation -
Emphasizing information

L S =
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Did you say the Nissan was more expensive?
No,Isaid the Toyota was more expensive.

Did you say 07803?
No,Isaid 07903.

Is it more compatible with my computer?
No, it’s less compatible.

Is the address 37 Essex Street?
No, it's 37 Wessex Street.

Unit 9
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Listening 1

M=Maria, A=Alex

M OK, let's do this quiz. Question one: Do you

like reading fashion magazines?

Fashion magazines? No, not really.

Hang on. Orreading about celebrities?

Oh, yeah, of course. Everybody does that,

don't they?

M Well, Ido! So number two: Do you prefer
branded clothes?

A T'mnotbothered. All those labels and
things.Ithink they're annoying.

M Wellllike them. They guarantee quality
and that's important.

A Questionthree. So,what about wearing
this year’s fashion?

M Idon't know.No, not really.1just wear
clothes that Ilike.

W WeW EE N m e =
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A Yes.[like wearing the latest clothes—but
I'mnot very interested in big names.

M Soquestion four... well, we know you don't

A That'sright I hate wearing advertisements
fora company on my clothes.

M WellIreally like them -1 think they're fun.

Question five: Do you wear sportswear

when you're not doing a sport?

Yes, a lot. In fact, most of the time.

Idon't wear it asmuch asyou... butI wear

it around the house. So, my answer’s yes,

too. Question six: Have you ever wanted
accessories you've seen in a magazine?

No.

Really?

Only sunglasses.

Those are accessories! And [ have, too. So

that's ‘yes'for both of us. Number seven.

No,Idon’t buy clothes because my friends

are wearing them.

M Neither do1. So,what about your wardrobe?
Question eight: Do you have clothes you
haven't worn?

A Yes,Ido. But only ties that my parents have
bought me. And they are not fashionable!

M Metoo, Quite a few actually. Question nine:
Do you have trainers for different
purposes?

A Erno,Idon'tthink so.Iwearthe sameones
for everything.

M Well, I have my special trainers for running.
and others for general wear, so yes,1do.

A Last question: Do you like people to admire

the way you look?

Definitely. I want to look good.

Idon’t, don’t want people to 'admire’ the

way [look. Why should I?

M Well, I'm sure we're fashion victims Let's
take alook at the scores ...

Ergme =»
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Listening 2

Mark Mahfouz I've had myown designerlabel
since 2003. It was a big step after college, but
you have to be confident in this business.I've
got contracts with some major clients, mainly
in Italy and Germany. I've specialized in
menswear up to now. T haven't designed for
women yet, but I've got big plans to start next
year!

Lisa Merle I've worked as a fashion buyer for
the last two years. Basically, ] commission and
buy clothes from designers and manufacturers
for high-street clothes stores.I've travelled
abroad to fashion shows and suppliers,and I've
met a lot of people. The most important thing
in my line of work is being able to deliver on
time.

Antonia Benedetti I'm doing aninternship
with OK Plus, an accessories manufacturerin
New York.I've been here for just over three
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months.It's great to get some real work
experience. | haven't been involved in design
work yet, but I've gained some good business
experience in the Quality Control and Sales
departments.

John Tosches I've worked in fashion for the
last ten years.I've been a model, a designer,
even a talent agent. Since 2004 I've worked asa
stylist. Stylists can work for designers,
manufacturers, magazines, even celebrities!

A stylist creates a total look for them. It's
important to communicate yourideas clearly
and passionately. Communication is the key to
the fashion business. And networking. You
have to network or diel

Language spot

S=Steve, A=Antonia

S OK, Antonia, thanks for coming into see me.
1just wanted to check on your progress, and
tosee what you've done so far... How's it
going?

A It'sbeenreally interesting.I've learned a lot
since I've been here.

S That's very good to hear. When did you start?

A Just over three months ago.

§ Have you worked in Quality Control yet?

A Yes,Ihave.In fact,I've been there all this
week.It's fascinating.

§ What about the Management department?

A No,Thaven't worked there yet. Ithink that's
planned for next month.

$ Sohave you worked in the Sales department
yet?

A Yes,Thave.Idid mainly administrative jobs.
You know, filing, organizing the stock room,
things like that.

$ Have you had any telephone contact with
customers?

A No,Ihaven't been onthe phones yet.

Have youworked on our current orders,

checking that we've delivered our goods on

schedule?

A Yes,[have.

And have you worked in the Design

department?

A No,Ihaven't done that yet. But 'mreally
looking forward toit.

S Well Everything seems to be going very
well. It's good having you here.

A Thanks.I'mhaving a great time.

9to5

R=Richard, L=Lisa,J=Joe, S=Sara

L Hello.

Hi, Lisa.

Hi, Richard.

Have you finished typing up my report yet?
Nearly ... I'm just making the last few changes.
Well, could you bring it to me as soon as
possible?

w

ws

L= - B -

=

Yes, of course.

R By the way, can you email me an updated
list of our contacts? And can you get it to me
before lunch?

L Sure.

R Thanks.

] Lisa,are you busy?

L Yes,Iam. Richard's a bit stressed today.1
have to do this contacts document before
lunch. And finish typing his report! Why?

1 My computer keeps crashing. Would you
mind printing the briefing notes we
received from Harper's Hotels?

L Of course not. That's fine. Just give me a

couple of minutes...

L ...Oh,hiSara.

S Hello, Lisa. Could you possibly give these
files to Richard? He wants them pretty
urgently.

L Yes, of course. Hello.

R Lisa,Ireally need thatreport...

L I'msorry,Richard I'll getitto you inten

minutes.

And can you get those files I need from Sara?

No problern. I'll bring them in now.

Thanks.

Phew.

Ithink this is a bad moment. I'll come back

for the briefing notes later.

L Thanks, Joe.

Unit 10
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Listening

Trainer

OK, we've talked ... we've talked... about how
towrite a better email message. Now let's

move on to making sure that it reads well and
has all the information that you need.

@ Always complete the Subject line so the
recipient knows what the message is about.
‘Hi!"is not usually enough!

@ End your email with a signature. Include
your company name, job title, and contact
details. You can make this appear
automatically on every email.

@ Only use Reply to all'if all the people need to
read your email.

@ Read your message through, and check
spelling, grammar, and punctuation. Typing
in capitals is considered to be like shouting|

@ Remember to attach that document or
picture. It's easy to forget.

@ Check with yourrecipient before sending
large attachments. Mailboxes can fill up
quickly.

Ithink that's more or less everything. Does

anybody have any questions?

“HmEw

Pronunciation - Email addresses

A Could youtell me your email address?

B Yes, of course. It's Alicia—-that's A-L-I-C-I-A-
underscore—Ramirez, R-A-M-1-R-E-Z at
sagacity dot A-U. And Sagacity is spelt S-A-
G- A-C-I-T-Y.

Excellent.

A

2

A What's your email address?

B It's gemma dot james at wiggy hyphen
world dot co dot uk. That's Gemma - G-E
double M-A -James —J-A-M-E-S.

How do you spell ‘wiggy'?

W-Idouble G-Y.

Great.

What's your email address, Ryszard?

It's Ryszard —upper case R, then lower case Y-

S-Z-A-R-Ddot Milosz - M-I-L-O-5-ZatQWT

dot com.

A UWT?

B No,Q,asin‘quiet’

A OK,gotit. Thanks.

2

1 You canemail me at alex underscore
bozoukova—that's B-0-Z-0-U-K-O-V-A at
linknet (all one word) dot co dot uk.

2 My email address is kitkham dot jed - K-I-R-

K-H-A-Mdot J-E-D (all lower case) - at LBF

(that’s all upper case) hyphen marketing dot

com.

wEw W

Call centre - Taking a message

T=Tina, J=Joe, R=Robert

T Webshop Production, Tina Jones speaking.
How can I help you?

1 Hello, thisis Joe Enderby from JYT.Can
speak to Robert Adams, please?

T I'mafraid he’s away from his desk at the
moment. Would you like to hold?

J I'msorry,Ican’t. Could you ask himto call
me? I'd like to talk to him about our recent
order.

T OK...Illjusttake a message. Could youspell
your name, please?

] Of course. That's J-O-E and Enderby, E-N-D-E-
R-B-Y.

T Great.Joe Enderby from JYT for Robert

Adams, and you'd like to talk about your

recent order.

That's right.

T I'llsee that Robert gets the message. Does he

have your contact details?

Yes, he does.

T Oh,justamoment. Robert’s coming back to
his desk now. I'll put you through.

3 Thank you.

—

—

R Hello, thisis Robert Adams speaking.
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] Hello, Robert.It's Joe Enderby from JYT. Am1
calling at a convenient time?
R Yes,of course. No problem. What can I dofor

you?
1 It'sabout one of our recent orders...

Unit 1

e P s )
Listening

S=Steve, N=Nuria, D=Dylan, B=Beate, A=Andy,

L=Laura

S OK,it’s coming up to ten to three and today's
hot topic is “Stress and happiness in the
workplace’. We've got Nuria from Madrid on
the line. Good afternoon, Nuria.

N Hi, Steve.

S Tell us about your experience.

N Well, Ithinkit's very important to know
what’s going onin a company. It can be very
stressful when you don't know what's
happening. Last year I was working for a
company, and when I arrived at work one
morning, there was a ‘for sale’sign outside
the building.

S Forsale? Was the company in trouble?

N No,it was moving premises - from the
centre of town to out of town. But they
didn't tell their employees anything about
it. Not knowing what's going on can be
really stressful. Being kept informed makes
everyone feel better.

$ Thankyou, Nuria. And now we have Dylan -
calling all the way from New York.Tguess
it’s morning in America?

D That's right. Steve, if your callers think
working in Europe is stressful, they should
try working in the USA. Over here, lots of
employees have to work a six-day week. You
often have to work late evenings in the
office, too. And you know, a lot of bosses
expect their staff to work twelve hours a day
—and that is stressfull

§ Thank you, Dylan,and I hope you have a
good day. OK, next upis Beate from
Switzerland. Hi, Beate.

Hello, Steve. I just want to say that the
situation in my company is a lot easier than
Dylan’s. You can come in late to work, go
home early, take long breaks on a sunny day
—there's no problem with the management
in my company. But we have to attend all
meetings, and we have to get the work done
—that's the important thing. But the
atmosphere here is relaxed, and that's a very
positive thing.

Thank you Beate. OK, we've got time for two
more callers before the news. First we have

Andy.

A HiSteve.I'm calling from here in the UK, and

... well, the company I work for hasa gym,a

swimming pool, and there are tennis courts,
too.1don't have a high salary, but the
company takes care of me.I getalotof
support from my manager —so, it’s great.
Thank you Andy, And finally Laura from
Rome. Ciao, Laura.

Hello, Steve.Ithink it's very important that
workers are paid for overtime. You know, I
often have to work extra hours in the office,
I don't have any choice, but I never get paid
for them. People should be paid for the work
they do.

Thank you, Laura. Now let’s go over to the
news room...

9to5

RE=

Richard, L=Lisa,J=Joe

What time is it?

Twenty past ten.

You booked a cab for a quarter past, didn't
you?

Yes, 1 did.

‘What time’s the train?

11.10. So there's still plenty of time.

Joe, you've packed the DVDs, haven't you?
Yes, I have. They're in the bag.

And what about back-up disks of the
PowerPoint presentation? We've got copies,
haven't we?

Don't worry, | prepared them yesterday.
They're with the laptop.

Have you got printed examples of the
artwork?

Yes,I have... but] haven't packed them.
We should take them, shouldn't we? Just in
case there's a problem with PowerPoint?
That's a good idea. I'll get them now.

L LisaScacchi... Thanks very much. Bye...

b

-B - B - - - - B

The taxi's here, Richard.

Great.Erm ... Sara’s coming into the office
later,isn't she?

That's right. She's meeting a client this
morning Buf she’s in this afternoon.

You can tell her about the Circle account,
can't you?

Yes,1can. No problem.

And you'll keep me updated on any
developments, won't you?

Of course I will. Don't worry.

Thanks, Lisa. You're a star. OK, see you
tomorrow.

Have a good journey. And good luck!
Thanks.

Er... Richard!

What isit?

You haven't forgotten anything, have you?
Er... Idon’t think so. What?

The train tickets? They're still on your desk.
Arghl

Unit 12

.
Start up

1

R=Researcher, M=Man, W=woman

ol
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2
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M

R

M
2

Excuse me ... I'wonder if you have a minute
tospare...

Er...yeah...

We're doing some research into customer
satisfaction with this store, and I'd like to
find out your opinions.

OK...

Do you feel there's 2 pood choice of
products here?

Yeah, sure There's 2 pretty good range of
most products.

What about the prices?

Well, personally I think they’r= on the high
side.I mean, f youshoparound, youcan
get betterprices .

And are you happy with the level of
service?

Eryes Iguessso

Do you find the layout of the shop dear?
Well, it all seems a bit crowded tome.

So, do you have any difficulty finding goods
in this store?

IfI'm buying something for the first time, I
don't really know where to look There are
toomany signs.

And the quality of the goods?

Em.. itsOK Rsfine.

Can you find fashionable items here?
Well, I'm not reallly into fashion, but ...
yeah, I guess the men's dothes are
fashionable

storetoshopin?

I don't find any shopping exciting, sono, 1
don’t

OK that's great Thank you very much for
your time.

Noworries.

R Excuse me, we'Te doing some research into
customer satisfaction with this store, and
wondered if 1 might ask you a few quick
questions to get your opinion.

W OK, that's fine.

R Great. So, firstof all, doyou find there'sa
good choice of products here?

W Oh, on the whole, the choice of goods is
excellent, which makes it a convenient place
to shop.

R And what do you think of the prices?

W Ithink the goods here are rather expensive,

R Andthe quality of the service?

W My mum says it used to be good here, but I
don't think it's great anymore. The shop
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R
w

R

assistants don't seem to be interested in the
customers—they're more interested in
talking to each other.

Is the layout of the shop clear?

No,itisn't. They keep moving everything
around in here. Frankly, I find it quite
chaotic. And it's become very difficult to find
anything you want.

Ah, right - that was my next question,
actually. So you think itisn't a clear layout,
and it isn't easy to find goods.

W Yes, that's right.

R

Uh-huh. So, what about the quality of the
goods?

W Good on the whole ...

R
w

R
w

R

w

Are the goods fashionable?

No, not really. I don't come here to buy
fashion iterns. It really isn't the place.

So,1s shopping here an exciting experience?
No, not at all. Imean, they don't even play
music.!

OK, that's excellent. Thank you very much
for your time.

Not at all.

Listening

I=Interviewer, M=Marta

I

—

-

=

—

-t

OK, now turning to Marta Ferkovic, our
next guest. You do a really interesting job,
Marta, don't you?

Yes,I'm an ethnographer.I study people.
And why do you do that?

Well, I'm employed by marketing
companies to help them understand
consumers and how they interact with
products. Companies want to know how
consurmters use their products so that they
can target them better. They want to know
how the customer thinks and feels!
So,you're a kind of spy?!

Well, yes,Iam! It's important that people
feel relaxed with me and don't know I'm
watching them. I always say I'm like a
naturalist. Naturalists usually watch
animals secretly in their natural habitat.
Tell us about some of your recent work.
I've done alot of research lately with my
team into how people behave in
supermarkets. We've watched how
shoppers enter them and how they choose
things.

How did you do that?

Mostly with carmeras, but for some of the
time we actually followed shoppers
around! We've proved that human beings
always walk towards the right as they
enter a shop—always to the right without
exception.

Incrediblel

And also men and wormen shop in
different ways. When men are shopping in
supermarkets um... they don't often use

shopping lists. And they make very quick
decisions. They often walk through the
store very quickly but then they stop and
just take things from the shelves. Women
plan more - they often have shopping lists
and they read the labels more.

1  Fascinating! So, what do cornpanies do
with the information?

M They use the information to improve their
sales! For example, [ expect you've seen
that a lot of shops put their clothes on
tables. It looks very attractive that way and
people like to touch them. We've proved
that if custorners touch clothes, they are
more likely to buy them. And have you
noticed how many stores have their jeans
at the back of the shop? That's so you walk
right through the store past all their goods
before you get to the basics!

1  That's very cynical,isn't it?

M It'sjust good business.

Call centre = Making arrangements

A

A=Adam, S=Secretary

A Hello. Could I speak to Francis Goldman,
please?

§ I'msorry but he's out of the office. He's
travelling back from Paris.

A Ireally have to talk to him urgently. I
wonder if you could give me his mobile
number.

S Yes,of course. One moment ...

B

C=Carlos, R=Renate

C Carlos del Solar speaking,

R Hello, Carlos. This is Renate Handke, I'm
calling about tomorrow. Something's come
up. Would you mind if I changed the time of
our meeting?

C What time would suit you?

R Could we possibly make it at 3.307

C That's absolutely fine. No problem.

C

Karen Hello, Andrzej. This is Karen Armstrong
from Riverside. It would be good to meet up
next week. Would I be able to see youon
Thursday? I'm free most of the day. You can
reach me on my mobile or leave a message at
the office. Thanks.

Pronunciation - Polite requests

1

1 Twonder if you could give me his mobile
number.

2 Would youmind if I changed the time of our

meeting?

Could we possibly make it 3.30?

Would I be able to see you on Thursday?

Do you think you could pass on the message?

Would you mind taking a message?

O Vs W

2

P=

1

w

polite,R = rude

I wonder if you could give me his mobile
number.P

Would you mind if I changed the time of our
meeting? R

Could we possibly make itat 3.30?R

4 WouldIbe able to see you on Thursday? P

Do you think you could pass on the
message’ R
Would you mind taking a message? P

Unit 13
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Start up

C=Catherine, M1=Man 1, M2=Man 2,
Wl=Woman 1, W2=Woman 2

C

OK, you've had five minutes tolook at the
inventions. Now which four of these do
you think became successful products?
Any ideas?

M1 Well, we thought the inflatable cot.

Absolutely. The inflatable cot’s been
extremely successful.

M1 Tknow.Infact,Ihave one at home.

OK, what else?

W1 Itsoundsodd, buterm... we thought the

shoes for police dogs.
Excellent. That's number two.

M2 We also thought that the spectacles for

chickens were a good idea ... you know, to
stop the birds pecking and hurting each
other.

Well, it may be a good idea —but thatone
didn't catch on. So what do you think is the
third successful product?

W2 What about the multi-shirt clothes

hanger? I mean, that's a great way to store
lots of shirts.

You're absolutely right. And what about
thelast one, any ideas?

M1 Erm...well, Iliked the idea of the jet-

powered surfboard - but nobody else did.
Sowe decided that the trap to catch
insects was a product that lots of people
would use.

C  Great Those are the four successful
products. Now let's look at the reasons
whythey ...

Listening

P=Presenter, C=Chris

P

Welcome to Business Futures. Today we're
going totalk about the inventor Trevor
Baylis. Trevor is famous for inventing the
clockwork radio - a radio that you can wind
up and that doesn't need batteries. And I
have in the studio with me Chris Bonner, the
author of the new book Brilliant Ideas.

C Hello.
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So, Chris. Can you tell us something about
Trevor?

Well, Trevor owned a successful swimming
pool company. He was also an underwater
stuntman for films. But in his free time he
loved inventing — he still has a workshopin
his home where he works on his inventions.
How did Trevor come to invent the
clockwork radio?

Well, in 1993 he was watching a programime
on TV.It was about the spread of AIDS in
Africa. He heard that because radios were
too expensive, many people in villages
never got educational and health
information.

Isee. So, Trevor decided to invent a cheaper
sort of radio.

Exactly. He started experimenting in his
workshop. He remembered that in the old
days people didn't use electricity tolisten to
music. They used to wind up the record
player manually using clockwork.

So,how successful was his prototype?

Well, his first prototype ran for fourteen
minutes on a two-minute wind. He called it
Freeplay technology.

Sowhat did he do next?

He took his invention to Marconi and
Phillips, and to other large organizations,
but they all turned it down. They didn't
think that the people in poor countries
would be able to pay for the product.

Then how did he get it manufactured?
Well, by the end of 1993 Baylis was going to
give up. He was tired of all the rejections, But
in April 1994 he went on a TV programme
about innovation and inventions. A South
African business man, Hylton Appelbaum,
saw the programme and decided to invest,
Hylton realized that the radio had great
potential for the rural poor in Africa.

End of story?

No, not really. They encountered lots of
technical problems. The prototype wasn't
loud enough and they had to make a lot of
adjustments to improve the radio before
they could manufacture it. Eventually, the
radio could play for an hour on a 30-second
wind.

What a saving on batteries! Where was the
radio manufactured?

They set up a company called Baygen in
South Africa. Trevor kept control of the
patents. The company employed 250
disabled people to work in the factory. Today
the radios are manufactured in China.
What's next for Trevor?

Well, Trevor never stops inventing. He's
currently developing electricshoes.
Electric shoes!?

Yes, he realized that walking can make

electricity. So he’s working on prototypes
that will create enough electricity for
portable CD players and mobile phones,

P Well, thank you very much, Chris. And if you
want to read about other inventors, youcan
buy his book, Brilliant Ideas.

9to5

L=Lisa, R=Richard, J=Joe

L Oh,Richard... I erm,Iwas justlooking
through this catalogue. | want to geta new
printer at home ... but, well, I don’t know
much about technical stuff ...

R Canltakealook?

L Yes,of course. What do you think?

R Well in my opinion, you can't go wrong
with this Aculaser printer...

1 That looks interesting.

L Hi,Joe,

] Thinking of buying a printer, Richard?

R No,butlisais... Isuggested the Aculaser.It’s
fast and easy touse. Don't you agree?

7 H'sOK... but actually,Ithink this Laserjet’s a
better printer...

R ldisagree.

] Ohcome on.The Laserjet can handle 500

sheets, It's got a built-in USB, high-quality

colour printing ... That’s good, isn't it?

Yes, absolutely. But the Aculaser has 2400 x

600 dpireproductionand...

Alchemy Advertising...

... it can deliver prints in just nine seconds.

But the Laserjet ...

Excuse me. Do you mind discussing this

somewhere else? I've got work to do.

R OK.Come on Joe.Ithink we should discuss
this over a coffee.

J Tlagree.

Unit 14

= SRR
Call centre - Complaints

1

G=Graham, A=Anna

G Hello, this is Graham Young, I'd like to speak
toJonathan Andrews, please.

A T'mafraid that Jonathan is out of the office
today.

G Butthisisridiculous! I've called him three
times this week, I called him last week, I've
left messages on his voicemail, and he never
calls me back ...

A I'mvery sorry about that. [ know that
Jonathan has been very busy recently.

G Well, tell him that if he doesn't call me by
the end of the week, I'll have to think again
about doing business with him!

A Well, T know that Jonathan is definitely in
the office tororrow, so I'll let him know that
you have tried to call him and I'll get him to

-]

. Nl

call you back. Once again, I'm really very
sorry that ...

G That'sallright Iknow itisn't your fault.

2

A=Alessandro, W=Woman

A Apricot banking services, Alessandro
speaking.

W Hello I'm ringing because there seemstobe
a probiem with my account.

A Oh I'msomryabout that What seemstobe
the problem?

W Well I think I've been charged twice fora
transfer of funds And anyway, the charges
look very high

A OK,ITlockintoit immediately ... canlask
you for your details?

W Yes,of course ...

3

K=Karina, B=Brian

K Lightwaves Sales department Karina
speaking. How can I help you?

B I'msorry to bother you, but I'm waiting for
an order from you, and I'd ike to know
whereitis.

K I'mvery sorry about that What was your
order?

B Well.1ordered five multimedia projectors
from you in August.

K InAugust?

B That's right The payment has gone through,

but the projectors still haven't been

delivered.

Something has clearly gone wrong here.

Yes. And it's reaily quite urgent now.

Yes, of course. I understand Firstof all. 'm

going to check with our Accounts

department. Then i'm going to contact our

Dispatch department to see what has gone

wrong. Could you give me your order

number?

B Yes JustamomentIt's...

Unit 15

E—— L

9to5

J=loe, L=Lisa

J What's that? A double espresso?

L Oh, hiloe.Yeah-Ineed the energy.

J Well, don't worry. The weekend starts in half
an hour.

L Not for mel I've still got lots of stuff to finish
for Richard. Anyway, what are your plans for
the weekend?

] Actually, I'll probably take it easy tomorrow.
I tidy the flat, do some shopping, and then
meet some friends. Or I may not go out -
Imay just watch a DVD at home.

L Whatabout Sunday?

] Well, Thope to go hang-gliding with some
friends.

E
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L Really? Cool!

1 Yeah,I'mlooking forward toit. Hang-gliding
isreally amazing. But Iwon't go if the
weather’s horrible. If it rains, I might go
swimming. What about you?

L Oh,Idon'tknow ... but my weekend won't
be much fun. In fact, it'll be pretty awful.

I Why?

L Well, I've got my appraisal with Richard on
Monday, and I'm not looking forward to it.

1 Welldon't let it ruin your weekend. What
have you got to worry about?

L Idon'tthink Richard's been very happy with
my performance recently.

1 That's crazy! Richard thinks you're great. In
fact,Ithink he might even promote you.

L You're joking!

] OK, he might not promote you... but your

appraisal will be fine. You shouldn't be

worried about it. So forget all about it and
come hang-gliding with me on Sunday.

OK,I'll come!

Great!

B e

Anyway, what are your plans for the
weekend?

Actually, I'll probably take it easy tomorrow.
T'll tidy the flat, do some shopping, and then
meet some friends. OrImay not goout -1
may just watch a DVD at home.

—

] Yeah,I'mlooking forward toit. Hang-
gliding is really amazing. But Iwon't go if
the weather's horrible. If it rains, I might go
swimming. What about you?

L Oh,Idon'tknow ... but my weekend won't
be much fun. In fact, it'll be pretty awful.

] OK, he might not promote you... but your
appraisal will be fine. You shouldn't be
worried about it.

Pronunciation - Dark ‘I’

1 T'lldothese invoices tomorrow.

2 She'll start the research this afternoon.

3 He'llbe promoted next year.

4 They'll have to work faster than that.

Listening

I=Interviewer, P=Paulette, A=Antonio, T=Tareq
1

I OK, Paulette,let’s take a look at your work

experience. Have you had any experience of
this type of job?

—_

Well, I've worked for several companies,
including banks. And T had to do
administrative tasks such as database
management, typing, and taking calls.
And do you enjoy this kind of work?

Yes, I do. Very much. I like systems, you
know, where everything is very organized.
So, what skills and qualities do you have?

P Well, I have excellent computer and typing

skills. I enjoy working in an office
environment, and I think I'm a very hard
worker. I like getting the job done.
Excellent, So, what are some of your
strengths and weaknesses?

P Well,Iwork quickly, and I'm very efficient.

e

A

-

-

—

—

—

And your weaknesses?

Mrnm, that's a bit difficult. I don't know,
really.I'm sure I have some... oh, yes...
possibly that I work too hard!

Right. And finally, have you got any
questions about the job?

Er... no, not really. The advertisement was
very clear.

OK, thank you for coming today, Paulette.
Thank you.

So, Antonio, let's talk a little about your work
experience. Have you had any experience of
this type of job?

Well, I only left university three months ago.
But I've had lots of jobs during my summer
holidays, because it's important to get as
much work experience as possible,

Good... good ...

So in my holidays I've worked for travel
agencies, you know, dealing with people's
questions over the phone, taking bookings

Right...

And I've taken jobs in factories, too ... soI've
worked in different kinds of places. But I've
also edited the student magazine—and it
was great fun.

So what skills and qualities do you have?

T have alot of enthusiasm, and I like working
with people. Ilike that a lot. And obviously [
have computer and telephone skills.

What are some of your strengths and
weaknesses?

Hmm, canItalk about a weakness first?

Yes, of course.

Well, I can't drive —so L hope there isn't any
driving involved in this job.

No, thereisn't.

Great. And I think my strengths are.... well,
my enthusiasm, as I'said before. And I think

I'm good at dealing with customers and
clients. In fact, I love talking.

Have you got any questions?

Yes, I have a few. First of all, could you
describe a typical day?

Yes, of course. The first thing tosay is ... it's
busy ...

OK, Tareq, let’s talk about what you can
bring to this company. Have you had any
experience of this type of job?

Yes, [ have. In fact, my present job is very
similar to this,  have the same kind of
responsibilities.

Oh, yes... Ican see that on your CV. So why
are you thinking of leaving your present
position?

Tlike my job, and [ get on well with my
colleagues. But it's a very large company —it
ermnploys hundreds of people —and I prefer
working ina smaller team. It's more
satisfying.

So what skills and qualities do you have?
Well, I'm well-organized and reliable and I
enjoy working with people. And I have good
coraputer skills, of course.

What are some of your strengths and
weaknesses?

Well, I think I'm good at working under
pressure.

And your weaknesses?

That's difficult. Sometimes I find it difficult
to stop working. My girlfriend says thatisa
weakness!

OK, Tareq, have you got any questions for
me?

Yes, I have one. It's about the organization of
the conferences ...

This wasn't an easy decision. Paulette had
excellent experience, and I'm sure that she is
very hard-working and efficient ... but1
don't think that she has the people skills
necessary for this job. And Iwasn't happy
that she didn't ask any questions. SoThad to
choose between Tareq and Antonio. Both
were good candidates in different ways.
Tareq has excellent experience and I think
he is a very reliable young man. Antonio is
full of enthusiasm, and I1think he has alot of
good qualities. Unfortunately, I think he
possibly enjoys talking too much.I'm not
sure that this is the kind of job he really
wants. So,I've chosen Tareq,
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p patent I fall h Human Resources
b bank o y vacancy m manage
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g global z skills =3 r range
tf check-in share ] interview
ds job i 3 leisure W web page

accessories /«cl sesariz/ nthings that
you wear or carry that are not clothes,
forexample jewellery and bags

advertise / :wdvolaiz/ viotell the
public about a product or a service in
order to encourage people to buy or
touseit

analytical / :cno litikl/ adj good at
analysing (= understanding or
explaining something after
examining it closely)

application / «wpli kei[n/ naformal,
written request for a job

apply forajob /o plai for o 'd3pb/vto
make a formal, written request fora
job

at =1 ol asymbol (@) usedin
Internet addresses, for example
between the name of a person and
the company they work for

atmosphere [ wimaslia(r)/n
the mood or feeling in a place

attach o 1xt|/vtosendafilewithan
email

attend /o (end/ vto gotoascheduled
event, for example a meeting

auction / 5:k [n/ vto sell something to
the person who offers the most money

authentic 5. Ocntik adj (used about a
copy of something) made in the
same way, using similar materials, as
the original

award o woid/naprizegiventoa
person,company, etc. for doing
something well

badge /hieds/ na piece of printed
plastic or card, often showing your
name and company, that you wear
on your clothes to identify yourself

baggage reclaim / beqgids riklemm n
the place at an airport where you
get your suitcases, etc. again after
your flight

bank clerk bk kla:k/ naperson
who works in a bank, serving
customers and doing other jobs

basic ' beisik/ adjdesigned ina very
simple way

be made redundant i meid
ri dandnt’ vto lose your job, because
the job you had no longer exists

beofferedajob b niad > dinb vio
be asked to work for a company

beoffsick bi ol sik vtostayat
home and not go to work, because
you are ll

be promoted b1 pre mootid viobe
moved toa more important jobin a
company

behaviour b1 hervialr) nthe way
people act; people’s habits

benefit benalit nahelpfuland
useful effect that something has

bonus ' bounas nanextra payment
that is added to somebody's payas a
reward

brainstorm ' bremsto:m/ ntotry to
think of good ideas by making
suggestionsina group, then
discussing the best ones

browser / bruozo(r) naprogram that
lets you look at websites
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budget airline / badsot colam/na
company that provides cheap flights

build 'bild vto make something by
putting parts together

business card / biznas ka:d/nasmall
card printed with somebody's name
and details of their job and company

calculator / kelkjalerta(r)/ nasmall
electronic device or computer
program for calculating with
numbers

campaign /kwm pem/ n aseries of
planned activities to persuade
people to buy something

candidate / kendidert/ na person
who s applying for a job

career opportunities /o rior
ppa tju:nitiz/ n chances towork in a
particular area of an industry,
company, etc.

carry-on bag / keri nn beg/nabag
that you take onto an aeroplane
with you

casual /' kwsu2l/adj (used about
clothes) not formal

chainstore ' t[cin sto:(r)/nashop
that is one of many similar shops in
different cities, with the same name
and owned by the same company

challenging / t[«xlondzin adj (of work)
that tests your ability and skills,
especially in an interesting way

chat /t{xt/vto have a friendly and
informal talk with somebody

check-in / t{ck m/ nthe place or
process in an airport where you
show your ticket and passport,and
leave your luggage

client / klaiant/n1 a person who uses
a particularcompany 2 any of the
computers connected to the main
computer (called the server)ona
network

come up with /kam ap wid/ vtothink
of something new and original

comfortable / kamitabl/ adj(of shoes,
clothes, etc.) that feel good and
pleasant to wear

commercial ko ma:[l/nan
advertisement on television, radio,
etc.

commercial awareness ko ma: |l
a2 weanas/ n the ability to see
opportunities for making money;
business sense

communication skills

ka,mju:n1 kerfn skilz/ nthe ability
totalk and listen to people
effectively

(the) competition /02 kompo tifn/n
the people or companieswho are
competing against you

complaint /kom plemt/nastatement
that a customer makes to say that
they are not satisfied with a service
or product

conflict / konflikt/n asituationin
which people are involved ina
disagreement or an argument

connect /ko neki/vto join things
together, for example a computer to
the Internet

consumers /kon sju:maz/ n people
who buy goods and services

contact / kontxkt/ na person that you
know, especially somebody who can
be helpful to you in your work

correction fluid /Lo rek[n fuad/n
white liquid that you brush onto
paper to cover mistakes you make

Customer Care / kastoma kea(r)/ n
the departmentin a company that
deals with customers’questions,
complaints, etc.

customer relations / kastama
rileifnz/ nthe way inwhicha
company deals with its customers

customer service / kastama 'sa:vis/ n
help that a company provides for
customers, for example if they have
a problem using a product

customize ' lkastomuiz vio make or
change something to meet the
needs of a particular user, region,
etc.

CV / si:'vii/ nadocument in which you
give details of your work experience,
education, and other information
that may help you get a job

database / deitabers/nacomputer
program that organizes a large
amount of information, for example

about a company's customers or
products

database administrator / deitobers
admmistrerta(r)/ n a person who
manages a computer database

deal with / di:l wid/vtobe
responsible for something; to
handle something

decrease /d1'kri:s/ vto become less; to
fallin number

departure lounge /di'pa:t)a laonds/ n
the place in an airport where you
wait for your flight to leave

depressed /di presd/ adjvery sad and
without hope

designer /di zaina(r)/ na person who
decides how clothes, etc. will look by
making drawings

designer /d1 zaino(r) adj (used about
clothes, etc.) expensive and having a
famous brand name

develop (1 velap/ viothink of a new
product and try to make it
successful

differentiate  difo renficit/ vto make
a product different from other
products of the same type

distribute /dis tribju:t/ vto give things
toalarge number of people

dot /dpt/nafull stop () thatisusedin
email or website addresses

duties / dju:tiz/ n the things that you
have to do as part of your job

easytouse / i:7i 1o ju:z adjsimple to
understand and operate

eco-friendly / i:koo frendli/ adjnot
causing damage to the environment

education / cdjo kei[n/ nthe schools,
colleges, etc. where you studied, and
the exams that you passed

efficient /1 {1/nt adjworking well,
without wasting time or energy

emotions /1 'moo|nz' n strong feelings,
such as happiness, fear, oranger

employ /111 ploi/ vto pay somebody to
work for you

ensuite / i swi:t/ adj (of a bedroom)
with a private bathroom attached;
(of a bathroom) attached to a
bedroom

enormous /1 no:mos/ adj very big
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enquiries /in kwairiz/ n questions or
requests for information about
something

entrepreneur / a:ntropra nair) na
person who makes money by
starting businesses, especially when
this involves financial risk

essential /1 sen|l’ adjabsolutely
necessary

ethnographer /ctl nngrafa(r)/na
person who studies how people
behave

exhibitor /iqz 1bita(r)/ na company,or
a person,demonstrating products or
services at a trade fair

expenditure /1ks pendit[a(r)/ nthe
amount of money spent on
something

experience /1ks piorians/ n jobs that
you have done that are connected
with a particular area of work

experiment /iks perimant/ vtotry
making or doing somethingin
different ways, in order to find the
best way

Facilities /o silatiz/ n the department
in a company that organizes the
maintenance of the buildings,
including office space

factor / fickia(r)/ none of the things
that causes or influences something

fall /{>:1/ vto become less; to go down
in level

fashionable / [iz|onabl/ adjhaving a
style that is popular at a particular
time

faux pas / foo pa:/nan action that
causes embarrassment because it is
not what people usually do

feature / [1:1[a(r)/ nsomething thata
particular product has or does

field trial / [1:Id trail/naformof
market research where you let
people try a new productin a real
situation

fillin 'fil 1/ vto write informationin
the spaces onaform

Finance / {uinwens/ nthe department
in a company that deals with billing,
salaries, taxes, investment, and
budgets

financial /fa1 nen |l adjrelating to
money

flexibility / fleks: bilati’ n the ability
to change something according to
your needs without having to follow
fixed rules

flexible / fleksibl/ adj something that
is not fixed, but can be changed
according to a person’s needs

focus group / favkas gru:p/nasmall
group of people who are asked to
discuss and give their opinion about
something, forexample a new
product

forward / [o:wad/ vto send an email
that you have received to another

person
found /Taond/ vtostartacompany
freebies / [ri:biz/ n something that a

company gives free to people, for
example to advertise itself

gate /geit/ nanumbered exitinan
airport where you get onto your
aeroplane

global /'glaubl/ adj covering the
whole world

globalize / glovbalaiz/ vio start doing
business in countries all over the
world

hand out /hwnd aot/ vtoshare
something, for example money,
between a number of people

hands-on / hxndz on/adjdoing
something rather than just talking
about it

Human Resources / hju:mon 11 20817/
n the department in a company that
deals with staff and is responsible
for recruiting and training

impress /im pres/ vto make somebody
feel that something is good

improve /im pru:v/vtomake
something better

increase /inkri:s/ vto become more; to
rise in number

influence / miluans/vto have an
effect on the way somebody thinks
or behaves

influential / influ'en|l/adjhaving a lot
of influence on somebody /
something

Information Technology / IT
mfameifn tek noladsi/ /a1 'tiz/n

the department in a company that is
responsible for the computer
systems, and trains staffin
computer use

innovation moveiln nlthe
development of new things, ideas, or
ways of doing something 2 a new
product, idea, etc. that is developed

inspiration inspi reifn nthe process
that makes you want to create
something new and helps you to
have ideas

interaction / intar ®k|n nan
occasion when you communicate
with somebody, especially as part of
your work

internship /in t3:nfip/ natime when a
student ora person who has
recently finished studying gets
practical experience of a job

interpersonal skills / 10t pa:sonl skilz
n ability to develop and maintain
good relationships with people

interview / mntavju:/ naformal
meeting at which somebody is
asked questions to see if they are
suitable for a particular job

inventor /in venta(r)/ na person who
has invented something or whose
jobisinventing things

invest /in vest/vtospend moneyon
something, for example a product or
company,in order to make it
successful

irritated / iriteitids adj a little
annoyed; very slightly angry

ISP / a1 es pii ninternet Service
Provider, a company that provides
you with an internet connection and
services such as email, etc.

join ‘dz0m/vtostart working fora
company

keyin /ki: 'in/vtotype information
into a computer

leaflets / li:f1ats/ n printed sheets of
paperthat advertise something

leisure / lc32(r)/ nthings that people
doin their free time

liaise /1i 17/ vtowork closely with and
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pass on information to a person
or group

link /link/vtomake a connection
between things

loan /laun/ n money that somebody
borrows froma bank

logical / Ind5ikl/ adjable to think very
effectively, basing your thinking on
facts and following the rules of logic

losses / nsiz/ n money that a company
loses

lower case / a0 keis/ adjsmall
letters; abc, etc., not ABC, etc.

luxurious 11 j00rias adjexpensive
and very comfortable

make a good impression ' meik o god
im pre|n/ vto make somebody
think about you in a positive way

make eye contact /meik a1 kontekl
vto look at the person who you are
talking to

manage / mxnid3/ v1 tobeincharge
of a business 2 to use your time,
money, etc.in a planned and
sensible way

manufacturer / menjo fektfara(r)/ n
a company that makes goods in a
factory

market researcher / ma:kit
ri sz:tfa(r) napersonwhose jobis
to ask people questions about what
they buy, what they like, etc.,in order
to have an idea what products a
company will be able to sell

market share ' ma:kit lea(r) nthe
amount of sales of a particular
product that acompany has,
compared to total sales of the
product by all companies

maternity leave /o (3:noti liiv/ nifa
woman takes maternity leave, she
has some time off work because she
has had a baby

membership number / memba|ip

namba(r)/ naunique number that

you are given when you join an
organization, which you use to
prove who you are

menswear | menzwea(r)/ nclothing
for men

merge /mz:d3/ vif acompany merges

with another, they join together to
form one company

message / mesids/ n1animportant
idea that a company tries to
communicate in its advertising
2 aspoken piece of information that
you leave for somebody on the
phone when you cannot speak to
them yourself

motivate / mactivert/ vto make
somebody want to do something

needs /ni:dz/ nthethings that
somebody requires

negotiate /11 goo[ieit/ vifyou
negotiate with somebody, you
discuss something, for example a
price, and try toreach an agreement

negotiation skills /n1 gao i eifn skilz
nthe ability to reach an agreement
that is favourable to you in formal
discussions

network / netwa:k/ nanumber of
computers that are connected
together

observation ' nbzo vei[n/ nthe
activity of watching and possibly
filming people’s behaviour

organizational skills / 5:ganai zei[nl
skilz/ n the ability to plan and
manage things well

organize / o:ganaiz/ vto make
preparations and arrangements for
something

overtime ' covataim/ nextra time
that you work at your job after you
have finished your normal working
hours

passport control / pa:spo:t kan traol
na placeinan airport where you
have to show your passport toan
official as you pass through

patent /'peitnt/ n alegal right to be
the only person to make, use, or sell
aninvention or a product

paternity leave /po tz:noti li:v/nifa
man takes paternity leave, he has
some time off work because his wife
or partner has had a baby

performance po [5:mns/ n how well
somebody does their job, or how
successful a company is

persuade /pa sweid/ vto make
somebody do something by giving
them good reasons for doing it

Post-it note® / paust 1t naut/ nasmall
piece of coloured, sticky paper that
you use for writing a note on,and
that can be easily removed

problem-solving / problam solvin/n
finding ways of dealing with problems

product / prodakt/nathing thata
company offers for sale

Production /pra'dak|n/nthe
department in a company that
produces the finished products

productivity / prodak tivati/ nthe
rate at which a worker or company
produces goods

profit / profit/ nthe money thata
business makes, especially after
paying its costs

promotion /pro mao|n/ namovetoa
more important job in a company

promotional materials /pra mao|anl
ma tiarialz/ n posters, leaflets, free
gifts,etc., that are used for
advertising a product

prototype / practataip/ nthe first
design of something from which
other forms are developed

Purchasing / ps:t[asiy/ nthe
department in a company that is
responsible for buying the materials
the company needs to make its
products

qualifications / kwolifi kei[nz/nthe
exams that you have passed in your
life

questionnaire / kwest|an'ea(r)/ na
list of questions that are answered
by many people,and are used to
collect information about a
particular subject

range /reinds’ na number of different
types of something

recruit /11 kru:t/ vtofind new people
to join a company

relaxed /11 l:eksd/ adjcalm and not
anxious or worried

research /11 s3:1]/ vto ask questions
and do tests to find out information
that you need
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resign /11 zaimn/ vito officially tell
somebody that you are leaving your
job

respond 11 spond/ vifyou respond to

something,you say something in
reply to what somebody says

responsibility ‘11 sponsa bileti/ nthe
duty of beingin charge of a
particular activity,area, department,
etc.

retailer / ri:tcila(1)/ na business that
sells goods directly to the public

rise /1117 vto become more; to go up
in level

room service s3:Vis/ naservice
provided in a hotel, by which guests
can order food and drink to be
brought to their rooms

run a business / 1111 0 biznos/ vto be
in charge of a company

Sales and Marketing / scilz ond

nazkitin’ nthe departmentina

company that is responsible for
advertising and market research,
and which organizes the selling of
the products

sales representative ' scilz
rep na person whose
Job is to visit customers, show them
products,and take orders from them

sample group ipl gruzp/na
number of people taken froma
larger group and used in tests to
give information about the group

samples nexamplesofa
product that people can look at and
try tosee what it is like

security control n
ntheplaceinanairport where
passengers and their bags go
through a metal detector to make
sure they are not carrying
dangerous objects

sensitivity ' nthe ability
tounderstand other people’s
feelings

Tuim

sold

signature )'n1your name,
and often details of your job,
company, telephone number, etc,,
that you arrange to appear
automatically at the end of your
emails 2 your name, written by hand
in your usual style,on a letter,
cheque, etc.

significant /<19 niliknt adjlargein
amount

skills /skilz/ n particular abilities,
especially ones that need training

slogan / slotigon/ naphrase that is
easy to remember, used especially in
advertising to make people
remember a company or product

sponsorship / spons2jip nan
arrangement where a company
gives money to a sports team or
event in return for having its name
displayed in public

sportswear ) nclothes
that are worn for playing sports, or
ininformal situations

stand /stiend/ natableoravertical
structure where things are displayed
or advertised, forexample at an
exhibition

strategy ' sirctadsi/ naplanthatis
made to achieve a particular purpose

‘signat

spatswealr

strength =1rci10/ nan ability or quality
that a person has
stressed 'sircsd adjtoo anxious and

tired to be able to relax
stylish l1] adjfashionable;
elegant and attractive

stylist 'sta1lis1/ n a person whose job is
tocreate a particularimage

substantial <0 <ien|ladjlargein
amount

supplier )/ na personor

organization that provides goods or
services

support /5o poil/ n help that you give
or make available to somebody

takecareof =i ic= > wiobe
responsibie or something & hawe
something s one of your O05es

teamworking TR U 6 WOERINg
together in groups

train trein violeamtheskilsfora
particular job

training ' tremin n the processof
learning the skills that you nesd to
doajob

turnover / ta:navvalr) nthe total

value of goods or services sold by a
company during a particular period
of time

unconventional / \nkaon ven|anl adj
interesting, and different from what
is usual

underscore ' rndaskair) aline ()
that is sometimes used in email or
website addresses

upmarket ' \p ma-kit’ adjexpensive,
and intended for people of a high
social class

uppercase ' Ao keis/ adjcapital
letters; ABC, etc., not abc, etc.

upset |/ adj feeling unhappy,
anxious, or annoyed

USP / ju:es pii nuniqueselling
point, a feature of a product or
service that makes it different from
all others

vacancy najobthatis
available for somebody todo

weakness 25’ nsomething that
a person is not good at
web page 15 nadocument

that anyone with an internet
connection can see, usually forming
part of a website

wide | adjincluding a large
number or variety of different things

word of mouth ' waid ov maot/n
the process of people telling each
otherabout something

workforce s/ nallthe people
who work for a company
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