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Unit and topics

1 International
English p4
Talking points

English as a global
language

2 Making contacts
pé
Networking

Conferences

3 Making calls pi1
Desk work
Using the telephone

4 Keeping track pié
Meetings
Meeting skills

5 Speed of life p20
Talking points

Time management
Pressure at work

6 Business travel
p23

Networking

Travelling on business

7 Handling calls p28
Desk work

Attitudes to using the
telephone

Telephone manner

8 Making decisions
p32

Meetings

Decision-making

9 Big business p37
Talking points

The power of big
business

10 Small talk p40
MNetworking
Making small talk

Cultural differences in
meetings

Communication skills
and tasks

Completing a needs analysis
Doing a quiz on languages

Discussing attitudes to English using expressions
for talking about language needs & learning
preferences

Describing people

Discussing appropriate conversation topics
Keeping the conversation going
Networking

Making telephone phrases
Exchanging information on the telephone

Checking & clarifying facts & figures
Querying information

Discussing time management strategies

Discussing statements on how speed affects
your working life

Expressing likes & dislikes about travelling on
business

Making polite requests & enquiries

Situational roleplays

Identifying signs as British or American English
Greeting visitors

Discussing your attitude to using the telephone

Making polite telephone requests using if &
Could you ...?

Making telephone expressions with /'l
Dealing with incoming calls

Doing a questionnaire on making decisions

Using expressions for making decisions &
conducting meetings in a decision-making
meeting

Stating opinions, agreeing & disagreeing
Stating preferences

Completing a questionnaire on cultural
awareness

Talking about experiences
Engaging in small talk

Reading and
listening texts

Article about English dominating
world communications

People talking about their
attitudes to learning English

Extracts from a business travel

programme on conference venues

People gossiping at a conference
People socialising at a conference

Planning a telephone call
Voice mail messages

Telephone conversations

Extracts from mestings

Texts: the Budweiser companies
Extracts from a meeting

A briefing meeting

Mini-texts: statistics about the
working week

Extract from Getting Things
Done by Roger Black

People talking about how speed
affects their work

People talking about how they
unwind after work

Extracts from business travel
conversations

Article from Newsweek about
people who live in two cities

Short exchanges in British &
American English

Conversations at the airport

Mini-texts: telephone statistics
Telephone conversations

Extracts from a documentary
Extract from a meeting
Article about James Bond films

Actor profiles: James Bond
contenders

Interviews with James Bond
contenders

People talking about the size of
their companies

Article: Land of the Giants — are
companies or governments in
charge?

People talking about the article
Land of the Giants

Extracts from pre-meeting
conversations

People chatting at work

Present Simple

Present
Continuous

Present Simple
vs Present
Continuous

Past Simple

Time adverbs for,
in, during, ago,
over, before

Comparatives &
superiatives
Comparative &
superlative
expressions

Polite question
forms

Indirect questions

Wil for future
predictions,
spontaneous
decisions, offers,
requests,
promises,
refusals, threats

Conditionals
(future reference)

Unless,

provided/providing

(that),
as/so long as,

Suppose/supposing

Past Simple vs
Present Perfect

Collocations
relating to
conferences

Verb +
prepositions

Telephone
expressions for
dealing with
difficulties &
distractions

Phrasal verbs
with on, out, off,
up, down

Collocations
relating to travel

Collocations
relating to work
routines

Collocations
relating to the
marketplace

adjectival
collocations

Exaggeration &
understatement



Unit and topics

11 E-mail pa4
Desk work
Writing e-mail

Communication skills
and tasks

Discussing attitudes to e-mail

Guidelines for writing e-mail

Writing e-mail equivalents of formal texts
Simplifying a lengthy e-mail

Exchanging e-mails

Reading and
listening texts

L

People talking about their
attitudes to e-mail

Article: e-mail research results

Extract from The Bluffers Guide™
to the Internet

Voice mall messages

Future forms

Expressing
intention: be
going to/planning
to/intending to
etc

Collocations
relating to
computers

12 Presenting p49
Meetings

Presentation skills

Discussing qualities of a good presentation
Pausing, pacing & sentence stress
Delivering a presentation

Structuring a presentation

Using visuals

Presenting a solution to a problem at work

People conversing & giving a
presentation

Toast: by George Bernard Shaw
to Albert Einstein

Extract from First Direct website
A presentation about a technical

Past Continuous
Past Perfect

Past Simple vs
Past Continuous
vs Past Perfect

Expressions for
structuring a
presentation
Collocations

relating to
presentations

13 Technological
world p54

Talking points
Technology and change

Discussing the pros & cons of technology
Making predictions about future technology
using expressions for speculating about the
future

Article: the age of technology

People talking about future
technological developments

14 Being heard p56
Meetings

Cultural differences in
meetings

Discussing attitudes to meetings

Completing a questionnaire on assertiveness in
meetings

Discussing meeting styles in different countries
Interrupting a speaker

People talking about

their attitudes to meetings
Extracts from meetings in
different cultures

Case studies: meeting styles in
three countries

Modal verbs:
must, may,
might, can,
could, would,
ought to etc

Collocations
relating to
mestings
Expressions for
stating opinions

R Article about a paperless office

15 Snail mail p61
Desk work
Writing business letters

16 Solving problems
p67

Meetings
Problem-solving

Types of paper documentation
Correcting a formal letter
Wiriting letters of complaint and apology

Discussing solutions to problems
Expressions for making suggestions
Devising a procedure for solving problems

Someone correcting a
colleague’s business letter

Case studies: three problems
solved

Extracts from problem-solving
meetings

Texts: advice on solving problems

Case studies: solutions to
problems in two companies

Multi-verb
expressions in
business letters

Collocations
relating to people
& products

17 Global village
p72

Talking points
Globalisation

Discussing opinions on globalisation

Using time expressions to communicate your
views on how globalisation affects the company
you work for

Texts: four people’s opinions on
globalisation

18 Eating out p74
Networking
Restaurants

Food & drink

Table manners

Describing restaurants

Expressions for discussing food

Doing a quiz on table manners & etiquette
Categorising food & drink

Describing typical dishes from your country or
region

L A conversation in a restaurant

Conversations over lunch

Passive with
common verb
structures

Collocations
relating to food &
drink

19 Messaging p78
Desk work
E-mail

Voice mail

Discussing attitudes to electronic
communications

Sequencing a series of e-mails
Expressions used in e-mails
Note-taking from voice mail
Dealing with messages

Extract about the role of
e-mail in business
People discussing their
opinions on messaging
Humorous voice mail
messages

Reported speech

20 Negotiating p83
Meetings
Negotiations

Sounding more diplomatic

Expressions for negotiating

Completing notes while listening to two
negotiations

Negotiating a transfer deal

Extract from Getting Past No

People sharing their views

on negotiating

Joke from Complete Idiot’s Guide
to Winning Through Negotiation
Extracts from negotiations

R Article on football

Description of football players’
transfer deals

Grammar of
diplomacy

Collocations
relating to
negotiations
Expressions for
negotiating
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1 International English

There has never been a language spoken by so many people in so many places.

Professor David Crystal, The Cambridge Encyclopedia of Language

Needs analysis 1

compare with other people in the class.

‘For me, learning English is

Complete the following sentence. Use the words in the box if you like. Then

a pleasure  a hobby  an opportunity
an investment  a necessity  an effort
a problem  a pain  a nightmare

2 Why are you learning English? Complete the
sentences below and number them in order of
importance for you. Compare with a partner.

In general, T want to:

- 0 o 0 T o

learn

write

read improve

feel make

more confident when I speak.
my listening skills.

lots of new vocabulary.

fewer grammar mistakes.
better, clearer English.

without using a dictionary

so much.

In particular, T need English for:

taking  travelling  socialising
doing  giving  wriling
on business.

business on the phone.
e-mails, faxes and letters.
with clients and colleagues.
part in meetings.

short presentations.

< Are you learning English for any other reasons?
Add them to the lists above.

Global communication

Quiz 1

How much do you know about the world’s

major languages? Try the quiz on the right.

Then check your answers in the article opposite.

4 1 International English

_ Test your knowledge ...

Approximately how many
languages are there in the world?
a 650 b 6,500 c 65,000

d 650,000

Order the world’s top ten
languages according to the number
of native speakers.

Arabic I
Japanese B
German M
Spanish 1
Bengali N

Portuguese [
Chinese w
Russian .
English |- |
Hindi E
How many people speak English as
a first, second or third language?

a 0.5 billion b | billion
c 1.5 billien d 2 billion

In a recent survey, how many
Europeans said everyone should
speak English?

a 49% b 69% c 89% d 99%

How much of the world's mail is
written in English?

a 25% b 50% c 75% d 90%

How much of the world’s e-mail is
written in English?

a 50% b 60% c 70% d 80%

How many languages ‘disappear’
every year?
a2 b5 cl0 d20

What is the world record for the
most foreign languages spoken by
one person!

al4 b24 c44 d 64

Where is the record holder in
8 from?

a the USA b Singapore

c Holland d Nigeria
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he was strongly criticised for failing to defend France against

25 the advance of the English language.
The French have a point. Twenty languages disappear
nglish is to international communication what VHS is every year because nobody speaks them anymore. At that
E to video, Microsoft to software and Pentium to the rate, by the end of the 2 st century almost a third of the
microchip. It is, for better or worse, the ‘industry world's six and a half thousand languages will be dead. Even
standard’. And those who don't speak at least a little risk 30 in Germany, where Denglish is fashionable, and phrases like

5 losing business to the increasing number who do. A quarter Jointventure, Powerpartner and Fitness-Training are common,
of the planet currently speaks English. That's one and a half the leader of the Free Democrats has expressed concern
billion people, two-thirds of whom speak it as a foreign about the ‘flood of anglicisms descending on us from the
language. media, advertising, product descriptions and technology',

In a recent survey*®, 69% of Europeans said they thought 35 Some go so far as to call it 'a form of violence'.

10 everyone should speak English, More than half of them Maybe it is, and big business certainly accelerates the
already do. For most, it's not a question of choice but of process. As Professor David Crystal, author of The
necessity, as English has rapidly become the first language of Cambridge Encyclopedia of Language, puts it,'wave dollar bills
business, science and popular culture. Three-quarters of the in front of someone, and they will learn complicated
world's mail is in English. So are four out of five e-mails and 40  spellings and grammar.

15  most of what you find on the Internet. But what about people who learn foreign languages just

However, not everyone welcomes this linguistic for fun? A 37-year-old American, Gregg Cox, has taken this
monopoly. The French Ministry of Finance, for instance, simple pleasure to extremes. He holds the world record for
recently surprised the international business community by speaking the most foreign languages — sixty-four at the last
banning English terms like e-mail and Internet. In fact, seven 45 count! He would undoubtedly be an asset to any company

20 teams of language experts have been employed to come
up with French alternatives. Le Web is not acceptable. La
toile is. And when the French President himself referred to
start-up companies as les start-upistes in a televised speech,

doing international business. But for those of us who are
less gifted linguistically, the power of the American dollar
means there may soon be only one foreign language we
need to learn, and that language will be English.

by Eurobarometer o
The number of native ]

speakers of the world's top E?

ten languages %

Discussion 2 Discuss the following questions. | Chinese 726m g
_ " P 2 English 427m m

a Do you think the article overstates the importance of 3 Spanish 266m é

English? 4 Hindi 182m Et%

. 5  Arabic 181m @

b What other languages might eventually take over from & Dinigiee: | (eom <

English as the international language of business? 7 Bengali 162m h

. 3 8 iz : 2

¢ Do you agree that big business accelerates the advance % E:S;‘::p :Ei:: 8

of the English language? 10 German 121m 8

3 B3 1.1 Listen 1o six business people talking about their attitudes to learning
English. Take notes. Whose opinion is closest to your own?

Attitudes to English

4 Complete the following expressions. They were used by the people you just
listened to.

Learning English isn't my idea fun.

I want to get in my career.

English is the language the media.

It's certainly not beautiful a language as ... Italian.

I think it's more difficult you get older.

I'll always think I Italian.

With native English speakers, I do feel

That’s the thing

a disadvantage.

oo ™ 0 o 0 U

English — it’s easy to speak a little quite quickly.

1 International English 5
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Networking

2 Making contacts

A conference is a gathering of important people who singly can do nothing, but
together decide that nothing can be done. Fred Allen, US comedian

1 Which of the following citics would you most like to visit for a conference or on
holiday? Discuss with a partner.

Barcelona  London  Rio de Janeiro Ilong Kong  Paris  Prague
Sydney  Venice New York Buenos Aires  Tokyo

2  Some business people were asked for their opinions about conferences.
Complete what they said using the words in the box:

days + year  excuse + gossip  videoconferencing + bar

cards + intention  lime + ideas  audience + stomach

a Frankly, they're a complete waste of — same old faces,

same old talks, same old

b I can often learn more in three than I do in the rest of
the

¢ The worst thing is having to get up in front of an with
that sick feeling in your

d I usually end up with a million business from people I've
absolutely no of contacting.

e They're really just an to have fun on expenses and catch

up on all the

f We doa lot of these days. The trouble with that is you

can’'t meet in the afterwards.

2 Which opinions in 2 do you agree with?

Conference venues

1 & 2.1 Listen to three extracts from a business travel programme. Which venues
below do you think the extracts refer to?
Venue 1 = Extract

Venue 2 = Extract Venue 3 = Extract

e




Venue 1

central —
flight
spacious
Internet

world-class
spectacular

o2 T4 T - <5 I o~
o a OoTN

B Lexis link

for more on conference
vocabulary see page 89

Describing people

— —
in in
at at
on by
1o for
with
e e e o
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2 Listen again and match the figures to each venue. What do the figures refer to?

321 Venue L]
426 Venue ||
27th  Venue [ |
2,300 Venue ||
10-30% Venue L]
3,000 Venue L]
170-780 Venue | |
95 Venue Cl
200 Venue [

3 What other facilities does each venue have? Complete the collocations below.
They were all in the extracts you just listened to.

Venue 2 | Venue 3
deluxe suites 1 24-hour a club 1 unique a activities
location 2 health b service 2 convention b atmosphere
connections 3 car-rental Cc room service 3 team-building ¢ centre
restaurant 4 express d pools 4 banqueting d tournaments
views 5 exclusive private e checkout 5 golf e space
access 6 outdoor f beach 6 exhibition f facilities

4  Your company agrees to send you to an international conference at one of the
venues above, provided that you give a presentation in English. Which would
you choose and why?

Who’s who?

1  One of the main reasons for going to conferences is to meet the right people.
Complete the following questions and answers using the prepositions in the box.

1 standing the entrance?
him/herself?
2 the long dark hair?
/ the loud voice?
Who's that guy/ /3 the corner?

woman over there ... the blue suit?
4 the bar?

the table in the corner?

5 talking the waiter?
those people?
6 is financial services.
Oh, that's Kim Lane. 7 works Chase-Manhattan.
(I think) he/she ... 8 s staying The Hilton.
9 s giving a talk globalisation.

2 Use the model above to make new sentences with the following.

the Hyatt
Renault
the moustache

pharmaceuticals
negotiating skills

the buffet  the glasses
the long dress

the pony-tail
the conference organiser

the awful tie  the Italian accent  her back to us

2 Making contacts 7
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3 B3 2.2 Listen to some conference delegates gossiping during a coffee break.

Decide which four people in the photo they are talking about and complete the

information below.

Job/Line of business

Based in

Hotel

Subject of talk

Gossip

Name

Job/Line of business

Based in

Hotel

Subject of talk

Gossip

8 2 Making contacts

ATy — -

(2]

Name

Job/Line of business
Based in

Hotel

Subject of talk

Gossip

Name

Job/Line of business
Based in

Hotel

Subject of talk

Gossip




www.frenglish.ru
Taboo or not taboo?

1 Work with a partner. Imagine you meet some business people at a conference
for the first time. Which of the following topics are

e interesting? e safe? e conversation killers? ¢ a bit risky? e taboo?

family  the news  your country  religion clothes  your health
politics  sex  sport  the weather  food & drink

people you both know  how work’s going  the city you'’re in

the hotel you're staying at ~ your holiday plans

2 B& 2.3 Listen to some people socialising at a conference. What are they talking
about? Do they get on with each other?

Keeping the conversation going

1 The expressions below were in the conversations you just listened to. Can you
remember the first three words of each expression? Contractions (it’s, you'll, I'm,
etc.) count as one word. If necessary, listen again and check.

first visit to Russia?

do, by the way?
you a drink?

business are you in?

these — they’re delicious.

somewhere before?

me, I have to make a phone call.

ow = 0o o 0 T o

talking to you.

your talk this morning.

enjoying the conference?

o -

awful? Half a meter of snow this morning!

me a moment? I'll be right back.

go and say hello to someone.

many people here?

o 5 3

you anything from the buffet?

2 Look at the expressions in 1.

a Which would be good ways
of opening a conversation?

b  Which would help you to
keep a conversation going?

¢ Which could you use to
politely end a conversation?

2 Making contacts



www.frenglish.ru

At a conference drinks party

Work as a class to keep the conversation going at a conference drinks party at
Disneyland, Paris. It's a warm summer evening and the place is full of delegates.
The conference theme is Business in the Twenty-first Century.

1 Invent a name and nationality for yourself.

Name: Nationality:

2 Then, complete the questions below. Think of possible answers for each and
make notes in the space provided.

So, who / work for?

And what / do there?

Where / based?

How / business?

Can / get / drink?

Where / from originally?

first time / Paris?

How / enjoying / conference?

giving / presentation?

know many people here?

So, where / staying?

Can / get / anything / buffet?

o PO PO PR PO P PO PO PR PO PO PR

3 When everyone is ready,

e mingle with other people in the class.

e introduce yourself to as many people as possible and show interest in what
they tell you.

e use the questions above to try to keep the conversation going. Remember
that you can talk about other people in the room as well as yourself.

e exchange business cards or fix an appointment with anyone you could do
business with.

.......................................................................

10 2 Making contacts
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Desk work )i 3 Making Ca”S

Our telephone answering system has broken down. This is a human being. How can
| help you? Anonymous customer service representative

Questionnaire 1  How comfortable are you speaking English on the phone? Work with a partner.
Complete and discuss the questionnaire below using the correct form of the
following verbs:

have  lose¢  shout  wish  keep try  want

sound misunderstand

what someone said on the phone! Oh, yes

2 really rude and unhelpful because you were busy? Oh, yes No
3 constantly ; to ask the other person to repeat what they said? ~ Oh, yes No -
4 just putting off a call because you didn’t want to speak English?  Oh, yes No
5 actually " at someone on the phone? Oh, yes No
6 completely track of the conversation? Oh, yes No
7 just you could talk to the other person face to face? Oh, yes No
'; 8 even | pretending you were out to avoid taking a call? Oh, yes No
| 9 really to kill the person on the other end of the phone? Oh, yes No

Planning your calls  Making phone calls in a foreign language requires planning. It's especially important
to know what to say right at the beginning of the call.

2 &= 3.1 Listen to the phone call. Why does the caller get angry?

3 B3 2.2 Listen to a better version of the same phone call and complete the

following: , accounts . Marius Pot

4 B 3.3 Now listen to another phone call. Why does the caller sound so

unprofessional?

5 & 3.2 Again, listen 10 a better version of the same phone call and complete the
following:

Ramon Berenguer Genex Pharmaceuticals.

Catherine Mellor, ?

an invoice.

3 Making calls 11
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Telephone phrases 6 A lot of the English you need on the phone is just a small number of key words
used in different combinations. Work with a partner. How many telephone
expressions can you make in 2 minutes using one word or phrase from two or
more sections below (e.g. Can I have your name, please?). Write them down.

a8k please
check
about it
speak to . _
who's again
take g
) me with me
see if -
hel you with you
B he/she bdck to me
have g
; him/her | called
give i
| your name within the hour
can speak up
you 8 message - to call me back
hold on ;i
ot someone a few details
?ell something on that
a moment is there
leave j
e it for me
. 5;” that later today
- calling
read
when he/she’ll be back
get back to
l Lexis link 7 You overhear a colleague say the following things on the phone. What questions
for more on telephone do you think she was asked? Use some of the telephone expressions you made
expressions see page 91 in 6.
a ?

Yes, I'd like to speak to Ifakat Karsli, please.

Yes, it's Ivana Medvedeva.

M-E-D-V-E-D-E-V-A, Medvedeva.

Yes. Can you just tell her Ivana called?

Yes, I'll tell him as soon as he gets in.

f ?
Of course. Your reference number is 45-81099-KM. OK?

g ?
Sorry, is that better?

h ?

Around three, I should think.

Can we make that fwo hours?

Certainly. Can you give me your number?

Sure. When can I expect to hear from you?

Sure. Just a minute. Where’s my pen? OK, go ahead.

12 3 Making calls
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Voice mail

1 B3 3.5 Listen to six voice mail messages. Take notes. Which message is about

a an order? [ d a deadline? [
b some figures? L] e a report? []
¢ a meeling? [] f a reminder? | |

2 Listen again and answer the questions.

Message 1 How many times did Cheryl phone yesterday?

Message 2 What's the good news about Phase One?

Message 3 What did Zoltan include in his report?

Message 4 When was the delivery?

Message 5 How late is the estimate?
Message 6 What do you think is happening at 3 tomorrow?

Past Simple endings 2 The messages above contain the following verbs.

phoned, corrected, faxed
wanted, finished, explained
started, e-mailed, included
talked, despatched, delivered
called, discussed, expected
tried, waited, booked

oo R WwN -

The ‘-ed’ endings of regular verbs in the Past Simple can be pronounced in
three different ways: /d/, /t/ or iid/. Listen to the messages again. Which verbs
take the /id/ ending? Why? Put them in the third column below.

fd/

Now put the other verbs in the correct column.

LOOK FOR A FAX
THAT SAYS T WANT
TO TALK TO YOU.

YOU WHAT IT SAYS.

A

£
ALICE, I JUST % HERE'S A COPY IT SAYS I SENT
SENT YOU AN ¢ OF MY MESSAGE YOU A VOICE MAIL
E-MAIL. s BUT T'LL JUST TELL TELLING YOU TO

fat;qim @© 2001 United Feature Syndicate, Inc.

www.dilbert.com

3 Making calls 13
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Returning a call
1 &= 5.6 Listen to two telephone calls and answer the questions.

Call 1

1 a Whose answerphone are we listening to?

b What does the caller want?

2 Put the recorded message into the right order. The first and last parts are in
the right place.

Ilello. This is Patterson Meats, [ | after the tone, and I'll get back

| but if you'd like to leave =5l Sylvia Wright's office. Thank you
| | for calling. I'm afraid .| Tm not able to take
[la fax, please do so L] a message or send
L] your call right now, L to you as soon as I can.
Call 2

1  Who didn’t come to the meeting?
a Bill Andrews b Stephanie Hughes ¢ Jonathan Powell d Melanie Burns

2 Who does Tim already know?
a Bill Andrews b Stephanie ITughes ¢ Jonathan Powell d Melanie Burns

3 What didn't the visitors from the UK see?
a the processing plant ¢ the packing department e a presentation
b the factory d the freezer units

4 Tim was interrupted during the phone call. Complete what he said to Sylvia.
Sorry - 1 just
Where ?

5 What were the British visitors worried about?

6 Would the product they came to see be
popular in your country? Would you try it?

Talking about the past 2 Put these irregular verbs from Call 2 into the
Past Simple. You have 45 seconds!

get meet . take

do speak say

g0 think ______ have

send _____ come tell !
be give

(4]

One of the following extracts is from the phone call.
The other is incorrect. Which is incorrect and why?
a So who else did come?

Came Stephanie Hughes?
b So who else came?

i Grammar link Did Stephanie Hughes come?

for more on the Past
Simple see page 90

14 3 Making calls



Finding out

Fluency  Work with a partner. Phone each other in order
to find out some information to help you

1 do business in a foreign city
or 2 give a presentation
or 3 attend a job interview

Talk to your partner before you begin and
decide on the subject of your phone calls.
Think of the language you will need.

Begin your phone call in this way:

Hi,________ (yourpartner’s name). I’s
(your name) bere. How are
things? ... And bow'’s business?

Then use the notes below to help you ask your
questions. Ask other questions if you like.

I A business trip

how it went.

Which airline / fly with?
business class?

Where / stay!

What / food like?
What / people like?
easy to work with?

o b W N -

Listen, I'm giving a presentation at (a meeting?
a conference?) in a couple of weeks. | know you had to give a presentation
a while ago and | just wanted to ask you how it went.

1 Do/ tak/ your own! 7 How many / visuals?

2 How long/ take [ prepare! 8 tell jokes?

3 How big / audience? 9 give / handouts?

4 How long / speak for? 10 take questions / the end?
5 nervous! 11 any difficult ones!

6 use PowerPoint? 12 How / deal with them?

A job interview

Listen, I'm going for an interview at

ask you how it went.

How long / interview / last?
How many interviewers?

How friendly?

say what / looking for?

refer / your CV?

How interested / qualifications?

o bW N -

www.frenglish.ru

sl R

Remember to show interest in
what your partner tells you.
Really?

1 see.

Right.

Ubuth.

Good.

Great.

Ob, that’s interesting.

Finish your call like this:
Anyway, look, I must let you
go. Thanks a lot for your help.
Speak to you soon. Bye now.

o e

10
11
12

10
I
12

Listen, I'm going to (city?) on business in a couple of weeks.
| know you did some business there a while ago and | just wanted to ask you

meetings go OK?
language problems?
chance/see much/city?
What / do / evenings!
invite / their home?

take a present!

(company?) in a couple of

weeks. | know you had an interview with them a while ago and | just wanted to

trickiest question?

ask / personal questions?
Have / do / a test?

ask them / questions?
What / salary / like?
offer you / job?

3 Making calls 15
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Meetings

4 Keeping track

When the result of a meeting is to schedule more meetings it usually signals trouble.
Mike Murphy, business writer

Checking 1 When you take part in meetings in English, it is easy to lose track of what
understanding people are saying. Who do you generally find the hardest to understand?

- ;
native speakers  other non-native speakers  people who speak too fast

people with strong accents

2 Here are six simple ways of checking what someone has just said. Write in the
missing pairs of words.

see + be catch + slow missed + say follow + run
‘m + go understand + explain
a that. Could you it again?

didn’t that. Could you
down a bit?

¢ don’t . Could you what
you mean?

Sorry, I d not with you. Could you
over that again?
e don't you. Could you
through that again?
f don’t quite what you mean. Could you

a bit more specific?

3 Which of the above do you use when you

a didnthear? | | [ | b didnt understand? | | [] [ [J
I Lexis link 4 Match the phrasal verbs from 2 to the meanings on the right.
e rerelo bieaes a slow down 1  mention quickly
phrasal verbs see page 93 b go over 2 speak more slowly
¢ run through 3 examine, discuss

5 Can you remember the phrases in 2 when you need them? Work with a partner.
Take it in turns to throw dice and try to produce the exact expressions using the
words below to help you.

QEIVE

missed — not with you — didn't catch — don't follow you —  don't understand —  don't quite see —
say — go over — slow — run through — explain — mean -
again? again? bit? again? what you mean? bit more specific?
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Sorry?

Clarifying specific 1 In meetings where you are discussing facts and figures, saying Sorry? or I don't
points understand is not always enough. Sometimes you need to be more precise.
Look at the following short extracts from meetings. Complete the second
speaker’s responses with the correct question words.

L who  where when  what  how long  how much

1 A The problem is money. 4 A Ildik6 Dudas spoke to me
B Sorry, did about it yesterday.
you say? B Somry, _______ did you say?
A The problem is money. A Ildik6 Dudés — from the
B Oh, as usual. Budapest office.
2 A We have to reach a B Oh, yes, of course.
decision by next week. 5 A The company is based
B Sorry, _ did in Taipei.
you say? B Sorry, did you say?
A Next week. A In Taipei.
B Oh, I see. B Oh, really?
3 A An upgrade will cost $3,000. 6 A The whole project might take
B Sorry, did cighteen months.
~ yousay? B Somy,___did you say?
A $3,000, at least. A  Eighteen months.
B Oh, as much as that? B Oh, as long as that?

2 B 2.1 Listen 1o the conversations in 1 and check your answers.

Fluemey 3 Work with a partner to practise clarifying specific points. You are going to read
about two different companies, both called Budweiser. Speaker A see page 118.
Speaker B see page 122

4 Work with a partner to put this summary of the texts you
read in 3 in the correct order. The first and last parts are
in the right place.
|| American Budweiser is the world’s bestselling
| | than forty different countries. Its slogan is
|1 other hand, is one

| | fewer resources than US Budweiser, it markets its
product in more

] output than its nearest

|| of the world’s oldest and most

| | brand of beer. The company that makes it is the
biggest in

[ '] slogan was ‘Budweiser: the King of Beers'. Czech
Budweiser, on the

| | famous beers. With far

| 1 competitor, Heineken. By far its most successful advertising

[ | the world with 50% greater

[] simply: ‘Budweiser: the Beer of Kings'.

for more on comparatives
and superlatives see
page 92

5 Ilow many comparatives and superlatives can you
find in the summary?

.......................................................................
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Querying information 1 People sometimes disagree about facts in meetings. One way of politely querying
something is simply to repeat the part you think is wrong and ask a question.

So that's $13 Look at the examples on the left.
million. 2 Work with a partner. Take it in turns to read out the following false information.
13 million? Isn't it Query each other using the correct information from the box. The first one has
307 been done for you as an example.
Oh, yes, sorry. 30 : e P S e )
million. ‘ Finland music 1997 Ford Korean software the-Netherlands |I
These are the a The biggest Benelux country is Belgium.
figures for 2001. Belgium? Don't you mean the Netherlands?
20017 Don't you b Daewoo is a well-known Japanese car manufacturer.
mean 20027 ¢ China regained control of Hong Kong in 1998.

A No, | mean 2001. d Microsoft is the world’s leading computer hardware manufacturer.

: o e Rolls-Royce was eventually taken over by General Motors.

A This represents s : i
e f  America has more mobile phones per household than any other country.
S g MTV is the biggest news channel in the world.

B igfbsehg.lggm 2  Write down a few false hu::;incss facts of your own. Read them out to the rest of the

A Yes, 6.8. Didn't | class. Can they correct you?
say that?

4 & 42 Listen to an extract from a meeting and tick the sentences which are correct.

The meeting is being held to discuss last month’s sales figures.
Overall, sales are up by 2.6%.

The best results are in Denmark and Norway.

30,000 units have been sold in Scandinavia.

Last month was June.

John Munroe is head of Northern Europe.

Munroe is in Scotland at the moment.

Q -0 00 oo

[41]

Listen again and correct the mistakes in 4.

& The following expressions are used to query information you are less sure about.

— They were all in the conversation you just listened to. Complete them.
sound mistake
a Are you ? ¢ That can’t be

| right  sure
d That doesn’t

b There must be some right to me.

oEw N rar ot SEF o= ana " moug gp
TRS mwew By sow Eng

“EE s

omy
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7 How good is your business general knowledge? Underline the correct
information below.

(7] o The number of Cokes consumed in the world per o The world’s second most powerful brand
-E day exceeds name after Coca-Cola is
o ten million / a hundred million / a billion Microsoft / Sony / Mercedes
o o The highest paid employee of the 20th century on 0 The world’s most popular &= )
2 a salary of $200 million was toy is
o Jack Welch of General Electric / Michael Eisner of Barbie / Lego / PlayStation
8 Disney [ Steve Jobs of Apple 0 The single invention with the
= The world’s bestselling car ever was highest global turnover is
= g g
2] the Mini / the Citroen CV | the VW Beetle the personal computer /
= f
5 o The world’s oldest airline is the electric light / the automobile
| KLM [ British Airways / Singapore Airlines The world’s biggest exporter
9O s 4-ing P
23 @ The world's bestselling business paper is of computer softwarg is
> The Wall Street Journal / The Financial Times / the USA / Ireland / India :
The Yomiuri Shimbun 7| a8ed uo siamsuy e

Now work with a partner to practise querying information. Take it in turns to
read out your answers to the quiz. Query anything you think is wrong.

Pointing out 8 Sometimes what people say in meetings conflicts with what they said carlier:

discrepancies A Eight out of ten members of staff liked the proposal. So, 90% is a good result.

B Wait a2 minute. 90%? I thought you said cight out of ten ...
A Oh, yeah. Sorry, 80%, of course.

Fluency 9 Work in pairs to practise pointing out discrepancies. Speaker A see page 118.
Speaker B see page 122.

The briefing meeting

E= 2.z A mergers and acquisitions specialist has been transferred to the Tokyo
office of his bank to work as part of a project team during a takeover bid. He is
attending his first briefing meeting, but things don’t go quite as he expected. Listen
and complete his notes.

Lapporo Bank Acquisition -~ Project team

Team leader: W « Il be based at the
Position in co: J
] | office.
= : | + My main responsibility
Lharon . \ will be
Me. Position in co:
‘ » First project meeting
] . scheduled for
et [ e A :
Janet Robin « First rownd of
Job: Job: negotiad:ions begin on

4 Keeping track 19
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&) 5 Speed of life

If everything seems under control, you're just not going fast enough.
Mario Andretti, Formula One racing driver

1 Are we all working harder than we used to? Does it seem like your working
week is getting longer and longer? Read the texts below. Which statistics surprise

you most?

Thinking space

When Dr Rosemary Stewart asked 160 British
managers to keep a diary of their activities for a month,
she discovered the average manager had only nine 30-
minute periods without interruption. Those she
interviewed complained that ‘there is just no time to
think” and that ‘it's one damn thing after another’.

Multi-tasking

Canadian professor, Dr Henry Mintzberg found that half
the tasks managers perform take only nine minutes or
less. Only 10% last more than an hour. Typically,
executives work very fast on several things at once, and
welcome any interruption to their schedule to stop and
take a break.

Time

managing your time.

e throw things away

2 How pressured do you feel at work? Indicate your level of pressure on the
thermometer on the left. Then compare with other people in the class.

management

1 Look at these strategies for

e say ‘no’ more often
e make lists of things to do

Land of the free?

According to a survey published in Wired magazine, US
executives work 25% longer hours than they did in the
1970s. Market researchers at Kellogg's discovered that
13% of them eat breakfast in the car. The most
shocking study shows that the average American father
spends just six minutes a day talking to his kids.

Tough at the top

In a recent interview for a profile of global business
leaders, famous workaholic Bill Gates revealed that he
can at last afford to slow down. ‘There are days that |
work 14 hours,’ he admits, ‘but most days | don't work
more than 12 hours. On weekends | rarely work more
than 8 hours.’

e
T,

e keep a record of how long
each task takes you

e hold fewer meetings

e screen phone calls

A'ri’:\\;eaean‘;! e check e-mail at specific
\'ve vsvally times of the day

L kwme
Soga lspa:e- e delegate more
e plan ahead
e maximise your ‘uptime’

e do ‘nasty’ jobs first

Do you do any of these things?
Add your own ideas to the list.

e AT T TSy T TR
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2 In Getting Things Done, management training specialist Roger Black talks about
‘the magic hour’, an extra hour to catch up with everything you've been 0o
busy to do. Read the text and do what he suggests.

3 Compare what you wrote with other people in the class. Is there anything

everybody wanted to use the extra hour for?

The Magic Hour

magine you have one extra hour every week: your

169th hour. It occurs whenever you want it to, and you
can do whatever you want with it. You don't have to see
anyone that you don’t want to see, or write letters o them,
5 or do anything that you're currently feeling guilty about.
e Write down five things that would make you happy in
that hour (don't give yourself any restrictions or
nagging guilt feelings about other jobs to be done).
e Write down five things that would give pleasure to
10 someone else in that hour.
e Finally, write down five important things that you have

been putting off, that you could at least start in the hour.

Then consider: If you could have last week all over again,

where could you fit in the magic hour? Resolve to fit it into
15 this week at that same point. If you find that simply the
process of deciding to do this makes you feel good, you
probably are not making enough decisions of this nature.

Make the magic hour a weekly habit.

5 Speed of life 21
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Stepping up the pace

1 &= 5.1 Listen to four business people talking about how being faster than the
competition affects their work. Which industry does each speaker belong to?
Speaker 1 Speaker 3
Speaker2 __ Speaker 4

2 Each speaker makes three main points from the list below. Write the number of
the speaker in each box.

The industry is more and more research-led. [2]

You can'’t stop competitors copying your ideas. ] .

You need to move inventory very rapidly. A

IUs the litle details that add value to your product or service. [ |

There’s no customer loyalty anymore. [

It's very difficult to differentiate your product from the competition. |_|

As much effort goes into branding as into technology. [ |

Customers are better informed about the services you offer. L]

- Ja = o0 o o o

Product lead times are getting shorter and shorter. ||
Technology is advancing almost daily. []

= Ny

Costs are steadily falling, ||

I You're open for business all the time. |

3 Underline the points in 2 which are also true for your industry. Discuss them with
other people in the class.

4 Speed is important at every stage of the development of a product or service. Do
you agree? Discuss with a partner.

Take it easy!

E=2 52 We asked ten people how they unwind at the end of the day. Listen and
write down the main thing(s) they do. Do you do any of the same things?

22 5 Speed of life
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6 Business travel

Networking

There is not much to say about most airplane journeys. Anything remarkable must
be disastrous, so you define a good flight by negatives: you didn’t get hijacked,
you didn’t crash, you didn’t throw up, you weren’t late, you weren't nauseated by
the food. Paul Theroux, travel writer

1 Do you ever travel on business? If not, would you like to? What do you think
are the worst things about business travel?

Sentence-building 2 Combine one word from each section to make at least ten sentences. Start by
making collocations from columns 3 and 4. Add your own ideas, if you like.

late . ,
; interesting people
getting
: problems
losing i
the endless !la
flight 9
; my luggage
don't like n_"'eeting Pes
can't stand ?ri:.tsin atieues
e findin gout SccRs
| dread e ge nights
like Sxeang lost
Iogk forward to !Z:guage my family
o : etting away from e olies
love b about different cultures
e foreign places
naving neﬁgexp riences
being away from pe
A delays
visiting
I Lexis link i 3 Look at these ways of emphasising your opinions:
ok dedon et g What I really like is finding out about different cultures.
of business trips see What I bate most is being away from my family.
page 35 The thing I love most is visiting foreign places.

The best thing for me is getting out of the office for a few days.
The worst thing for me is flight delays.

Work in groups. Tell other people in the group what you like and dislike most
about travelling.

6 Business travel 23



www.frenglish.ru

On the move

1 &3 .1 Listen to eighteen short conversations involving
people travelling on business. Where are the speakers?
Write the numbers of the conversations
under the correct location below.

In the taxi On the plane
s e s B
At check-in At customs
In departures At the hotel

k5

2 Now match the halves of the following questions. They were all in the
conversations you just listened to.

1 CouldI a what time you stop serving dinner?
2 Could you b have your room number, please?
3 Would you mind ¢ switch off your laptop now, please, sir?
4 Can you tell me d not smoking, please?
5 Would you please e o open your luggage, please, madam?
6 Could I ask you f make sure your seatbelt is fastened?
7 Do you think I could g send a fax from?
8 Is there somewhere I could h have an alarm call at half past six
tomorrow morning?
IGfamrnar link 3 Which first halves of the questions above could go before:
for more on poiite ... borrow your mobile?

question forms see

page 94 .. buy some stamps?

.. hurry or I'll miss my plane?

.. which terminal I need?

.. lending me some money until I find a cashpoint?
.. to wait outside for five minutes?

The nightmare journey

Fluency  How well do you cope on business trips? Work with a partner to sort out a series of
problems. Speaker A see page 118. Speaker B see page 122.

iy
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1 If your company asked you to relocate to Britain or the States, which would

you choose?

3 Look at the article below. What do you think the title means? Quickly read the

first paragraph to find out.

3 Now read the article and think about the questions on the right. Then discuss

them with a partner.

ROH KaStﬂer is a classic New

Yorker: first off the plane, first out of the
airport. Carrying a single small bag, he walks
straight through immigration and customs. He
dossn't look like he's spent six hours in the air
(business class will do that to you). He owns
an apartment in the East Village in Manhattan, but tonight London is home:
a flat in Belgravia, London's wealthiest neighbourhood. Kasiner is &
resident of a place called NY-LON, a single city inconveniently separated by
an ocean. He flies between the two cities up to five times a month. David
Eastman lives there too. A Londoner wha is a VP at Agency.com in New
Yark. he travels the JFK-Heathrow route so often he's on a first-name
basis with the Virgin Atlantic business class cabin crew.

As different as New York and London are, a growing number of people are
living, working and playing in the two cities as if they were one. Thé cities
are drawn together by a shared language and culture, but mostly by
money — more of which flows through \Wall Street and the City each day
than all the rest of the world's financial centers combined. The boom in
financial services attracted advertising agencies, accounting firms and
management consultancies to both cities. Then came hotel and restaurant
businesses, architecture and design, real estate and construction, air
travel, tourism and other service industries.

Trevor Beattie, the London-based creative director of ad agency TBWA says
‘New York and London are both so trendy and so modem now in terms of
fashion, art, photography, music.” We drearm about each other's cities,’
says Joel Kissin, a New Zealander who after 25 years in London bought a
penthouse on New York's Fifth Avenue. 'If you're in New York your dream is
London, and if you're in London your dream is New York.'

Is business class really
that much better than
economy?

Would you like Ron
Kastner's life?

Do you have a favourite
airline?

Do New York and London
share a culture? Or even
a language?

What other financial
centres could eventually
overtake London and
New York?

What are the other boom
industries these days?

How would you describe
the city where you live?

Which two cities would
you like to have homes in?

4 Try to guess the meanings of the words and expressions in bold from

their context.

6 Business travel 25
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1 Where would a business traveller see the following? Half of them are in New
York and half in London. Write NY or L next to each.

Walk/Don’t walk

Freeway 2m

City center

Rest rooms

Underground

Lift out of order

Gas station

Qe <t o0 o o0 oo

Motorway services 15m
Roundabout ahead

i
k

= 80w o 3 3

Open Mon thru Fri
Parking lot

Taxis: queue here

Car park full

Chemists

TrL;ékstop
Colour copies 10p
Subway

Trolleys

2 & 6.2 Listen to the cassette. Where do the conversations take place? Write the

numbers in the boxes.

London | [J L] []

In arrivals

New York [ 1 ][] [

1 B 6. Listen to four conversations in which people meet at the airport and

answer the questions.

[ Conersaton | omversmion2 | Gomversation | Convorsatond

Have the speakers met before?

What topics do they discuss?

What plans do they make?

26 6 Business travel



Greeting visitors

You
You
You

We

So,
So,
So,
So,

I've

were in the conversations you just listened to.

www.frenglish.ru

2 Complete the following by putting one word in each box. All the expressions

be waiting for me. ... if that's with you.
be tired after your long flight. | hope that’s
be Alan Hayes.
g He his apologies.
me take those for you. Susan her love.
me help you with your bags. Martin his regards.
you into the Savoy. Luckily, | managed to some sleep on the plane.
a table for 1.30. | thought we could some lunch.
Now, let’s see if we can a taxi.
are things?
is married life? | was expecting to Mr Hill.
is business? Thanks for coming to me.
was your flight? I'd like you to Graham Banks.
Pleased to ou.
upgraded. Yy

a taxi waiting outside.

Fluency 3 The red-eye is a longhaul night flight. Work with a partner to practise meeting a

colleague off the red-eye in New York. Speaker A see page 119. Speaker B

see page 123.

6 Business travel 27
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Desk work

/ Handling calls

The reason computers can do more work than people is that
computers never have to answer the phone. Anonymous

1

UIiscussion

Work in groups and discuss the questions.
a What percentage of your time at work do you spend on the phone?
b How many of the calls you make and receive are essential?
¢ Can you not answer the phone? When you answer, is it:
e out of curiosity — it might be some good news for a change?
e with a sigh of relief — it must be less boring than whatever you're doing?
* because you're so indispensable, no one else is capable of dealing with it?
e force of habit — the phone rings, you pick it up?
e because if you don't, no one else will?
e for fear of what might happen to you if you don’t?

o)

2 Read the statistics below. What points are they making about phone calls at work?

When the Northwestern Mutual Life Time-management consultancy Research shows that managers
surance Company decided fo Priority Management found that 55% underestimate the time they spend
- block all incoming calls for just one of all calls received by executives are on the telephone by up to 50%.

hour a week, productivity rose by an less important than the work they Perhaps that's how over two trillion
amazing 23%. mupt. 21% are a complete waste dollars get spent annually on phone

of time. calls!
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3 Use the pairs of words in the box to complete the sentences.
____________ e e B

disturbed + hold  expecting + pick up  real + unplug

possible + answer  busy + ring important + switch on

a IfI'm , I just let the phone

b If I don't want to be , 1 tell my Scactary to all my
calls.

c If ,Tuyto the phone before the fourth ring.

d IfT'm a call from the boss, 1 the phone immediately.
If I'm in the middle of something _ 1 the
answerphone.

f If I'm having a crisis, 1 the damn thing!

4 How many of the statements in 3 are true for you? Compare with a partner.

Asking politely

Expressions with if ... 1 Use the words and phrases in the box to make seven useful expressions which
start with #f.

got a minute  not too much trouble  got time possible  would
not too busy  can

you

you

you're

you've

you've

it's

Requests 2 Divide the text into twelve things someone might phone to ask you to do. All
the requests start with Could you ...?

B Lexis link :
? ilmemyflight [ j
o o BriHG Could you ...7 emall,me,myfhghtdeta|Isletmeha.ve.aco;.)y]c.if:the
vocabulary of office life reportgetontooursuppliergetbacktom ewithinthe
see page 97

hourtake_aquic%(-l_ook-atthe=pr0posal§arrange{for
somebody{to‘me-etﬁhemat’fhestatiodsetbp"a_-meeting
withtheheadsofdepartmentsendtheiraccounts
dep_‘a\rtmentgarellﬁ'ninderfiﬂx:me_anappqintmentr.book
thepo nfere nce‘roomforfthreeﬁax-th e'ﬁ‘igures’fth’rough
tomeorganiseatou rof.the‘pIant'for;some’visitors

3  Work with a partner. Take it in turns to make and answer polite telephone
requests. Use the language from 1 and 2 above.
For example: :
A If you've got a minute, could you A Could you book the conference

get on to our suppliers? room for three if you can?
B Sure. I'll do it now. B  Well ... I'm a bit busy.
A Thanks. A OK Ill do it myself.

.......................................................................
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Unexpected phone calls

1 & 7.1 Listen to four telephone calls and match them to their description.

Call 1- a The caller is kept waiting.

Call 2 b A business contact calls to ask a favour.
Call 3 ¢ A sales executive calls with a quote.
Call 4 d There is a communication breakdown.

2 Listen again and answer the following questions.

Call 1
a What's the misunderstanding?

b How does the man receiving the call deal with the problem?

¢ Do you ever have difficulties answering calls in English?

Call 2

a How does the person receiving the call avoid another call?

b Do you think he is really in a meeting?

¢ Do you ever pretend you're busy just to get someone off the phone?

Call 3
a How would you describe the telephone manner of the person

receiving the call?

b What is the caller calling about?

¢ Have you ever been treated unprofessionally on the phone?

Call 4

a Where did the speakers meer?

b  What does the caller want?

¢ Have you ever received a phone call from someone you have met but
can’t remember?

3 All the expressions below were in the telephone conversations you just listened
to. Can you remember the first three words of each expression? It’s and I'm
count as one word.

Call 1 me through to Yves Dupont?

don’t understand.

more slowly, please?

Call 2

those prices you wanted.

can't talk right now.

you back — say, in an hour?

Call 3 do for you?
when he’ll be back?

speaking to?

Call 4 bother you.

who's calling?

0O T D o T oD o0 o o0 T o

me a contact number?

.......................................................................
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Expressions with I/... 4 Use the phrases in the box to make nine responses to the statements on the left.
All the responses were in the telephone conversations you just listened to.

mmar link back to you tomorrow  what I can do  to hear frorn you Lhen

if T can reach him on his cellphone to you later  something out

for more on will see
someone who speaks better English ~ back later  that right away

page 96

| need to be on the next flight to Oslo.

| keep calling Mr Kirk at his office and getting no answer.

I'm afraid Angela’s not here at the moment.

I've got to go, I'm afraid. I've got a meeting. OK, I'll ...

| should be able to give you an answer by this afternoon.

a
b

c

d Could you fax me a map of the city centre?

e

f

g | n_e?ed somebody to come and have a look at my PC.
h

I'm sorry, | don’t speak German.

i | need those figures within the next 24 hours.  get

Fluency 5 Work in pairs to deal with incoming phone calls. Speaker A see page 119.
Speaker B see page 123.

Fluency 6 a Complete the diagram below with the names of four to six people who
typically phone you at work to ask you to do things. Write down what they
usually ask you to do. Include private calls if you like.

b Categorise each call: urgent (must be done now), important (but can wait),
social (just keeping in touch), a nuisance (time-wasting).

¢ Swap diagrams with a partner and practise phoning each other. What
excuses can you give to avoid doing what they ask? Try to get them off the
phone.

Who's calling?
Y LIy Y

Whe's calling? ( Wha’s calling? W
What do they want? o’ *' What do they want?
A
/ Who's calling? > Who's calling?
[ ]
L ] P A
"9 el
What do they want? What do they want? J

...............................

.......................................................................
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Meetings

8 Making decisions

Nothing is more difficult, and therefore more precious, than to be able to decide.
Napoleon Bonaparte

Questionnaire 1 Are you good at making quick decisions or are you a more methodical thinker?
Answer yes, no or it depends to the following in under 90 seconds.

How decisive are you?

a You're writing a report. The deadline’s tomorrow, but it's your partner’s
birthday. Do you work late to finish it?

b You're with a major client who wants to stay out clubbing all night. You
don’t want to. Do you politely say good night?

¢ You're shopping for a suit, but the only one you like costs twice what you
want to pay. Do you buy it anyway?

d A friend in banking gives you an investment tip. You could make or lose a
lot of money. Do you take the risk?

e You're beating your boss at golf and he’s a really bad loser. You could
drop a shot or two. Do you?

f A good friend is starting her own business. She asks you if she can
borrow $10,000. You can afford it. Do you lend it to her?

g You're offered twice your current salary to take a boring job in a beautiful
city. Do you take it? ;

For an analysis of your answers see page 124.

2 What kind of decisions do you have to make at work? What's the hardest
decision you've ever had to make?

The best and worst business
decisions ever made

1 You are going to listen to
eight extracts from a radio
documentary about the best and
worst business decisions ever made.
First, check the meaning of the following
words and phrases in a dictionary.

strategy fortune royalties output
supply manufacturer brandstretching
conglomerate outsell the competition
collaborate with another company

license products retain ownership
buy the rights to a product

........................................................
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2 B3 s.1 Listen and write down the name of the company or product referred to:

1
2

3 5

7

4 _ 6

3 Listen again. What do these figures refer to?

1

$1

1 bn

9%

50%

1991

21,000

1955

$35,000

1961

2 secs

1938

$130

1977

$100bn

1m kg

70%

4 What are the best and the worst decisions you've ever made at work?

The decision-making process

1

Put the following stages in the decision-making process into the most likely order.

>

consider the options e define your objectives
collect information e monitor the effects
implement your decision e choose the best course of action

©

o

<_

>

<_

Look at the agenda for a decision-making meeting on the left. Decide which two
statements below were made at each stage in the meeting.

—x-—TJO "0 Q0 TDL

We’re here to decide whether to go ahead with the project.
One option would be to do detailed market research.

The most important thing is: can we make this profitable?
The advantage of doing market rescarch is we reduce risk.

Have a look at these figures.

Above all, we must be sure there’s a market for our service.
What we’ve agreed, then, is to start marketing this service now.
Another alternative is to offer the service on a trial basis.

On the other hand, market research takes time.

Our aim is to find out if there’s a good chance of success.

As you can see, client feedback is very positive.
So, that’s it — we’re going ahead with the project.
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The language of meetings

1 The following expressions are useful in meetings, but some letters are missing
from the final words. When you have completed them, the letters in the box
spell out a good piece of advice for the chairperson!

OK, let’s get down to ...

Can | just stop you there for a ...
| totally ...

Perhaps | didn't make myself ...
What do you ...

O a0 o K

| agree with youup to a ...

it (ol bl

If I could just finish what | was ...
OK, let's move ...

I'm afraid that’s completely out of the ...

P

Perhaps we can come back to this ...

Maybe we should take a short ...
Does anyone have any ...

Can | just come in ...

Sorry, | don't quite see what you ...
| think that’s as far as we can go ...
We'll have to break off here, I'm ...

8 ool I g

With respect, you don't quite seem 1o ..

By N AEHS
Mo M_ _[_|?
il L] chena. 1 JETE
| Bk
i 18 7
AR LBl | S
Ble| L
_A|_|_Ng
_IN
Qi sl ey
L4 apENl
_ RoENl |
s \all. | Bl 1E.NE?
il |2 E?
ML _ |
e K| S
L | BB D

2 & 5.2 Listen to an extract from a meeting about a company relocating to the
UK and tick the expressions in 1 as you hear them. Which one is not used?

3

open a meeting
ask for an opinion
interrupt

prevent interruption

g A WON =

get some fresh air

Expressions with if..., 4
unless ..., provided/
providing (thati) ...

1

2

3

4

5

6

I Grammar link .
for more on conditionals

(future reference) see 8

page 98

Which expressions are used to:

6 speed things up

7  ask for clarification
8 disagree

9 half-agree

10 explain

11
12
13
14

delay
ask for ideas
reject a proposal

close a meeting

Some managers are facing a cashflow crisis. Match the halves of the statements

in the conversation below.,

I just don’t see how we can go on a
No, I think we'll be OK, b
Maybe, but unless we do,

In my opinion, we'd save a lot of c
money,

Look, we're in a hi-tech industry. d
If we cut wages, e

No, wait. If we gave them a stake f
in the company,

No, no, no. ITow is that going to g
work,
OK. Look, if we can't reach h

agreement on this,

I suggest we break off here.

they might stay on. Or how about
profit share?

our people will simply go and work
for the competition.

if we keep overspending like this.

if we aren’t making any profit?

we're going to be in serious financial
trouble.

if we just reduced wages. Our wages
bills are enormous!

providing we get this Russian
contract.
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The decision-making meeting

1 One of the toughest businesses is the film business, with millions of dollars
made or lost on a single decision: who to cast as the star. First, work with a
partner to match up and check the meaning of the collocations below in a
dictionary. Then read the article.

a current brand d combined earnings g commercial news ]
b profit turnover e key awareness h front-page series .

. |
¢ bestselling margins f brand factor i film success {

NOBODY does it better

THE JAMES BOND movies are base the films, the series goes on
the longest-running, highest grossing and on.
film series in history. Current turnover The film business is risky —
stands at over $6 billion. In fact, the 30 seven out of ten movies lose

5 combined earnings of the Star Wars money. But brand awareness of
and Star Trek series and the most Bond is so strong that even people
successful single film ever, Gone with who don't like the films instantly
the Wind, still fall $750 million short of recognise the Bond music, fast cars
Bond at the box office. 35 and glamorous women. They

10 Bond is also the most profitable film know that James takes his vodka
series ever. The special effects may cost Martini ‘shaken not stirred’.
much more these days, but the films still And then there is i
enjoy 30% profit margins, not including Bond himself — certainly '
merchandising. Even Stephen Spielberg’s 40 the key factor in 007's 8

15 blockbusters ET, Jurassic Park and the commercial success. With
Indiana Jones trilogy can’t compete. so much money at stake, the

Bond appeals to men and women, choice of a new Bond always

adults and children alike. From Russia makes front-page news. Not
with Love was one of President 45 everyone agreed in 1962 with the

20 Kennedy’s top ten favourite books. But decision to choose a virtually
James Bond is no longer just a unknown Sean Connery as the first
Hollywood hero; he's a bestselling James Bond, and Connery was
brand. Although the actor playing Bond only paid £7,000 for Dr No, but it
has changed several times over the last 50 was perhaps one of the best

25 forty years, and although there are no recruitment decisions ever made.
more Ian Fleming novels on which to And the rest, as they say, is history.

2 According to the article, what are the main reasons for the success of the Bond
films? Tick the correct answers.

the special effects ]

the sex and violence [

the 007 brand name [

the actors playing Bond ]

the novels the films are based on [
the Bond character | |

Fluency 3 Now work in small groups to decide who's going to be the next Bond! First,
make a list of the qualities you think an ideal Bond actor should have. Then

I Lexis link . look at the actor profiles on the next page and read the agenda of the casting
for more on the meeting. You may find the expressions on pages 33 and 34 useful in your
vocabulary of money and

decision-making meeting.
markets see page 99
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U

CASTI N G NAME AND AGE NAME AND AGE
i d 9
MEETING Peter Aston-Sharpe 43 Sam Landon 3
. NATIONALITY NATIONALITY
1 Appoint a English American
ChalrprSOH MARITAL STATUS MARITAL STATUS
2 Review actor divorced single
proﬁ!es HEIGHT AND BUILD HEIGHT AND BUILD
1.83m slim 1.90m muscular
3 Discuss
. . PHYSICAL PURSUITS PHYSICAL PURSUITS
alternatives scuba-diving, pilot's licence body-building, kick-boxing
4 Edas Listen to EXPERIENCE EXPERIENCE
interview extracts Leading actor for the last 8 years with Discovered by Hollywood while working as

5 Make final decision

the Royal Shakespeare Company,
Stratford. Has also done a lot of TV
work, playing mostly romantic leads in
costume dramas. Has starred in two
fairly low-budget, but successiul, British
films.

ACHIEVEMENTS
Won an Oscar nomination for his part in
Shadows, a psychological thriller.

USUAL FEE
Doesn’t earn much in the theatre, but
was paid $750,000 for his last TV series.

COMMENTS

Some say he can be moody and difficult
to work with. Ex-wife says ‘he’s just the
sort of male chauvinist pig you need to
play Bond.

NAME AND AGE
Jon McCabe 31

NATIONALITY NATIONALITY
Scottish English
MARITAL STATUS MARITAL STATUS
single married

HEIGHT AND BUILD
1.83m athletic

PHYSICAL PURSUITS

shooting, climbing, hang-gliding

EXPERIENCE

Ex-European light-heavyweight boxing
champion turned male model. Very little
acting, but his recent supporting role in
a London gangster movie won praise on
both sides of the Atlantic. Soon to star
in the new Jaguar commercials.

ACHIEVEMENTS
Voted 'World's Sexiest Man' two years
running by She magazine.

USUAL FEE

As a model, he earns $15,000 a day, but
is prepared to do his first Bond film for
just $200,000.

COMMENTS
A charismatic and intelligent man, who
knows what he wants and usually gets
it. His failure to win a world boxing title is
something he still refuses to talk about.

a cocktail waiter in LA, Has starred in
several high-action blockbusters, although
his last film, a comedy, lost money. Best-
known for his cop movie character,
Detective Eddie Stone, in the late 90s.

ACHIEVEMENTS
Surprise winner of an Oscar for Best
Supporting Actor for his role as a
disabled war veteran.

USUAL FEE

A run of box-office hits behind him, he is
now firmly established as a $20 million-
a-film actor.

COMMENTS

Seems easy-going, with none of the ego
problems big stars usually have. Has calmed
down a lot since his early ‘hell-raising' days.

NAME AND AGE
Charles Fox 35

HEIGHT AND BUILD
1.88m muscular

PHYSICAL PURSUITS
canoeing, passion for motorbikes

EXPERIENCE
Big British star who has never quite lived
up to his potential. Lost out to Val Kilmer
for the lead in The Saint, but made a
successful comedy with Julia Roberts
last year. ‘Britain’s favourite sex symbol."

ACHIEVEMENTS
Won a television award for his role in a
long-running hospital drama.

USUAL FEE
Makes $3-5 million per film.

COMMENTS

Apparently desperate to get the Bond
part. He wanted it last time it was on
offer, but was unable to break his
contract with another studio. According
to his agent, ‘Charles is obsessed with
Bond.'

4 If you are unable to reach a decision, see page 120 for Plan B.
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Talking points A 9 B i g b U S i n e S S

Size works against excellence. Bill Gates

1 How big is the company you work for? Given the choice, would you prefer to
work for a big or a small firm?

2 & o1 Listen to people talking about the companies they work for and take
notes. Do you think they are talking about a big corporation or small enterprise?
Write ‘big” or ‘small’,

Speaker 1 Speaker 3 Speaker 5 Speaker 7

Speaker 2 Speaker 4 Speaker 6 Speaker 8

Discussion 3  Work with a partner and discuss the following:

a What kind of companies do you think will be the most successful in the
future? Hi-tech companies like Glaxo Smithkline, dotcoms like Amazon,
multinationals like Ford? Something else?

b Put the following in order of how powerful you think they are:
e the President of General Motors e the Secretary-General of the UN
e the President of the USA e New Zealand

Collocations 4 You are going to read an article about large companies. First, match up the
collocations below.

national trade marketing election

mass T frontiers substantial resources
cross-border production general strategy

annual assets run the competition
productive dinosaurs beat currency
corporate turnover issue a company

5 Which of the above mean:

buying and selling between countries?

big, old-fashioned companies?

lots of money, materials and manpower?

the process of choosing a political leader?

print money?

producing large quantities of the same product?

b
c
d
e the money a company makes in a year?
f
g
h

everything a firm owns which makes money?

.......................................................................
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IGNORE the politicians. Big business is now the most

powerful force on Earth. Countries don't matter any more.
Companies do. Don’t worry about who wins the next general
election. Worry about who's running General Electric. Company
presidents, not White House presidents, are finally in charge.

Nearly as many people work for General Motors as live in Wales.
Fewer than four hundred billionaires control as much capital as half
the global population. Bill Gates alone is worth more than a hundred
and thirty-five countries. If we compare the biggest companies’
annual turnover with national GDP, Philip Morris makes more money
than New Zealand, Ford makes more than Thailand, and Exxon
Mobil as much as South Africa and Nigeria put together.

Just three hundred corporations control 25% of all the
productive assets on earth. Within the next ten years, many
multinationals could open their own embassies and even start issuing
their own currency! Impossible? Not according to futurists, Jim Taylor
and Watts Wacker. They argue that as cross-border trade increases,
national frontiers become increasingly unimportant and global
business begins to take over from government. Goodbye United
Nations. Hello United Corporations.

A few years ago, it was fashionable to disregard the ‘Old
Economy', as we welcomed in the Digital Age. Small entrepreneurial
companies were going to kill off ‘corporate dinosaurs' like Ford and
Levi's. It never happened. Billions were wasted on dotcom disasters
run by kids with no business brains, while the big companies, slow at
first, simply took the technology and used it more intelligently.

Size alone may not guarantee competitiveness, but to go from
innovation to mass production quickly and efficiently takes a big
company with substantial resources and an aggressive marketing
strategy. In the words of Andrew Grove, head of Intel: ‘We don’t beat
the competition, we crush it."” Now, more than ever, big is beautiful.

www.frenglish.ru

What attitude does the writer have
towards politicians?

Who is running GE these days?
Roughly what /s the global
economy currently worth? 100
trillion dollars? 200 trillion? Mare?

Do you know what your
company’s annual turnover is?
According to Taylor and Wacker,

why will companies become more
like governments?

Do you think a United
Corporations could work?

Are dotcoms really dead?

Is it true what the article says
about technology?

What view of
competition
does the  /§
article X
take? N
Do you
agree?
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& Look at the article on page 38. What do you think the title means? Read the first
paragraph to check your answer.

7 Read the article and think about the questions on the right. Then discuss each
question with a partner.

& What's your overall reaction to the article? Use the expressions below to help you.

Basically, I think it’s right. I agree up to a point. On the other hand, ...

I agree with what it says about ... It’s a bit one-sided.
It's total rubbish! TI'm quite shocked that ... To be honest, 1 think ...
I'm not really surprised about ... I think it misses the point.

Points of view

1 B 9.2 Listen to some business people talking about their reactions to the article
on page 38. Who a agrees with what it says, b disagrees and ¢ agrees up to a
point? Write a, b or ¢.

Speaker 1 [ | Speaker 3 [] Speaker 5 []
Speaker 2 L] Speaker 4 [ Speaker 6 L]

2 Listen again and answer the following questions:

a What has Speaker 1 heard?
Have you heard the same?

b What is Speaker 2 shocked about?
Does it shock you?

¢ What two points does Speaker 3 make about e-commerce?

Do you agree with her?

d What are Speaker 4’s views on politicians?
Do you agree with him?

e What happened to Speaker 5’s company?
Has your company been involved in anything similar?

f What did Speaker 6 read?
Do you think it’s right?

Make a choice

1 Which would excite you more?

a the offer of enough venture capital to start your own business
or b the job of chief executive for a large multinational
or ¢ neither of the above

2 Take a few minutes to prepare a one-minute explanation of your preference.

I've always wanted ..., so that’s what I'd do.

I'd prefer ..., because I'd be able to ... That's casy. I'd definitely ...
To be honest, both offers would frighten the life out of me!

I'm not sure. I think, on balance, I'd probably ...  Why not do both?

.......................................................................
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10 Small talk

Networking

A friendship founded on business is better than a business founded on friendship.
John D Rockefeller, American industrialist

T What exactly is small talk? How important do you think it is in business?

Questionnaire 2 How culturally aware are you? Try the following short questionnaire:

a You meet a Spanish business contact you haven't seen for ages who wants to stop and chat, but
you're running late for an appointment. Do you stay or do you make your excuses and go?

b A British salesman is giving you a demonstration of a new office product. He seems to like telling a
lot of jokes. Do you join in the joke-telling or wait until he gets to the point?

c You are having a pre-negotiation coffee at a potential client’s headquarters in Bonn. Do you
mingle with the opposing team or stick with your own people?

d Your new American boss organises a weekend barbecue. You find yourself amongst a lot of
people you've never met. Do you join in the fun or slip away quietly?

e A Finnish colleague invites you to conduct the final stages of an important meeting in the sauna.
Do you accept or politely decline?

For comments on your answers see page 124.

Getting down to business

1 In When Cultures Collide cross-cultural consultant Richard D Lewis talks about
the role of small talk in international business. The diagram below shows how
long it takes different nationalities to get down to business. Try to complete the
chart with the names of the countries in the box.

USA  Japan Germany UK Finland France Spain & Ttaly

1 i
Formal)'l'r:troduction, Sit down. Begin.
2 >
Formal introduction. Cup of coffee. Sit down. Begin.
S
Informal introduction. Cup of coffee. Joke. Begin.
- : =
Formal introduction. Cup of tea and biscuits. 10 mins small talk (weather, sport). Casual beginning.
5 >
Formal introduction. 15 mins small talk (politics, scandal). Begin.
6 i
Formal introduction. Formal seating. Green tea. 15-20 mins small talk (pleasantries). Signal from superior. Begin.
7 ~—

F

20-30 mins small talk (football, family) while others arrive. Begin when everyone’s there.
Mins 0 5 10 15 20 25 30
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2 &3 10.1 Listen to extracts from seven meetings. Check your answers in 1 by
matching each extract to the correct country.

Listen again and answer the questions. There is one question for each extract.

]

Where exactly is Tom Pearson asked to sit?

How long is Dr Alan Winter going to spend in Berlin?

What was Miss Sterling’s father’s job?

What kind of snack is served at the meeting?

Why was Catherine in Finland before?

In the joke, what score do both the man and the woman get in the test?

~N o0 O h W N =

What commonly happens in their meetings these days?

4 Place your own nationality on the chart, if it’s not there already. If it is there, do
you agree with where it’s placed?

5 Look at these excerpts from the conversations you just listened to and underline
the best grammatical choice. Then listen again and check.

1 A Did you try / Have you tried green tea before, Mr Pearson?
B Er, yes I did / have. I had / have had it last time [ was / have been
here. T like it very much.

2 A TId like to introduce you all to Dr Alan Winter, who came / has come
over from the Atlanta office to spend a few days at our research centre.
Welcome to Berlin, Dr Winter.

B Thank you very much, Wolfgang. It was / has been kind of you to
invite me.

3 A .. And then Juventus scored / has scored the winner. It was / has
been an incredible goal! Did you see / Have you seen the Lazio game
last night, Miss Sterling?

B Yes, I did / have. Wasn’t it / Hasn’t it been a great match? One of the
best I ever saw / have ever seen.

Rain stopped / has stopped play again yesterday, I see.

Sorry?

The cricket. They cancelled / have cancelled the match.

Oh, they didn’t / haven’t! Well, we certainly didn’t see / haven’t seen
much cricket this summer.

WP mw >

5 A 1 think this is your first time in Finland, isn’t it Catherine? Or were you /
have you been here before?
B Actually, I came / have come here on holiday once, but that was / has
been a long time ago.

6 A Thats a terrible joke, Marty.
B No, you see, he copied / has copied her test, right?
A Marty, we heard / have heard the joke before. It's ancient. OK,
everybody, time to work.
B I thought / have thought it was / has been funny.

7 A WhatI do worry about is what's going on between our vice-president
and our head of finance.
B They're having an affair?
for more on the Past A Didn’t you hear / Haven't you heard? I thought / have thought
Simple and Present
Perfect see page 100 everybody knew / has known.
B God, no! No one ever tells me anything.

l Grammar link
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What are they talking about?

1 & 10.2 Listen to different people chatting in an office. How quickly can you
guess what they are talking about? Five of the following topics are mentioned.

sport news books music the economic situation films holidays

weather clothes people

2 Which words helped you guess?

Talking about experiences

1 Complete at least six of the following sentences with information which is true
for you. Use the verbs and adjectives in the boxes below to help you, if
necessary. You will need to change their grammatical form.

be have do go see hear meet stay buy

fabulous stupid marvellous ridiculous exciting wonderful silly
great boring violent amazing hard disgusting strange nice
lousy attractive delicious brilliant fascinating frightening dull
luxurious wild beautiful pathetic funny interesting terrible
nasty relaxing stressful entertaining

1 Tve in some hotels, but the one 1 in in
(where?) must be the I've ever in.
2 The city I've ever to must be ; I there
(when?).
3 Ive some people, but the guy/woman 1 in
(where?) must be the _ T've ever
4 The job I've ever must be when I was a (what?)
for (who?). 1 that job for (how long?). ;
5 Tve o some parties, but the one I to in f
(where?) must be the I've ever to.
6 The holiday I've ever was when I to
(where?). 1 there for (how long?).
7 Ive some meals, but the (what?) 1 in
(where?) must be the I've ever i
8 The game of (what?) I've ever was :
(what?). The thing was ___ (what?).
9 TI've some films, but (what?), which I
(when?), must be the __ T've ever
10 The joke I've ever was probably the one about
I i i (what?). Don't ask me to tell you it! :
g’c‘::;zé;ﬁ‘:::;’:ab”m 2 Walk around the class and read out some of your experiences to different r'%
page 101 people. Try to say a little more about each one. Ask questions to find out more

about their experiences.

.......................................................................
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Fluency  Work with a partner to practise small talk at a conference dinner.

You are sitting next to each other at a conference dinner in a city you both
know well, and have just sat through an incredibly long and boring opening speech.
You have not been properly introduced.

Speaker A Speaker B

Start the conversation: ‘Pleased to meet you. I'm (name).’
‘| think that must be the lonc | Continue the conversation by asking about one or more

. (name), by the —» ofihe following:

* what your partner thought of the conference (fun? dull?)

st opening

ever heard! I'm

way. | don't think we've 1
o talks your partner's been to (any inferesting ones?)
» the dinner you've just eaten (local dishes, wine)

B

Speaker A Speaker B

ue the conversation by asking about one or Continue the conversation by talking about one or more

Contin

more of {f of the following:

* your pariner's comg —>» « thecity (architecture, people, prices, local economy)

e your partner's job (how s the weather (lypical for the time of year?)

o where your pariner’s staying * shopping (the best places you've found to buy preserits)

cormenience)

Speaker A Speaker B
Continue the conv on by talking about one or more Break off the conversation:

of the following: ‘Oh, wait a minute, it looks like the next speaker is

going to begin. Let's hope this one's better than I
> the fast

you've

\ * the nightlife (a restaurant, bar or club you've bes
\ * arecent item of news | ics, sport, scandal)

10 Small talk 43
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Desk work

11 E-mall

When you write a letter, you take some care over your words. Why is ti that when
we send an e-mail we jutst wirte down anyold nonselnce? and press send and thetn
hoep for the best 4. Luey Kellaway, Financial Times

1 Do you prefer e-mailing to picking up the phone? Do you set aside a particular
time to check your e-mail? Discuss with a partner.

2 & 11.1 Listen to four business people talking about their attitudes to e-mail.
Do they mention any of the points you discussed in 17

3 Listen again. Tick which statements best summarise what each speaker says.

Speaker 1 Speaker 2 Speaker 3 Speaker 4

a E-mal is immediate a FE-mailis great but it a [f people forget to a BEveryone does their
and efficient. The always gets lost, complete the subject own secretarial work
downside is that you unlike telephone line, it means the because the
are aways available. messages. e-mail isn't important. secretaries were

b Youwaste a lot of b E-mailis great but b [f there's no subject sacked.
time e-mailing people, people are often slow line, you have to read b Everyone does their
especially if you are to reply to their the e-mail in case it's own secretarial work,
writing in English. messages. important. because the

secretaries left.
4  Work with a partner. Complete the texts below with the numbers in the box.

70 2% 115 38 Y% 15-20 Y 326 ¥ 5

According to the Institute of Directors, the majority of According to a recent Internet survey, nearly

business people receive around _ 30 emaisa day. of business people have sent an e-mail and then

As it takes about minutes to read and reply to regretted it. Hastily written messages can easily sound

(or ignore) each, that means hours’ work or too direct or even rude, and upsetting a colleague with
of the working day. an angry e-mail (or ‘flame’) can seriously damage your

According to Ferros Research, the average executive RiCksonal e = tore:

spends hours a year dealing with e-mail, and According to the Society for Human Resource s
this actually increases productivity by %. Management, roughly of employers look at =
Unfortunately, another hours are wasted their employees’ e-mail, and over % believe %
deleting ‘spam’ (unwanted publicity material) from they have a right to read virtually anything written on the g
their inboxes. company’s elecironic communications system. E

5 Work with a partner. Decide how the information you just read could affect:

e the way you manage your time e the content of your e-mails
e who you give your e-mail address to e your writing style

& The statistics in 4 contain several examples of approximation. Find words meaning:

a approximately d more than
b almost e typical
c most

44 11 E-malil
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Writing e-mail

1 Do you use a different style for writing e-mails, compared to letters and faxes?
Are there any ‘rules’ for writing e-mails?

2 Read this extract from the book The Bluffer’s Guide® to the Internet. Is there any

truth in it?
>
g
0 Because e-mail makes people write to each “Yes' or ‘OK, ten tomorrow’ or ‘Rubbish!’ or Glossary %
"= other rather than phone, the art of writing - similar tag appended. « undermined = §
u: " which was being undermined by the telephone  Many verbless sentences too. weakened 3
(7] — is no longer dying. It has been killed off Short paragraphs. .sketchy -

inadequate
completely. Lots. §
' | Th sk ; ! tag appended = o
e reason lies in the usually sketchy typing Strange word order often there is also. Shore o
[ =]
d skills of most computer users.To test these Sometimes e-mails are typed entirely in additional g
E skills as little as possible, e-mails are generally upper case with the ‘shift' key down, message ?
1 brief. Often they consist merely of the WHICH YOU COULD SAY IS THE “PP_et;]Clast: v g
capital letters =
0 previously received message sent back with a EQUIVALENT OF SHOUTING. it §-
2

E-mail guidelines 3 There are no universally accepted rules for writing e-mail, but here are some
useful guidelines. Match each rule (a-g) to the reason why it is useful.

Create a subject line with impact. f Proofread the message before
Write short sentences. sending it.

Keep paragraphs short. g Use headings, bullets and
Don't always trust your spell check. numbering.

Put your signature on the message.

It saves people scrolling down to see if there’s more text.

e i I - T I - )

These will guide the reader and make the message easier to grasp.

It can't tell the difference between your and you're, or theirs and there’s

It is more likely that someone will read your e-mail.

There’s less chance the reader will miss anything.

= — T T

R {5 S A 3L

|| It creates a more professional image if there are no silly errors.

|| You don't need complex grammar or punctuation.

4 People you know well may send you e-mails with certain grammar words
missing. What three types of grammar word are missing in these examples?
56 greal idea. +# presenting it to #he board today. +H speak to you later.

Now put the missing words back into the e-mail below.

|E;@ . Sanyo p al-llikeftty ————— — FH
Subject: | Sanyo proposal - | like it! |
[ Attachments: suge
Geneva »Mdum  ~|B 7 U Tl.!-'lEEEQ#lA-&vl—

Hi Rosa — been in meetings all day, so just got your message plus attachment.
Sounds great — particularly like your suggestion about discount rates. One or two
points a bit unclear perhaps, but basically good stuff. Could add something about

packaging. Nice job, anyway.

See you Friday. Leo
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5  E-mails generally contain fewer fixed expressions and are less formal than
business letters. Rewrite the following extracts from business letters as ¢c-mails
using the expressions in the boxes.

Sorry about ... Bad news: ... Could you do me a favour and ...7
Got your message on ...  Cheers, Sorry, but I can’t make ...

i ... Good news: from ... Shall T ...7

Dear Louisa,

Thank you for your letter of September 12th. Unfortunately, I shall be
unable to attend the meeting on the 21st. I would appreciate it if you could
send me a copy of the minutes.

Best wishes,
Tom Hunt

I’'m delighted to tell you that as of Jan 2 we are offering substantial discounts
on all orders over 1000. If you wish, I would be happy to send you further
details and a copy of our new catalogue.

I regret to inform you that the board turned down your proposal. I would
like to apologise for not getting back to you sooner on this, but I've been in
Montreal all week.

If you have any questions, let me know.  Following ...
Are we still OK for .2 About ... I'm sending vou ... as an attachment.
Speak to you soon.  Please ...  Thanks.  See you ...

I am writing to confirm our appointment on May 3rd. My flight gets in
about 11am. With regard to my presentation on the 4th. could you make the
necessary arrangements? I enclose a list of the equipment I'll need. =

I'look forward to meeting you next week.

Charlotte De Vere

EO“O“": it Hf
Further to our telephone conversation this morning, I'd be grateful if you
could send me a full description of the problem and I'll pass it on to our

technical department.

Thank you for taking the time to do this. If I can be of any further
assistance, please do contact me again. ; /

I look forward to hearing from you.

.......................................................................
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& Rearrange the information in the e-mail below and rewrite it to make it clearer.
Give it paragraphs and a suitable subject line.

AI=——mm—— Huntited=—"iner—————— BN
=4 Sand Now (34 Send Later [y Seve es Draft ] & #dd Attachments ] _J signature w (2, 0ptions vl & Rewrap

B To: Otto Hendelsmann

@ Ce: .
B R
Subject: | |
b Attachments: e

!lﬁenws » Medium le I HT|.§ :liEEEﬁ§¢|A'&'I'—-

Otto

How are you doing? Got the joke you sent me — very funny,*"]’ve faxed you those
statistics you wanted, by the way. Hope they come in useful for your presentation/ Spoke
to Cheryl in accounts the other day. She sends her regards,/On the subject of accounts,
did you send your quarterlies in? | don’t seem to have them. Let me know how the
presentation goes. And don't forget those figures.

NEN

7 Make the message below simpler and clearer by deleting as many unnecessary
words as possible without changing the meaning.

O=—— — — factflindingtripto B&C(Sweden) ——————— 08
L send Now (34 Send Later (ggSeve ss Draft | 49 ada attachments | Signature v B 0ptions v | = Rewrap

B To: nielsnordgvist@bergman.com
@ Cc:  Jonas Kemprad
B Bec:  Diane Lee, Karen Sharpe

Subject: [Fact finding trip to BEC (Sweden) |
P Attschments: ame

!|Geneva ~ Medium v|BIﬂT|.¥!

Dear Mr Nordqvist,

On behalf of myself and my colleague, Karen Sharpe, may | take this opportunity to
thank you and your team once again for your kind hospitality during our brief stay in
Malmé. Karen and | both felt that the two-hour meeting we had with you at your

1 g | headquarters last week was, without doubt, a great success, and we very much look
forward to discussing our ideas with you in much more detail than we were able to in
that extremely short but highly productive meeting.

Sz EE(ACD |~

D

| am sure you will be pleased to know that | passed on your valuable comments to our
Managing Director, Diane Lee, and she assures me that she will certainly be in contact
with you over the next couple of weeks or so. In the meantime, let me just say
that it was a very great pleasure meeting you, your managers and enthusiastic
staff and exploring the possibilities of some kind of a joint venture between
us in the not too distant future.

With my very best wishes,

Sam White, Senior Product Manager, Thermoflex (UK)
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Changing arrangements

l Laxis lifk 1 & 11.25arah is organising a business trip to Japan for herself and her colleague
Peter. She has left three voice mail messages for Koichi, her contact in Nagoya.

for more on the ; .
Listen and answer the questions.

vocabulary of computers

ol Message 1 a When will Sarah and Peter arrive in Nagoya? _
b Why are they going to be 2 days late?
Message 2 a Why can’t Sarah and Peter stay at the Radisson?
b What does Sarah ask Koichi to do?
Message 3 a How long will the presentation be?
b  What software and hardware do they need? il

2 Complete the extracts from the messages in 1.

a Peter and I arrive in Nagoya on Monday ...

b That _- - possible now, I'm afraid ...

c So, we get there by Wednesday ...

d Peter and I stay at the Radisson ...

& wad c-mail you about this yesterday.

f We to keep the presentation itself quite short ...
g ..we use PowerPoint ...

h .. we need a projector and screen ...

2 Which of the above
l Grammar link 1 are predictions? | | []
for more on future forms

2 refer to current plans or intentions? L1101
see page 102

p : |
3 refer to past plans or intentions? HEEEN

4 Write the e-mail that Koichi might write in response to Sarah’s messages.

You’ve got mail

Work in groups of three or four to exchange e-mails.
e Change of plan.
| was going to ...,
but ...
e Have you heard ...7
e Don’t want to be
a pain, but ...
e | was thinking
of.-.
* |wanttogoona
training course
to ...
e |'ve just heard ...
e |I'm giving a

1 Write a short e-mail message (no more than 60 words) to each member of your
group, starting with one of the introductory expressions on the left. Make sure
the information in your e-mail is connected to your own job or experience.
Include your e-mail address, that of the person you are e-mailing and a suitable
subject line.

Z  After five minutes place your message in the ‘inbox’ at the front of the class and
take out any messages addressed to you.

3 Wirite a reply to each message you receive directly below the original message.
Invent any information you have to.

4 After another five minutes, put your replies back in the ‘inbox’ and take out any

resentation
P addressed to you.
about ...
s Afew of us are : . ; ;
SEARG 5 Repeat the above procedure until you have dealt with at least five different

topics.

& In your group, compare the sequences of e-mails you have produced.
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Meetings

12 Presenting

Talk low, talk slow and don’t say too much. John Wayne, Hollywood film star

1 Think of successful talks you've been to in the past. What made them so
successful? Complete the following list of elements that make a good
presentation using the words in the boxes.

a—e humour ralk  contact  appearance  knowledge

f—j preparation language attitude voice visuals

To be a good presenter you need ...

a a well-structured f an enthusiastic
b thorough subject g a strong '

¢ a smart and professional h a creative use of
d a good sense of i expressive body
e good eye j careful

Discussion 2 With a partner, discuss the elements in 1 and number them in order of
importance. Use the phrases below in your discussion.

What you need most of all is ... ... can make a real difference
Another important thing is ... It helps if ..., but it’s not essential
I think ... is pretty important too You don't need ..., as long as ...

3 Add your own ideas to the list in 1.
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Delivery

1 Read the text below. Is it good advice?

Did you know ... that almost thirty million business presentations are given
every day? And vet, in surveys, most managers say they are more afraid of
public speaking than anything else — even death! To overcome nerves, a lot of
presentation trainers advise you to ‘just be yourself’.

2 & 12.1 Listen to three people speaking. Concentrate on the way they sound.
Are they having a conversation or giving a presentation? How do you know?

Conversation Presentation Conversation Presentation
¢ IO [] 4 [ []
2 [ LI 5 [ ]
3 [ [ 6 [| [

3 Discuss with a partner. How is speaking to an audience — even a small one —
different from speaking to a group of friends? Think about the following:

e how clearly you speak e how quickly you speak
e how often you pause e how emphatic you are

4 B 12.2 Look at this famous toast to Albert Einstein by writer, George Bernard
Shaw. The extract is unpunctuated. Mark ( | ) where you think the speaker
paused. Then listen and check.

ave said that great men are a mixed lot but there are orders of great

there are great men who are great men amongst all men but there
great men who are great amongst great men and that is the

man whom you have amongst you tonight I go back 2,500 |
d how many of them can I count in that period I can count them on

f my two hands Pythagoras Ptolemy Aristotle Copernicus

eo Newton Einstein and I still have two fingers left vacant my

and gentlemen are you ready for the toast health and length of

the greatest of our contemporaries Einstein.

punog ur Ainuag syl Qo Aesar Usnug el

—— - - ———

5 a Listen again and underline the stressed words.

b Is there a connection between what we stress and where we pause?

¢ What's the effect of pausing

less often?

more often?

6 Write a toast to your greatest contemporary but don’t mention his or her name
until the end. Then present it to the class. Can anyone guess who it is?

A team presentation

1  Look at the following information from First Direct. You are going to use this
information to practise delivering a presentation. Mark the pauses and stressed
words. With a partner, first ‘present’ the information clearly and professionally.
Then ‘present’ the information enthusiastically and dramatically. Which sounds
better?

.......................................................................
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1]

Presenter 1 Presenter 2 %

When you join First Direct you experience something A barik which recruits people who like to talk. A bank %

unbelievable. A bank designed around you, which which gives its people all the information they need to S

doesn't expect you to fit round it. - enable them to help you. A bank which believes in gf

sorting your money out for you without you having %

to ask. 3

4

Presenter 1 Presenter 2 ’

Funny kind of bank? Unbelievable? Even a lttle You can, naturally, choose when, where and how to

magical? Yes, but also efficient, safe and secure. 3 deal with your money. We're open 24 hours a day. Our

people are ready to talk to you, whenever you call.

Presenter 1 Presenter 2
And wherever you might be in the world, you can bank Join First Direct and feel good about your barnk; it's your
online. Receive information online. Buy online. We can money after all

even send banking messages to your mobile phone,

2 In the extract above find examples of
a repetition ¢ grouping points in threes
b rhetorical questions  d pairs of contrasting points

3 Match the items in 2 to why they are effective:
1 you invite your audience to try to anticipate your answer Ol
2 you create a satisfying sense of completeness l
3 you make sure your audience doesn’t miss your main points L[]
4

you emphasise what you're saying by using the power of opposites ]

Structuring a presentation

1 The following expressions help you to give a clear structure to a presentation.
Complete them using the correct preposition.

{ to (;1_1— of_— off  for Fl—)ack about T up - a N —‘
1 To start , then, ... 6 To give you an example

2 To move to my next point, ... what I mean, ...

3 Togo to what I was saying, ... 7 To digress

4 To turn now a different Imatter, a moment, ...

5 To say a bit more that, ... 8 To sum , then, ...

2  Which of the expressions above are used to

a return to an important point? [] d Dbegin the presentation? ]
b repeat the main points? O e expand a point? L1C]
¢ talk about something unconnected? Cl f change the subject? O

.......................................................................
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Using visuals

Ijlm_m’lk +7 p =T 1 You can draw attention to your visuals by using the phrases below. Complete them
, using the words in the box.

for more on the vocabulary

of presentations see

page 105 r give see point have show “
1 a look at this. 4 Let me you something.
2 Asyou can - 5 To you the background to this.
3 Id like to out ...

2 Which parts of the graph on the left do the following verbs refer to?
rise [ | level off ] fluctuate [ peak L] recover [ ] bottom out [] fanl [

A technical problem

1 & 12.3 Listen to a stock trading company manager describe how his team solved
a problem with the company’s website.
Part A
1 Underline the two things the manager does to open his presentation.
ask a question / tell a joke / tell a story / quote some figures

2 What's the significance of the following facts and figures?

9
250,000
" 3
60,000
Part B
3 What three problems was the company having with its website?
a b c
b 4 Having improved the website, what are E-Stock’s two current objectives?
a
b
Part C
5 Which graph on the left does the speaker refer to? ||
o 6 What three things does the manager do to close his presentation?

a he sums up his talk ¢ he refers people to his report
b he quotes a well-known person d  he invites questions

2 Read the following sentences from the presentation in 1.

a When we first went online, we were getting over 250,000 hits a day.
d b The problem was not the service we were offering, but the website itself.
¢ A fault we hadn’t noticed in the programming caused
1,500 people to invest in a company that didn’t even exist.
d The next thing was Internet advertising, winning back
the customer confidence we'd lost. '

In which of the sentences above do the ]

0 Grammear link refer (o things
for more on the Past happening at the same time? HE
Conti d Past ; '
Perr;e:tuo seu: 2299 .?34 happening one after the other? ||
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Fluency  Using the framework below, prepare a short presentation of a problem you solved
at work. It can be any kind of problem, big or small.

Complete the boxes on the right with brief notes. If you like, prepare simple visual
aids based on the information you put in these boxes. Use the language on the left

to help you structure your talk, but change it if you need to.

A ten-point

Impact opening (choose one)
(Ask a question) Have you ever ...? How would you ...?
(Quote some surprising figures) Did you know ...7
(Quote someone well-known) (Name) once said ...
(Use a newspaper headline) Have a look at this.

Give the background to the problem
OK. (Time) ago we were having difficulties with ...
We couldn’t ... ]

And we weren't ...

Ask a rhetorical question
So, what was going wrong?

Describe the problem

Well, the problem we were facing
was not ...,

but ...

Describe its effects

Now, obviously, this was having an effect on ...
as well as ...

and ...

Ask another rhetorical question
So, how did we deal with the problem?

Describe the action you took

Well, basically, there were three things we had to do.
Our first priority was to ...

The next thing was to ...

And, finally, we ...

Ask a third rhetorical question
The question is, did it work?

Describe the results (perhaps a graph)
Have a look at this.

Here are the results.

As you can see ...

Close

OK, I'm going to break off in a second and take questions.

To sum up, ...
Thank you.

PRESENTATION PLAN

Title

Background
1
2
3

Problem

Effects

W N —

Action

Results

Summary

.......................................................................
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13 Technological world

Talking points

In the world of high technclogy it's not what you've got, it’'s when you've got it.

1 Waldern, CEQ of Virtuality
Ninety pereent of al Technology — you either love it or hate it. Read the article on the left. Is the

SHetEsiwho, ave ever author a technophobe or a technophile? Which are you?

lived are alive now.

technol

ay in the . ; . o : . )

s e 2 Look at the following points of view. Complete them using the words in the box.
dverage car ihan there 3
was in the first Apollo Te e ) ) - S

B e g s mobile + do technology + programme screen + work fan + watch |
£ A e e gadgets + spend oy + preview nerd + write organiser + use

PO _—

electronic sing

Don't talk to me about 1T can't even the video.
I'm never off my . I couldn’t without it.

¢ My favourite is my digital camera. It's just great being able to
what you print.

d I bought an electronic the other day. It took me a week to
& i g work out how to it!
0 combined intelligence of e I'mabitofa___ . Tactally _  my own programs.
every human being on f TI've got a thing about : Camcorders, Palmtops, anything small,
the planet. At : quirky and mechanical that makes my life more fun. 1 a fortune

on them!
g I'm a big of DVD. It’s the only way to films.

should be asking the h I hate all this electronic stuff: tiny keys, tiny . And half the time
it they it doesn’t properly.

think. But that's just the

W

can't Do you share any of the views above? Tell the class about one of your favourite

point. C(_'h"‘.'lputi

30 think. Artificial intelli or least favourite gadgets.

Is a contradiction in

terms. In the words

of Pablo Picasso,

‘Computers are useless.
5 They can only give

Yyou answers.
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In a time of rapid change, is there
any point in trying to predict the
future or do you agree with Scott
Adams?

‘There are many methods for
predicting the future. For
example, you can read
horoscopes, tea leaves, tarot
cards or crystal balls. Collectively,
these methods are known as nutty
methods. Or you can put well-
researched facts into
sophisticated computer models,
more commonly referred to as a
complete waste of time.

Scott Adams, creator of the Dilbert cartoon

What developments do you expect to see over the next ten to twenty years in
computers, communications, energy, medicine? Complete at least three of the
following statements.

a [ think the biggest changes will be in

[ think the most exciting developments will be in

I think the predictions about will turn out to be exaggerated.
I think the effects of will be

I think the main thing we have to worry about is

® Qo O O

Read your sentences to the class. Be prepared to support your views.

Look at the list of technological developments below. Discuss what you know
about them.
Isn’t this something to do with ... 2 I've heard about this — T think it’s ...
I haven't got a clue what ... is.

¢ video-on-demand * nuclear fusion

*  robotic surgeons °  zero point energy

e cloning ® organic computers

e automated habitat systems e virtual retinal display
e smart clothing * ion propulsion

e microchip implants e genelic profiling

° genome project ° voice recognition

e bio-electric limb regeneration e nanotechnology

e cryogenics e chi kung machine

°  human-computer interface

&3 1.1 Listen 10 people discussing eight of the technological developments
in 4. Number the topics in the order they mention them.

Listen again. Write questions about anything you don’t understand. Ask other
people in the class if they can explain.

...................... * s sals e & 0000 W e eles 8 iR B B Rl e r B oBe
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Meetings

14 Being heard

Why is there no confiict at this meeting? Something's wrong where there’s
no conflict. Michael Eisnier, head of Disney

1 Work with a partner. Complete and discuss the statements below.

make find  waste discuss  exchange  criticise  chat

Meetings are ...
an ideal opportunity to points of view,
b the best place to key decisions.
¢ a safe environment in which to _ important issues.
d a rare chance to with people from other departments.
e the only way to out what's really going on.
f an open invitation to each other.
g the perfect excuse to an entire morning!

Which is closest to the kind of meetings you have?

2 B 14.1 Listen to ten business people from different countries complaining about
meetings. Match each extract with the correct topic below.

a there’s no fixed agenda LJ f the follow-up is never clear O
b meetings are boring [] g the venues are inappropriate []
¢ preparation is lacking [ h meetings go on too long []

d only the boss’s opinions count ] i no decisions are made ||

e iUs all about status || j interruption is a problem []

3 Read the statements in 1 again. Do you agree or disagree with them?

‘ -
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4 Are you assertive in meetings? What if the meeting is held in English?

l Lexis link 5 Complete the questionnaire using the words below. Then discuss each point.
for more on the = = '
vocabulary of meetings things conversation silences room rubbish conflict
566 page 107 people  time

a You shouldn't interrupt too much — it just creates agree disagree

b If someone’s talking , I'm afraid you just have to stop them. agree disagree
¢ You should always try to avoid embarrassing in meetings. agree disagree
d You must always think before you speak — take your ; agree disagree
e You can't expect everybody to see your way all the time. agree disagree
f You mustn't let other push you around. agree disagree
g You don't have to wait until the stops before you speak. agree disagree
h If people refuse to listen, you can just walk out of the . agree disagree

For comments on your answers see page 125.

B crammar link 6 Each sentence in 5 contains a modal verb. Match each modal verb to its meaning
below.
for more on modal verbs
see page 106 1 it's a good idea || 4 it's not necessary ]
2 s abad idea [ 5 it's acceptable L]
3 it's necessary || [ ] 6 it's not acceptable O U

Cultural differences

1 In Riding the Waves of Culture, communications expert Fons Trompenaars shows
how different cultures have different discussion styles. The diagram below illustrates
his results. The lines represent the two speakers and the spaces represent the
silences. When lines and spaces overlap, this shows that people are speaking at the

same time.
Culture 1 E > Long silences
—_ i ——»  No interruption
Culture 2 > > Short silences
= —> — = ———>»  Some interruption
Culture 3 » > > > » > No silences
—_—) —> —_— —> —> Constant interruption

2 Work with a partner. On the diagram above, where would you typically place

a Asians? d Middle Easterners? g Africans?
b Northern Europeans? e North Americans? h Australasians?
¢ Southern Europeans? f Latin Americans? i your own nationality?
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3 & 142 Listen to extracts from three business meetings. Which of the cultural
types are you listening to?

Extract 1
Extract 2
Extract 3

interruption strategies

9 What do you think is the most effective way to do the following? Circle your

answers.

Interrupt in meetings Prevent interruption

I raise my hand. I gesture that T haven't finished.

I cough. I raise my VOICE!

I say Errrrrm ... I avoid eye contact with the other person.
I say the speaker’s name. I just keep talking!

I just start speaking! I glare at the person interrupting.

2 Rearrange the words to make complete expressions. They were all in the
conversations you just listened to.

a just minute
me let finish

no me out hear

on hang second a

again to sorry interrupt

could if finish T just ...

here can just I in come?

g Q@ ™M 0 0 0 T e

just I something say can?

what I finish could just saying was I?

2 Label the expressions in 2 ‘interrupting’ or ‘preventing interruption’. Which two
can be both?

Hang on a minute!

Fluency 1 Work in groups. Read the text Fast talking on page 59 to check you understand
it. Then take turns to try to read the text aloud to the group in under a minute.
Your partners will interrupt you as often as they can to stop you reaching the
end of the text.

Notes for reading After each interruption, use a preventing interruption
expression and read on. Don't answer any questions. See how far through the
text you can get. Good luck!

Notes for interrupting You may find it easier if you begin ecach interruption
with Ermrrm ... . To be even more effective, use the reader’s name as well:
Errrrm, Maria. Can I just come in bere?

Sarn Goldwyn: Dan' tak o 1me T'his is a test of your assertiveness and determination. Rcmcmbe.r the fmrfous
when I'm intermupting! words of film mogul, Sam Goldwyn: Don't talk to me when I'm interrupting!

.......................................................................
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F aS l_ t a l ki (1) g Interruptometer

‘The most important thing in communication is to hear what isn't being said. That, at You're hopeless!
least, is the opinion of management guru, Peter Drucker. But, for most of us, hearing
what is being said is quite difficult enough! Part of the problem is that languages are
spoken at very different speeds. Polynesians, for example, some of the world's

Learn to be more

assertive.

slowest speakers, converse at a leisurely 100 syllables a minute. The English too take
their time at 150 to 200. Germans, on the other hand, can often manage a swift 250.
But it is the French and Spanish who are the true Olympic champions, racing along

OK, but avoid doing
business in Latin America.

at 350 syllables a minute. If they were driving, they would be stopped for speeding! Pretty good.

Surprisingly, the Japanese speak at an ‘almost Spanish’ 300 syllables a minute. But that You could be a politician.
doesn't take account of the long periods of silence they are also famous for. Some of

these can last nearly a minute themselves, for in Japan silence is just another form of Excellent! Nobody else can
communication. That's why you should never interrupt it. get a word in.

Z Try the activity again, this time without the time limit. The people interrupting
should not only interrupt, but also ask questions. The reader should try to deal
with each question before moving on.

Meeting across culture

1 Work in three groups. Choose one of the following three case studies about a
British salesman’s experience in one of three different countries. Read the text
and do the vocabulary exercises in your group. Then look at question 2.

Case StUdy 1 Séo Paolo. 2am. A jet-lagged | a Match the following to make

British salesman and his better-dressed Brazilian client wait outside the collocations from the text.
elegant restaurant in which they've hardly talked business all night. Their car talk a decision
is driven right up to the door. This is a good part of town, but you don’t want schedule ateam

5 to be walking to the parking lot in a smart suit and expensive watch. The ‘ work as business
Brazilian suggests a night-club, but tomorrow's meeting is scheduled for 9am, press for a meeting
and maybe the salesman’s already had one *caipirinha too many.

By 9.35 the following morning the meeting’s about to begin. The salesman b Find the words or phrases

is introduced to everyone round the table in turn. A large number of them which mean:

10 seem to be related. The conversation ranges from football to families to traffic
problems and back to football. The atmosphere’s relaxed, but the salesman’s
barely started his technical presentation before someone cuts in. Soon
everybody's joining in the discussion with wildly creative ideas of their own. If persuade (para 3)
this is a negotiation, it's hard to see how the Brazilians are working as a team.

15 The salesman is surprised to find his hosts so enthusiastic about his
product. Did he really win them over that easily — or will there be problems continue for too long (para 3)
later on? The meeting has overrun. He decides to press them for a decision.
All eyes turn to the boss. "We needn't worry about the contractual details at
this stage,’ says the senior Brazilian manager, smiling, his hand on the

20 Briton's shoulder. 'I'm sure we can work something out. Let's think about
the future.’

interrupt (para 2)

find a solution (para 3)

*a Brazilian drink made from sugar cane alcohol, crushed limes, ice and sugar
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Case St U dy 2 Rain beats against the mirror-glass

windows of a Frankfurt office block. The British salesman’s appointment was
fixed for 9.30. At 9.29 he’s shaking the hand of his prospective client and
stepping into the spot-lit orderliness of the German’s office. Technical

5 diagrams and flowcharts cover the magnetic whiteboard. A secretary brings
machine coffee in styrofoam cups and it's straight to business.

The salesman starts to set up his PowerPoint presentation, but there's a
problem loading the disc and he ends up borrowing the German's top-of-the-
range Fujitsu. He tries to make a joke of the problem - rather unsuccessfully.

10 When he finally gets going, objections seem to be raised to nearly everything
in his proposal. ‘Are you sure this is a more efficient system?’ ‘Do you have
figures to back that up?’ 'Ah, we tried that before and it didn't work.’

Sixty minutes have been allocated to the meeting. An electronic alarm on
the German's watch marks the hour. Two minutes later there's a call from

15 reception to say the salesman’s taxi has just arrived. He is accompanied to
the lift staggering under the weight of six technical manuals, a 200-page
printout of production guotas and a promotional video.

Over the next eighteen months the Germans have an endless supply of
questions. Dozens of e-mails are exchanged and diagrams faxed before any

20 agreement is reached, After the deal goes through, the salesman is surprised
to be invited to dinner at the German manager’s family home. But he never
gets to meet ‘the big boss'.

CaSe St U d y 3 Brilliant white walls, luxurious

carpets and the soft hum of air conditioning. A British salesman sits a little
uncomfortably in the office of a Saudi manager. An hour passes in little more
than small talk — recent news, horse-racing, the Royal Family. The salesman
5 casually compliments his host on his taste in art and, after several futile
attempts to refuse, ends up accepting a valuable-looking vase as a gift.

When the meeting finally gets underway there are almost constant
interruptions and it is difficult to stick to any kind of agenda. People drift into
the office unannounced, talk loudly and excitedly and leave. Several subjects

10 seem to be under discussion at once. It is sometimes difficult to be heard
above the noise. The salesman smiles uncertainly as he accepts a third cup
of hot sweet tea.

Five days later a second meeting is in progress. This time the guestions
are more direct. A senior Arab manager is present on this occasion, but says

15 very little. The arrival of yet another visitor holds up the conversation by a
further 40 minutes. The salesman tries hard to hide his frustration.

Meeting three. Terms are negotiated in a lively haggling session. The
salesman finds the Saudis more easily persuaded by rhetoric than hard facts.
They clearly want to do business. The question is whether they want to do

20 business with him. Their initial demands seem unrealistic, but slowly they
begin to make concessions. As the Arabs say, ‘When God made time, he
made plenty of it!"

different attitudes to:

delegation  technical matters
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Match the following to make
collocations from the text.

raise agreement
allocate objections
exchange time

reach e-mails

Find the words or phrases
which mean:

get something ready (para 2)

start (para 2)

support a fact (para 2)

be completed (para 4)

Match the following to make
collocations from the text.

stick to the conversation
hold up concessions
negotiate  an agenda
make terms

Find the words or phrases
which mean:

start (para 2)

be happening (para 3)

argument about a price
(para 4)

impressive speech (para 4)

2 Form new groups with people who read different case studies. Discuss the

relationship-building ~ time  hierarchy  power  interruption

In which of the three countries would you feel most at home?
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15 Snail mail

Writing without thinking is like shooting without aiming. Amold Glasow

1 According to management guru Henry Mintzberg, even in the age of the
electronic office most of us still spend a third of our time tied to our desk —
doing routine paperwork. What kind of documents cross your desk in a typical
day? Write the document types below.

2 Different managers are talking about the paperwork they have to do. Complete
what they say below by writing in the documents they are referring to:

forms  copies  memos  letters  invoices  report  figures
mail post-it  contracts receipts  questionnaires  record
diagrams  trade journals

a The first thing I do when I get into the office is get myself a coffee and
check the morning
b  Whenever I have important to write, 1 usually draft them

several times before finally sending them.

¢ One thing I can’t stand is filling in — they never give you
enough space to write your answers!

d Ity to read as many as possible — just to keep up with
what's going on.

e 1 work in the legal department, so that means a lot of drafting and drawing

up of

f I work for a design firm, so I often find myself faxing of
plans and

g [ have o keep a of all my expenses, so I always ask for

—1 have a pile by the end of the month!

h Ity to setle as quickly as possible, but I query them
immediately if the don’t add up.

i I used to circulate to other people in the department, but
these days 1 just e-mail them on the Intranet or stick a on
their desk.

j Inmy job I have to construct market research , which

usually means putting together some kind of afterwards.
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3 Read the first two paragraphs of the article below. What's Oticon’s solution to
the paperwork problem?

4 Read the article again and think about the questions on the right. Then discuss
them with a partner.

This organization is

disorganization

ticon headquarters is an anti-paper 1 Do you wish you could
anti-office with mabile workstations get away from your
and networked computers. There are desk more?
plenty of workstations, but no one is
5 sitting at them. People are always on the
move. One reason employees are free to move
around is that they don't have to drag lots of
paper with them.
Every morning, people visit the company’s 2 Be honest. How much
10 second-floor ‘paper room’ to sort through of your own paperwork
incoming mail. They may keep a few is basically just rubbish?
magazines and reports to work with for the
day, but they run everything else through an
electronic scanner and throw the originals into
15 a shredder that empties into recycling bins on
the ground floor.
It's hard to imagine a more disorganized 3 Do you like
organization than Oticon. But, over the years, multi-tasking or do you
Lars Kolind and his Danish colleagues have prefer to work on one
20 built a business so successful that they have thing at a time?
captured the imagination of business
innovators around the world. At Oticon, teams
form, disband and form again as the work
requires. The company has a hundred or so
25 projects at any one time, and most people
work on several projects at once.
The most important communication is 4 Do you agree that face-
face-to-face communication,’ says Torben to-face communication
Petersen, who led the development of Oticon’s is the most effective?
30 new information systems. ‘When people move Do you think that cross-

35

around and sit next to different people, they
learn something about what others are doing,’
says Poul Erik Lyregaard, Oficon's R&D leader.
‘They also learn to respect what those people
do. They're not just “those bloody fools in
marketing”.'

Kolind sums it up: ‘To keep a company alive,
one of the jobs of top management is to keep
it disorganized.’

functional teams work?

Can you sum up the
article in a sentence?

[eoAuBcliooge)l) suluc suzebew Ausdwos jse4 Loy cajdeny

S Oticon’s approach to office organisation is sometimes called ‘hot-desking’. Would
this system make your life easier or more complicated?
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a letter necessary?

Do you ever get business letters — or is it all e-mails these days? Do you think

people take more notice of a formal letter than an e-mail? Put the following
advice in the right order. Is it good advice?

Before you write your next business letter, ...

|1 up on discussions for confirmation purposes.

must ask: is a letter necessary? There are many

failed. They are necessary when it is

record of something. They are necessary o follow

Odbg

call may be the better

L]

there is an important question you
solution. Letters are necessary
occasions when a face-to-face
when face-to-face discussions have

meeting or a telephone

OOo0do

important to have a permanent

What would you do first in situations 1-12 below?

e wrile a letter e speak to the person face to face
¢ send a fax e make a phone call
e send an e-mail e arrange a meeting

Complete and discuss each point. Use one of the prepositions from the box.

up o about of off on on with with for

for  for
You want to ...
1 introduce your company a prospective client.
2 complain the service at a hotel you stayed in.
3 give instructions how to get to your office.
4 confirm an appointment tomorrow morning.
5 sum what was agreed at a recent meeting.
6 deal a complaint from an important customer.
7 follow up a sales presentation you made.
8 raise the subject a salary increase with

your boss.

9 thank someone you stayed with

their hospitality.

10 ask a signature
on a contract.
11 send a job

application and CV.

12 share a joke you found
on the Internet

a friend.

Dl

ssauisng A
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f
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IN a rusn
1 Read the business letter below. The person who wrote it was in a rush to finish

it and made a lot of mistakes. Work with a partner. There are 17 mistakes in all.
Try to correct them.

XENON Communications
IN TOUCH WITH TECHNOLOGY

225t February

Re Enquiry about the DigiCom System

My dear Ms Ramalho,

thank you for your letter from Feb 9 and for your interest in the new Xenon

digital comunication system,

I am such sorry you were disabled to attend our presentation in Sdo Paulo last
month, but I am delighted to tell you we are planning another one in Brasilia
on April 30.

In the mean time. 1 enclose a copy of our last catalogue and currant prize list.

If you have any questions or would like further informations concerning our
company and its products, please don’t hesitate but contact me again.

[ look forwards to hearing from you.

Yours fatefully.

Rudolf Kinski

pp Brian Green

Unit 45 Pinewood Industrial Park Oxford OX7 T42

XENON Co

tel (44) (0)1865 356 777 e-mail xenon-communications@virgin.net website www.xenon.co.uk

2 & 15.1 The person who wrote the letter asked a colleague with better English
to check it for him. Listen to eight extracts from their conversation. Do they
make the same corrections you did?

-~

Could | see you a moment?

Fluency  Work with a partner to practise checking each other’s business letters. Both speakers
see pages 120 and 121.

64 15 Snail mail



www.frenglish.ru
What’s missing?

1 Replace the missing words in the following sentences from business letters. In
sentences 1-7 one word is missing. In 8-14 two words are missing. The first one
has been done for you as an example.

with
How are things you?
A

—

2 I apologise not replying sooner.

3 Further our telephone conversation yesterday, ...

4 See you the weckend. Best wishes, Jim.

5 I thought I'd send you a copy this article.

6 Sorry I wasn't there meet you when you called.

7 Sincerely, Brian Green

8 Thank you your letter May 6.

9 Get back to me soon you can.

10 I look forward hearing you.

11 With reference your fax June 3, ...

12 1 am writing regard your recent adveﬂisemf:nt.

13 I'll be touch the next couple of weeks or so.

14 1 can be any further assistance, do contact me again.
2  Now write the numbers of the sentences in the box below according to whether

they usually come at the beginning or end of a business letter and whether they
are formal or informal.

for more on multi-verb Beginning
expressions see
page 108 End
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Crossed in the post

Work in groups to practise sending and receiving letters of complaint and apology.
Every ten minutes you will have to ‘mail’ the letter you have written to another
group and reply to the one you receive. Use the phrases and expressions below as
the basis for your letters, but add extra points if you like.

1 Preparation
In your group invent a defective piece of equipment you recently purchased — it
can be anything you like.

Product: Problem:

When you are ready, write to the manufacturer and complain.

2 A letter of complaint

writing / complain about ... / recently purchased /

seem to be having problems with ... / expensive item /

well within guarantee / repair or replace / look forward / hearing /
you soon

Mail your letter and reply to the one you receive.

3 A standard response

having problems with ... / always try to ensure / highest quality /

our products / probably just ... / may we suggest you ...? / if /

further difficulties / please contact / again or try /

customer helpline on freephone 0800 505 ‘

Mail your letter and reply to the one you receive.

4 A stronger complaint

again writing / complain about ... / found your response /
previous letter / quite unsatisfactory /

clearly a defect requiring urgent attention / customer helpline /
permanently engaged / afraid / must insist / immediate action /
otherwise / no alternative / ask for full refund of purchase price

Mail your letter and reply to the one you receive.

5 Either A letter of apology

writing / regard / your letter of ... / very sorry to hear /

still having problems with ... / please accept / sincere apologies /
immediately send an engineer / sort out / problem / in addition /
happy to offer 20% refund or free upgrade

Or A dismissive response

regard / your letter of ... / T can only say / never had complaints before /
problem you describe simply cannot happen / not our policy /

offer refunds / if / return / item / us / happy to check / but / afraid this /
have to be / your expense

Mail your letter. If necessary, phone the other group to confirm, alter or complain
about the arrangements.

66
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16 Solving problems

Meetings

Problem solving is finding ways of getting from where we are to where we want
to be. Alan Barker, How to Hold Better Meetings

1 How good are you at problem-solving? Where and when do you get your best
ideas? Complete the following phrases and tick those that are true for you.

meetings  work  desk  drinks  night  shower  holiday
daydreaming  course  morning book  bath  court  music

a first thing in the h listening to

b in the middle of the i on the golf

¢ travelling to and from i on the tennis

d on k after a few

e atmy I relaxing with a good

f lyingin a nice hot m in problem-solving

g while I'm taking a n while I'm !

- ®
Today’s question:
In what ways, big
or small, could this
company save
money?

Write your
suggestions below.
$100 bonus for all
suggestions we

’ adopt.

:

2

3

Compare the phrases you ticked in 1 with a partner.

There is a Japanese expression: None of us is as
smart as all of us. Following this idea, one American
company regularly posts questions on a bulletin
board and invites its staff to brainstorm suggestions.
Read the bulletin board on the left.

Work with a partner. Think of as many ways as
possible your company could save money. Then
compare your ideas with the rest of the group.

&= +5.1 Listen to the first idea the company awarded
a $100 bonus to.

Now read the problems on the right that three real
companies faced. Try to solve them with a partner.

&2 15.2 Listen and compare each company’s solution
with yours. What do you think of the real solutions?

I The owner of a
Mexican restaurant in
San Francisco faced a
dilemma. She wanted
to advertise but
couldn’t afford to pay
for space in the local
newspaper or for
airtime on the local
radio station.

2 The manager of a

bank in the UK had
become alarmed at
the number of stolen
cheques being cashed.
Signatures were simply
too easy to forge.
Something had to be
done.

A company that
makes industrial
cleaners and sells
them by direct malil
had an obvious
problem — boring
product, boring
market. The question

was: how could ’the?' -
AL AL LU g g by LA,

get noticed?

b DI
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Problem-solving meetings should start with clear objectives and end with clear

actions. Look at the problems and objectives in the box. Complete the
suggestions in column 3 using the phrases below.

L1 = N+ T =

What’s the problem?

1 We can't get retail outlets to
stock our new product.

2 Our sole supplier is about to
go bankrupt!

3 Rising labour costs are
reducing profits.

4 QOld unsold stock is starting

to pile up in the warehouses.

5 Someone in the company is

passing on information to the

competition!

na

LY

Extract 1 Which of the two suggestions is better received?
Extract 2 What will happen if a solution isn't found?

Extract 3 Why isn't a price increase an option?

to shift production to somewhere
like South-East Asia

to sell it direct online

delay the new product launch
offered it on a sale or return basis
encrypting our most confidential
information

What’s our objective?

to get access to the customer

to get the supplies we need

to maintain our profit margins

to create space for new product

to protect our competitive
advantage

f

sell it off at a discount
raising prices

we involved the police
bought the company out
just manufacture our own
components

What action can we take?

What if we 2
Another option would be "

Supposingwe 7
Alternatively, we could
How about 2

The answer could be
Why don't we ?
Couldn'twejust 7
What about 4

Maybe it's time :

&= 5.5 Listen 1o extracts from the meetings above and check your answers.

Listen again and answer the following questions:

Extract 4 How is product development affecting the stock situation?

Extract 5 What do you think the last speaker means when he says ‘Perhaps we

can even turn the situation to our advantage”?

4 For

more suggestion of your own.
Compare with the other
members of your group. Have
you ever experienced similar
problems yourself?

Collocations 5

B Lexis link

for more on the
vocabulary of people and
products see page 110
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S Complete the sentences. They were all in the extracts you just listened to.
'd discounted + wouldn't have 'd been + wouldn't be
wouldn’t have + ’d priced  would have + ’d thought
'd known + could have

1 We this problem if we the product more
sensibly in the first place.

2 Ifwe this was going to happen, we had our
own production plant up and running by now.

3 If we able to get the unions to accept a lower pay offer, John,
we considering outsourcing to Asia.
If we it sooner, we had to be so generous.

I T 5 1 called the police in already if I it would do

any good.

for more on conditionals
(past referencs) see

page 110 a tothe pastand present? [ | [ 1 [] b only to the pastz L] [

Which of the sentences above refer

Problem-solving techniques

1 Do you have a special procedure for dealing with more complex problems?
Complete the checklist below using the verbs in the boxes:

1-4 review define select brainstorm
5—12 invite assign break explore draw up restate
eliminate  criticise

Step One: the basic problem (1) the problem down into parts (5)
the problem as a challenge (6)
Step Two: ideas (2) everyone to speak (7)

nothing at this stage (8)

Step Three: your ideas so far (3) the possibilities of each idea (9)
impractical suggestions (10)

Step Four: the best solution (4) an action plan (11)
different tasks to different people (12)

2 The following sentences were used in a problem-solving meeting. Decide at
which step in 1 each sentence was used.

a Now, what we need are as many ideas as g

OK, let’s see what we've got so far.
possible.

h 1 think we'll have to reject this idea for
b How could we make this idea work? oY
¢ On balance, I think we should go with this i

Now, how do we implement this?
idea.

i OK, that's a nice idea.
d Let’s think about what we can do, instead of

. k Joanne, can I leave the details to you?
what we can’t.

I I think there are three main aspects to the

e I'd like to hear what you all have to say. bi
problem.

f OK, basically, the problem is this.
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Everyday problems

Giving advice 1

Work in groups. What sort of everyday problems do you face at work? Write

down on separate slips of paper two or three of the toughest problems you
have to deal with. Be specific.

2 Swap papers with another group. Read out the problems one by one and

discuss with your group how they could be solved. Write down any suggestions
on the back of the papers.

3 Return the papers to their original owners. Was any of the advice useful?

Creativity

1 How important is creativity in problem-solving? Work in groups. Each group
reads a different piece of advice on how to solve problems creatively.

I Change your perspective

A lot of problems can be solved simply by looking at
them in a different way. Try problem reversal. Don't
ask how you can sell more of your products. Ask
how you could sell fewer and see where that idea
takes you. Perhaps you could create a totally new
market where exclusivity was more important than
sales volume.As marketing and communications
specialist Ros Jay points out:‘Many companies have
done well out of problem reversal. Businesses like
Apple Computers have looked at the market and,
instead of saying “how can we compete with all
these big players”, have asked themselves “what can
we do that all these other companies aren’t doing?””
In the late 90s the mighty IBM's slogan was ‘Think'.
Apple’s was ‘Think different’.

2 Be playful

Must work always feel like work? John Quelch, Dean
of the London School of Business, asks: ‘How many
times a day does the average five-year-old laugh?
Answer: |50. How many times a day does the
average 45-year-old executive laugh? Answer: five.
Who is having more fun? Who is, therefore, likely to
be more creative! Need we ask? At ?What Ifl, a
London-based innovation consultancy, they've
worked out that most people get their best ideas
away from the office, so they've made the office look
like home, complete with armchairs, kitchen and

FE U

k i
-

even table football. ?VWhat If! is now
a £3 million company whose

15 clients include Pepsi Co, ICl and
British Airways, so they must
be doing something right.

3 Make
connections

In their bestseller,
Funky Business, jonas
5 Ridderstrale and Kjell
Nordstrom discuss the
idea that ‘as everything
that ever will be invented
has been invented, the
10 only way forward is to
combine what is already
there’. So we get ‘e-mail',‘'edu-tainment’, TV dinners’,
‘distance-learning’ and ‘bio-tech’. Sometimes the
combinations are impossible. Yamaha, for example,
15 hasn’t yet worked out a way to combine motorbikes

with musical instruments — perhaps it will. But Jake
Burton had more success when he gave up his job
on Wall Street in 1977 to pioneer a new sport.

Bringing together two quite separate things — snow

20 and surfboards — he developed the modern
snowboard. Today there are nearly four million
snowboarders breaking their necks all over the
world in the name of fun!

2 Form groups with people who read different texts. Give each other a summary
of what you read. Which is the best advice? Do you know of other companies
which successfully use these methods?

70 16 Solving problems



Case studies

Fluency 1

www.frenglish.ru

Work in groups. Choose a chairperson. Using the procedure on page 69, hold a

meeting to solve the problem in either Case study 1 or Case study 2 below.

e Read paragraph one. What else do you know about this business?
e Read paragraph two. What's your immediate response to the problem?
e Read paragraph three. It should give you some extra ideas on how to solve

the problem.

e Conduct a problem-solving meeting with your group.
e Summarise the problem and your solutions for the other group or groups.
Find out if they agree with you.

2 [ 16.4 Listen to the cassette to find out what the companies actually did. Were
your suggestions similar? Is there anything in the case studies which is relevant

to your own line of business?

Case study 1

18

20

25

Case study 2

A quality problem
at Harley-Davidson

The company
Harley-Davidson is more than
just a motorcycle company.
It's a legend. The firm’s
website says it all: ‘It's one thing for customers to buy
your product. It's another for them to tattoo your name
on their bodies.' Featured in cult movies like Easy Rider
and brandstretched to include everything from cowboy
hats to deodorant, the Harley is an American icon to
stand alongside Coke, Levis and Mariboro.

The challenge But in the mid 80s the company
was in big trouble. Faced with strong competition from
Japan and unable to keep costs down without affecting
quality, Harley was steadily losing market share to
copycat models manufactured by Honda, Yamaha and
Kawasaki. Thanks to just-in-time production methods
and a simpler management structure, it seemed that
everything the Americans could do the Japanese could
do better and more cheaply. A flood of Japanese
imports was even starting to worry the Reagan
administration in Washington. New Harley-Davidson
CEO Richard Teerlink had to come up with a rescue
plan — and fast!

The opportunity One thing Teerlink knew was
that the average age of the Harley rider was increasing.
It was no longer a young blue-collar worker's bike. High
prices had seen to that. Now middle-aged bankers,
accountants and lawyers wanted to swap their
business suits for biker leathers at the weekend and go
in search of freedom. These people weren't in a hurry
to take delivery of their bikes, as long as it was worth
the wait, and 75% of them made repeat purchases.
They admired the superior engineering of the Japanese
bikes, but they really didn't want to buy Japanese —
they just needed a good reason not to.

10

20

25

An image problem at
Hennessy Cognac

The company

Hennessy Cognac has a long and
colourful history going back to
1765 when Irishman and war
hero, Richard Hennessy, left the army and started the
company in France. Today it is one of the premium
brands owned by food and drinks giant, Diageo, whose
other famous names include Guinness, Gordon's gin,
Dom Perignon champagne and Johnnie Walker's whisky.

The challenge But in America in the mid 90s
Hennessy had a serious image problem. Perhaps
because of its great tradition, Hennessy was regarded
as an after-dinner drink for old men, bores, snobs -
everything the young ambitious American professional
definitely did not want to become. Compared with the
ever-popular gin and tonic and other more exotic
cocktails, sales of Hennessy looked positively horizontal.
Conventional advertising and point-of-sale promotions
seemed to have little effect. The marketing team at
Diageo needed to devise a truly original campaign if
they were going to reverse a slow decline in sales.

The opportunity You're not paying attention.
Nobody is. These days there’s so much marketing hype
it's impossible to take it all in. lt's estimated that we all
see around 3,000 advertising messages every day from
billboards to T-shirts, bumper stickers to webpage
banners, and the net result is that we take no notice at
all. Particularly in sophisticated luxury goods markets,
straight advertising just doesn't work anymore. What
does seem to work is peer pressure — seeing what our
friends and colleagues are doing and doing the same.
Busy people, especially, don't like their lives being
interrupted by stupid commercials. But that doesn't
mean they can't be persuaded, as Diageo discovered.
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Talking points

17 Global village

A man’s feet must be planted in his country, but his eyes should survey the worid.
George Santayana, philosopher and writer

1 Read the list below. What point are they all making about national cultures?

Did you know that ...

e there are more Manchester United football supporters in China than there are
in Manchester?

e France’s biggest tourist attraction is not the Eiffel Tower, but Disneyland?

° Romania’s biggest tourist attraction is not Dracula’s castle, but a replica of
the ranch in the TV series, Dallas?

e in Britain more people work in Indian restaurants than in steel, mining and
shipbuilding combined?

e the theme song for Iragi leader Saddam IHussein’s 54th birthday party was
Frank Sinatra’s My Way?

Is this what we mean by globalisation?

Discussion 2 Discuss the following two opinions with a partner. Which one is closer to your
own point of view?

a ‘As business and the media globalise, and we all eat the same food, wear the
same clothes and watch the same films, we are all in danger of becoming
the same as everyone else.’

b ‘Globalisation is just about selling products and services to a connected
world market. It's not about culture. A Chinaman is no less Chinese because
he wears Nikes and eats KFC.'

2 Work in groups of four. Each group reads a different article on page 73. Choose
the best title for your article by combining one word from a and b in the box.

a New  Global Divided Forgotten  Borderless  Equal
Emerging  Culture  Youth  Media

b World  Billions  Culture  Capitalism  Reaction
Opportunities ~ Shock  Myth  Power  East
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Article |

According to Chai-Anan Samudavanija, director of the

Chaiyong Limthonghul Foundation, a private think-tank in
Bangkok,'No modern economy can any longer be limited

to its country's borders. These days capital, goods and 5
labour move freely across borders. During the last forty

years international trade has increased by 15009 as tariffs

have fallen from 509 to less than 5%.That's why companies

like Exxon do two-thirds of their business outside the US

and components for the new Ford Escort come from 10

fifteen different countries.

The biggest effect of globalisation has been in the East.
The end of the Cold War and the decision to speed up
market reforms has resulted in Asia's new growth areas: the
highlands of south-west China, Myanmar, Laos, Thailand and 15
Vietnam. Article | | of the Chinese constitution has even
been rewritten. It now reads: ‘Private businesses are an
important part of the country's socialist market economy!
And in Russia some companies say they no longer hire
Westerners because they don't think they're Capitalist
enough!

Article 2

Several years ago at the first anti-globalisation protest in

Seattle, 50,000 students famously succeeded in closing 5
down a meeting of the World Trade Organization. Since

then, similar protests have been held in Washington,

London, Genoa, Prague, Melbourne and elsewhere. Thanks

to global media coverage, the protesters have been
remarkably successful in forming public opinion, They say 10
global companies create unfair competition, reduce
consumer choice and destroy national culture.

But Pankaj Ghemawat of the Harvard Business School
says it's the opposite: globalisaton opens up markets and
cultures to everyone. In a truly global market even the 15
smallest companies can compete. In an interview with Time
magazine, Slavo Zizek of the Institute for Social Studies in
Ljubljana, Slovenia, points out that it's the bigger countries
like France and Germany who have more to fear from
globalisation than smaller ones like Slovenia. One of the
benefits of globalisation, Zizek claims, is that powerful
nations actually lose power to the weaker ones,

20

4 Form new groups with people who read different
articles. Explain your choice of title.

5 Complete the following with your ideas about the
article you read. Read your statements out to your
group and take questions if necessary.

www.frenglish.ru

Article 3

Almost every major company now likes to call itself ‘global’.
But globalisation is a lie. The fact is that less than 2% of
executives ever work abroad. Both Microsoft and Intel do
70% of their business in the United States. 38 million
people may eat at McDonald's every day, but, as the
company itself points out, that's only about half a per cent
of the world's population. Nine out of ten PCs may run on
MS-DOS, but only one per cent of the world owns a
computer. 60-70% have never even made a phone calll
More shocking still, 80% of the world lives in sub-
standard housing, 70% is unable to read and 50% suffers
from malnutrition. If you have a little money in the bank,
cash in your wallet and a bit of spare change in a dish
somewhere, you are already among the top 8% of the
waorld's people. Even in industrialised countries like the
Czech Republic and Brazil, there is a big difference between
the ‘globalised’ rich and the local poor: Looked at in proper
perspective, the global village is a very small one,

Article 4

The global village is a product of the media. CNN World
Report has 130 reporters covering 200 different countries
‘the American Way'. According to Asia Week, the head of
News Corporation, Rupert Murdoch, is the fourth most

powerful man in Asia. Murdoch owns eight international
newspapers and many of the world's biggest film, television
and Internet companies, The Washington Post called him ‘the
global village's communications minister’,

Satellites do not respect national borders, MTV has
gone where the CIA never could — into 400 million homes
globally. Its influence on young consumers is huge. 200,000
Russian youths gathered in Moscow's Red Square to listen
to bands sponsored by The GAR Ericsson and Shiseido.
One four-week sales promotion on the music channel
resulted in an amazing 30% rise in sales for Levis, MTV's Bill
Roedy says ‘We're always trying to fight the stereotype that
MTV is importing American culture. At the same time, he
adds: 'We want MTV in every home! Polish president,
Aleksandr Kwasniewski, sums it up:"We have to realise that
MTV is more powerful than NATO!

‘ﬁi‘ - -.I:'\.l ...‘

SRR OON,

I basically agree with the point about ...
I can’t believe the point about ...

point about ...

I totally disagree with the

& Prepare to talk for a minute or two to the class about how globalisation has
affected or may affect the company you work for.

So far, ... Up till now, ...
In the future, ...

Over the next few years, ...

Over the last few years, ... Looking ahead, ...
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Networking

18 Eating out

Conversation is the enemy of good wine and food. Alfred Hitchcock, film director

Discussion 1 Work with a partner and discuss the following questions.

a Is lunch an important meal for you?
b Do you ever have business lunches?
¢ Which of the following are you most likely to say to a foreign colleague
visiting your country?
I thought you might like to try some of our local cuisine.
I thought we could just grab a quick pizza or something.
1 thought we'd just work through lunch and eat later.

Sentence-building 2 What kind of restaurants do you like? Add the phrases in the box to the diagram
below to make twelve useful expressions.

specialises in fish  you can get fresh oysters they know me

a fantastic view of the city I sometimes go  down the road

round the corner  does an excellent lasagne  a superb menu

five minutes from here  you might like  a very pleasant atmosphere

-

just a

b

c

which d

e

really nice £

There'sa  pretty good place

great new where g

h

with i
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3 Do you have a favourite place where you take clients and colleagues? If so, tell
a partner about it.

4 Look at the buffet in the photograph. How many of the dishes can you name?
Discuss the food with a partner. Use the phrases and expressions below to

help you.
What's that? It looks like a kind of ...  What are those?
Some sort of ..., I think.  That looks nice. ~ Hm. I don’t fancy it.
It doesn't look very ... I wonder what it's like.
It looks a bit like ..., ... only more ... ... only not as ...
I wonder what's in it. I think it's made of ...  So, what are you having?
I'm not sure. How about you?

Who said it?

1 The following things were said during a business lunch. Who do you think
probably said them — the host, the guest or could it be either? Write H, G or E
next to each sentence.

1 Nice place. Do you come here 12 You could try the lamb. That’s
often? | very good here. []
2 Now, what would you like to 13 That sounds nice. ||
drink? [ | 14 Shall we order a bottle of the
3 TI'll just see if our table’s ready. ] house red? [
4 This is their standard menu. | | 15 Could we order some mineral
5 It all looks very good. L] water, too?
6 And those are the specials. [ ] 16 This is absolutely delicious.
7 Let me know if you want me to How's yours? ]
explain anything. ] 17 Now, how about a dessert?? [
8 So, what do you recommend? [] 18 Better not. I'm on a diet. [

1
]

9 Well, they do a great lasagne. L] 19 Tl get this. L]
10 Is there anything you don't eat? [l 20 No, no, I insist. You're my
11 I'm allergic to mussels. ] guest. []

2 &3 1s.1 Now compare your answers with the conversation in the restaurant. The
man is the host.

.......................................................................
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Table manners

Quiz 1
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In Russia they sit down at cocktail parties. In China the most important guest is

seated facing the door. In Japan a tip is not expected; in France it is an insult not
to leave one. How culturally aware are you at the table? Try the quiz below,
Underline the correct information.

Cross-cultural quiz

1 In Greece / Finland people frequently stop for lunch
at 11.30 in the morning.

2 In Switzerland / Brazil it's common to be up to two
hours late for a party.

3 In Portugal / the USA a business lunch can last up
to three and half hours.

4 InJapan / Russia the soup is often eaten at the

9

10

11

At a Turkish / Chinese dinner table it is extremely
impolite to say how hungry you are.

The Japanese / British sometimes need to be
offered more food three times before they will
accept.

American / Latin executives like to be invited to
your home for dinner.

In Belgium / Spain an 11 o'clock dinner is quite

end of the meal. 12
5 In France / Britain cheese is normally served after normal.
the dessert. 13

6 In American / German restaurants you may be
asked if you want a bag for the food you can't eat.

7 InArab / Asian countries you must wait for your
host to serve you the main meat dish.

8 In Mexico / Belgium you should keep both hands
on the dinner table where they can be seen.

2 Find seven examples of the passive in the quiz in 1.

i Grammar link

14

15

Sticky situations

& 2.2 Listen to business people from different countries

In Asian / Arab countries food is usually eaten with
just three fingers of the right hand.

In Poland / Japan you should keep filling other
guests’ glasses until they turn them over.

In African / Asian countries it is the host who
decides when the guests should leave.

UBISY G}

ueder pi qeny g UEdS Z)
ueduauny L @seueder gi
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uesusuny @ uRjug g uedep g
[efnuod g FRIg g PuUBlU4 §
:zinb 0} s1amsuy

for more on the passive
see page 112 :
chatting over lunch and answer the questions.
Conversation 1 Conversation 2

1 What is Seiji worried about?

1 What is Hans'’s problem?

Conversation 3
1 Why does Louise have a problem
choosing what to eat?

2 Seiji uses different expressions
to stop his colleague choosing
the fugu. Complete them.

a It's rather
b It's a little
Cc You may
d | think you'd

e Really, | think you should

3 What does David say when he
decides to change his mind?

2 The Spaniards use different
expressions to encourage Hans

to try the squid. Complete them.
a We thought you might

b You'l

c You'll really
d This is something

e It's really

3 What does Hans say when he
refuses the Spaniards’ offer?

2 Jean-Claude and Louise mention
lots of different cooking methods.

Complete them.

At AT d gr
bbo ‘e ba
c ro

3 Complete these extracts from the
conversation:

a ... nothing made pastry.

b ... nothing cooked oil.

c It comes potatoes and
fresh vegetables.

4 Have you ever had lunch with
anyone like Louise?

.......................................................................
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A healthy diet

Do you watch what you eat or eat what you like? Categorise the food and drink
below according to whether:

_ -It*sgoddfbryou ' : It's bad for you

You like it

You don't like it

grilled chicken a cup of tea roast beef  baked ham a brandy
ice-cream  a vodka and ice  smoked salmon  a fruit juice

fillet steak apple pie and cream  lamb chops  duck paté and toast

a glass of port  baked trout  local seafood  a whisky and soda

boiled vegetables a coke chips a green salad still mineral water
a hot curry  fresh pasta  a beer  a cheeseburger  a black coffee

l.;l‘_._e,x'fs link a salami sandwich  a liqueur  pork sausages  fresh fruit  raw fish
SarimorS foadant dnnk a slice of chocolate gateau  cheese and biscuits ~ a glass of wine
vocabulary see page 113 fried rice a gin and tonic veal

Out to lunch MEN U

Fluency Work with a partner. You are having a
business lunch together. Take turns to be
the host and help your guest choose B AT
something to eat and drink from your 1
menu.

I

On the menu, write down the names of 3
three different starters and main

dishes which are typical of your country MAIN DISHES
or region. 1

I~

The first dish should be something you
dislike and never recommend to anyone. 3

The second dish should be something you
really like and think everyone should try. WENE LUSE

The third dish should be something which
is quite difficult to describe.

3%

If you want, add a couple of wines to the
wine list.

When you are both ready, use Speaker A’s menu first.

Speaker A (the host): help your guest to choose a meal, describing the dishes if
necessary and recommending some dishes (or not).

Speaker B (the guest): find out as much as you can about the dishes before you
choose. Don't be too easily persuaded or dissuaded.

Then change over and use Speaker B's menu. Speaker B is now the host, Speaker A
the guest.
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Desk work

19 Messaging

Communication is the soul of management. Dianna Booher, CEQ of Booher Consultants Inc.

1 Read the following statistics and discuss the questions with a partner.

At the end of the 20th century, 90% Online retailer Amazon.com Communication experts repeatedly
of the world’s telecormmunications currently stocks 213 books on tell us that 60% of communication
were phone calls. According to ‘netiguette’ or how to write your is how you look, 30% how you
Newsweek magazine, that figure will e-mail. You can even buy a course sound, and only 10% what you
soon drop to less than 10% as we on ‘cyber-grammar’! actually say.
all switch to e-mail and other forms ; - 07 :

. . a [s this all really necessary? If this is true, does it mean that
of digitally transmitted data. o

b /s e-mail really that difficult? phone calls are only 40% and

a Are you getting more e-mail than e-mails only 10% effective?

phone calls these days?

b Do you think the shift towards
e-mail is a good thing?

2 Read the following extract from a book. What's the main point it's making?

Glossary:

suppress = hide

dig out = look for e have been trained throughout our business careers

cc = send a copy to to suppress our individual voice and to sound like a

fire off = send quickly ‘professional’ - that is, to sound like everyone else. If

font = style of type you need to hear how the professional voice sounds, dig out a

margin = blank space at 5 memo you wrote four years ago and compare it with how you'd
the side of a page write an e-mail about it now. A professional memo obeys rules such

as one page is best, no jokes, spell-check it carefully and send it to

as few people as possible.
Now we write e-mails. They're short, they’re funny; they sound
10 like us,and we cc the CEO whenever we feel like it. E-mail is a more
immediate medium than paper. My expectation of the response
time to many messages I send is today, not tomorrow or a week
from now. This urgency means I'm more likely to write quickly and
conversationally when I respond to a message. A lot of the
15 spontaneity in e-mail messages comes from writers breaking
through their natural caution and reserve, rushing the writing
process, giving themselves permission to be blunt, honest and

wico| 4 ueBequisp, (1 SPESS  '8¥007 O ‘Bune k AqQ oisajmyy LIRgens GyJ Woy padepy

sincere in response to a query.
That's why most of us don’t want to use a word processor
20 to write our e-mails. We want to be free of the expectation that
we've spell-checked it or even reread it before firing it off.
We certainly don’t want to waste our time messing about with
fonts and margins.
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3 B 15.1 Listen to five business people giving their reactions to the text in 2.
They each make two main points. Take notes and match the people to the
points they make.

a You have to adjust your writing style to the person you're e-mailing. 2]
People used to think you had to have special training to answer the phone
and write business correspondence. []

People waste too much time on social chit-chat. Ll

Impressions count with e-mail as much as mail. | |

Having to learn formal letter-phrases used to be a real pain. [

When replying to another e-mail, just get straight to the point. Ll

Q@ = 0 o 0

These days you can send and receive messages using many
different media. [ |

h Most e-mails are badly planned. [

i There’s no such thing as a special way of writing e-mails. ]

i You don't know who might read your e-mail. L]

4 Work with a partner. Which of the points the speakers made in 3 do you agree
or disagree with? Use the phrases in the box if you like.
[ agree with the point about ...
I agree in some ways with the point about ...
But I'm not so sure about ...
I don't go along with the point about ...

1
|
|
t
{
[
{
l
i
|
|

AND YOU SAID HE
WASN'T BRIGHT

ENOUGH TO FIGURE
OUT HOW TO  ((YHATS HIS

HEY, WALLY!
THE B0SS SENT
HIS FIRST E-MAIL
MESSAGE !

l

I FORGOT MY

WATCH, BOES ToE 10
ANYBoDy ~— CHANGE
KNOW WHAT ~ J09BS.
TIME IT I5?” \

\

>

S.Adams E-mail: SCOTTADAMS@AOL.COM
1{3!'11{.0 1996 United Feature Syndicate, Inc.(NYC)
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A management consultancy is putting together a proposal for a major new client,

pharmaceutical giant, Hoechst. Put the following e-mails between two of their
consultants into the correct order. Read all the e-mails first — a and h are in the

right place.

a Subject: Hoechst report — progress?
Attachments: none

Sam

This is just a quick reminder to let you know that
the Hoechst report was due yesterday.

E-mail me if you're having problems.

Jonathan

b Subject: Costing for Hoechst
Attachments: none

Jonathan

| see your point. Estimates would give us more
room to negotiate on fees, but | think the client
will appreciate that we've fully itemised all the
costs.

Sam

¢ Subject: So you are alive after all!
Attachments: none

Sam

Thanks for the report. At last! Actually, you've
done a great job on it. Just one thing. Should we
be quoting precise figures at this stage or just
giving a rough estimate?

Jonathan

d Subject: Hoechst report
Attachments: HoechstRep
CostBrkdn

Jonathan

Sorry for the delay in getting back to you. Our
server's been down again. I'm sending a first
draft of the report as an attachment together
with a detailed breakdown of costs for the whole
project. Could you have a look at them and tell
me if there’s anything you want changing?

Sam

80 19 Messaging

e Subject: HELLO?
Attachments: none

SAM!

Haven't you received my previous two e-mails?
This is getting urgent. I've tried to phone, but
you're never in. Look, I'm under a lot of pressure
from head office to get this proposal in on
schedule. Don't let me down, Sam.

Jonathan

f Subject: Costing for Hoechst
Attachments: HoechstRepAlt

Sam

Yeah, you're probably right. It looks better if we
show that we can set and stick to a budget.
Can you just make a few alterations (see
attachment) and then e-mail me another copy?
Oh, and cc one to Lisa as well. Thanks.

Jonathan

g Subject: Hoechst report — update please
Attachments: none

Sam

Just had a call from Lisa. She wants to know
what the hold-up is with the Hoechst report. Did
you get my last e-mail? Please let me know
what the position is asap.

Jonathan

h Subject: Revised Hoechst Report
Attachments: HoechstRep2
CondJoke

Jonathan

Here's the revised version of the report. OK, so |
just missed the deadline, but only two days late.
Give me a break. By the way, | found a joke on
the Internet the other day that might appeal to
your sense of humour: You could use it in your
presentation to Hoechst:

Why are they using consultants instead of rats in
laboratory experiments these days? See
attachment for answer :)

Sam
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2  What do you think the punchline to Sam’s joke is? See below for the answer.

“LUOM 1B1 B 1B O [[IAs JUEINSUOD B SSUIYL 21 2131 PUER ‘WY 01 paydrne
$s9] 108 SUEDIUYI] (] ) ‘SILI 1BY] UOWIWOD 2I0W dIB SJULINSUO)
LIPMSTY

3 Match up the words and phrases below to make fifteen complete expressions.
If you need to, refer to the e-mails you read in 1, where they all appeared in the
same order as here.

a thisis just - if you're having problems

b thereport . to negotiate costs

¢ e-mail me was due __— reminder

d room temised _— on fees

e fuly aquick = yesterday

f quote the delay in estimate

g ge precise report as an attachment
h sorry for a rough getting back to you
i senda breakdown of costs figures

j adetailed first draft of the for the project

k be under proposal in a budget

I geta stick to head office

m setand missed the deadline

n letme pressure from position is asap

o |just know what the on schedule

Relaying messaqt

Q

(]

S
:

&2 1.2 You and a partner both work for a top management consultancy in
London. Listen to four voice mail messages famous business people might have
left you (but didn’t). Who do you think the callers are supposed to be?

2 With your partner, listen to one of the messages again and take notes.

2 Write a brief summary of the message you listened to. Use the notes below to
help you.
Message 1: (Name) rang to apologise for ... . Apparently, he’s ... He said ...

and suggested ... . He asked us to .. .

Message 2: (Name) rang to remind us to ... . Unfortunately, he said he
couldn’t ..., but he offered to ... and told us to ... .

Message 3: (Name) rang to thank us for ... and to invite us to ... .
She admitted ..., but was wondering if ... .

Message 4: (Name) rang to complain about ... .
Ie threatened to ... if we don't ... . He insisted we ... .

Grammar link . .
l ' 4 Read out your summary to the rest of the class and listen to theirs.

for more on reporting see

e 114 = " i s i ;
G 5 Write a short e-mail in reply to one of the voice mail messages.
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Dealing with messages

Fluency 1 Work in groups to produce a short profile of a company, a department in that
company and an executive who works in that department. Invent the whole
thing or use the names of real people and companies if you prefer.

ol il

Name of company:

Location:

Main business activity:

Department:

Name of executive:

Position in company:

2 Prepare five e-mail messages and (if you can) five voice mail messages that the
executive you invented might receive on a typical (or not so typical) working
day. Keep each message fairly short. Include personal ones if you like.

Message ideas:
good news
an offer

a complaint
a crisis

an apology
an invitation
a request
bad news

a rumour

a reprimand
an ultimatum

2 When you are ready, write out your e-mail messages or print them off on a PC.
Record your voice mail messages onto a casseltte.

4 Swap your profile, voice mail cassette and e-mails with another group.

5 Read and listen to the messages the other group gave you and decide how you
are going to respond to each. Classify the messages as ‘important’, ‘urgent’,
‘postpone’, ‘delegate’ or ‘bin’.

6 Write replies to the messages and return them to the group you swapped with.

7 Report back to the class how you dealt with the messages you received.

82 19 Messaging
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Meetings

20 Negotiating

Never begin a deal, a battle or a love affair if the fear of losing overshadows the
prospect of winning. Aristotle Onassis, shipping tycoon

1 William Ury is co-author of the world’s most famous book on negotiating,
Getting io Yes. Read the following extract from his best-selling sequel, Gerting
Past No. Which of the situations remind you of something that's happened to
you?

aily life is full of negotiations that can drive you crazy.
Over breakfast you get into an argument with your
spouse about buying a new car. You think it’s time, but
your spouse says: ‘Don’t be ridiculous! You know we can’t afford it

5  right now’
A morning meeting with your boss. You present him with a
carefully prepared proposal for a new project, but he interrupts you

A we i Aq on isey Buiien waol) pedepy

after a minute and says: “We already tried that and it didn’t work.
Next item.

10 During your lunch hour you try to return a defective toaster-
oven, but the salesperson refuses to refund your money because
you don’t have the sales slip:‘It’s store policy!

In the evening you need to return some phone calls, but the
line is tied up by your thirteen-year-old daughter. Exasperated, you

15 ask her to get off the phone. She yells: ‘Why don’t you get me my
own phone line? All my friends have them!

20 Negotiating 83
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[

a In order to give the person in the extract in 1 advice, what else would you
need to know about each situation?

b What would you say in response to each of the people in the text?

Compare your ideas with a partner.

3 Complete the following sentence in not more than five words: ‘A good

negotiator

Compare sentences with other people in the class.

4 & 20.1 Listen to four business people sharing their views on how to negotiate
and answer the questions below.

a Put the following stages in a negotiation into the order Speaker 1 mentions

them.

have lunch [ | create rapport |

agree on a procedure | | set out proposals [ |
bargain ] agree terms L]

close [ | celebrate [

listen and take notes [ make counter-proposals []

b Speaker 2 refers to the following acronyms. What do they mean?
op
TP
WAP
FBP
BATNA

¢ According to Speaker 3, why doesn’t ‘win-win’ usually work?

d What five pieces of advice does Speaker 3 offer?

e According to Speaker 4, what’s the worst thing you can do to a

negotiator?

What's the difference between tactics and dirty tricks?

What examples does he mention?

Collocations & Match up the halves of the following collocations. All of them have appeared in
the unit so far.

a initial deal e critical process
b long-term offer f win-win demand
c dirty relationship g negotiating phase

d one-off tricks h last-minute negotiation
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Directness

1 Read the joke. Is there a lesson to be learned from it?

Two priests were so addicted to smoking that they desperately needed to puff on
cigarettes even while they prayed. Both developed guilty consciences and
decided to ask their superior for permission to smoke.

The first asked if it was OK to smoke while he was praying. Permission was
denied. The second priest asked if he was allowed to pray while he was smoking.
His superior found his dedication admirable and immediately granted his request.

2 How direct you want to be in a negotiation is a matter of both cultural
background and personal choice. On which side of the line below would you
place people from your own culture? How about you personally?

prefer the diplomatic approach - 1 > prefer straight-talking

3 Find someone in your group who put themselves on the other side of the line
from you. Try to persuade each other that your side is better.

Yoyt uyop Aq uonenoBep yBnoay Buiuuin, 07 8pIND S,10iP} 818/dWoD

4 The following thoughts passed through the minds of two negotiators during a
negotiation. Use the words and phrases in brackets to reproduce what they
actually said.

a That's impossible.
(unfortunately / would not / possible)
b We can't go higher than 7%.
(would find / quite difficult)

¢ We won't accept less than $5 a unit.

(afraid / not in a position / this stage)

d Youlll have to pay more if you want that.
(may / slightly)

e We need a commitment from you now.
(would / some kind)
f We should spend more time looking for a compromise here.
(shouldn't / little?)
g It would be a good idea to agree on a price before we go any further.
(wouldn't / better?)
h We hoped you'd pay a deposit today.
(were hoping / able)

i It will be difficult to get my boss to agree to this.
(might not / very easy)

j That's as far as we can go.

I Grammar link

(think / about / the moment)

for more on the grammar
of diplomacy see

page 116 5 What do the negotiators do to make their statements more diplomatic? Do you

prefer the direct or diplomatic versions?

.......................................................................
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The language of negotiations

1 The following expressions are all useful in negotiations, but some letters are

missing from the final words.

When you have completed them, the letters in the

box spell out some good advice for a negotiator.

Perhaps we should begin by outlining our initial ... B
Can | make a ...

What if we offered you an ...

Let me get this quite ...

Would you be willing to accept a ...

ALT

I'm afraid this doesn't really solve our ...

We may be in a position to revise our ...

| think that’s about as far as we can go at this ...
Are these terms broadly ...

Q™ o a0 oo

Let me just check | understand you ...
I'm afraid we could only accept this on one ...

-*!-

What sort of figure are we talking ...

=

Could you give us an idea of what you're looking ...

What sort of time-scale are we looking ...

We'd like to see some movement on ...

Can we just run through the main points once ...
At the moment, we do not see this as a viable ...
We seem to be nearing ...

Well, that's it. | think we've earned ourselves a ...

w ™ 0 v o0 3

B Lexis link

for more on the vocabulany
of negotiations see
page 117

Mammoth Construction plc

Schumann Tender
Our original bid: 7.6m euros
Client counter-offer: Euros

Project to be completed within

Plant to be operational by
Our revised bid:

euros in advance

euros mid-contract
euros on completion
TOTAL:

Schedule overrun penalty:

Eeuros

euros per week
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2 B 20.2 Listen to extracts from two different negotiations and tick off the
expressions in 1 as you hear them. Which two are not used?

3 Listen again and complete the following notes:

Smart Move plc

THE COMMUNICATION SKILLS SPECIALISTS

Telesales training (2-day seminar)

no. seminars: over -mornth period
no. trainers
to be approved
max. no. participants per seminar:
Full fee: £
Discount: %=E
Final fee: £

% non-refundable deposit = £
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The transfer

1 Footballers are today’s rock stars and some of the most spectacular negotiations
lead to multi-million dollar packages for the world’s top players. But has soccer
become too much of a business for the good of the game? Match up the
collocations below and read the article.

a market industry d stock market coverage g bluechip time
b corporate value e media outlets h sponsorship deal
c money-making  image f merchandising flotation i air company

‘They have a strong brand and they have worked to

D i ffe re n-t g 0 a I s . maximise it by bringing in good people! They certainly have.

One sponsorship deal alone — with Vodaphone — netted

There was a recent news report about an anthropologist Manchester £30 million.
who discovered a lost tribe in the Amazon whose way of life But not everyone is so enthusiastic about the branding of
had hardly changed since the Stone Age and who had never soccer, Many of the small clubs, for example, whose matches
seen a car or met a foreigner. What shocked her most about never get air time, struggle to survive. Since that's where
5 the natives, however, was not their strange social customs or 45 tomorrow's stars will come from, that could be very bad for
rnysterious religious rituals, but the fact that several of them the game's future. And some people are also concerned
were wearing Manchester United football shirts! about the number of foreign players bought by the top clubs
Whether or not that report is true, what is certain is to make sure they keep winning trophies. No wonder the
that Manchester United stopped being just a famous football England team does so badly, they say, when most of the best
10 team several years ago and became a highly successful 50 players in the English Premier League have foreign passports!
multinational corporation. The words ‘football' and ‘club’ were Recently, even some of the stars themselves have
actually dropped from the players’ badges in 2000 in an complained about contracts that
effort to strengthen corporate jmage. With a successful permit them to be traded for
stock market flotation in 1991 and a market value, according millions like thoroughbred
I5 to City accountants Deloitte & Touche, of over £ |0m, 55 racehorses, Imagine, said one
Manchester United is as much a triumph of the media as of player, you worked for IBM and
great soccer. not only did they insist you
Since 1990 the club has won — to date — four League appear in all their TV
titles, a League Cup, three FA Cups, A European Cup commercials, but when you
20 Winners Cup and a European Super Cup. But it was the 60 wanted to move to
media coverage of the 1990 World Cup and the arrival of Hewlett-Packard, they
SkyTV in 1993 that really transformed the game into the demanded ten million
money-making industry it is today. “Top clubs have grown on dollars from your new
the back of television contracts; says Richard Baldwin of employer! He may have
25 Deloitte & Touche. Teams like Bayern Munich, Arsenal, Real 65 a point. But systems
Madrid and Galatasaray turn profits many bluechip analysts don't make

headlines and not even
IBM has its lggo in the
Amazon rainforest.

companies would envy.
‘It's an ol well; says Manchester United's former
head of merchandising. He should know. The team’s
30 megastore at Old Trafford, which stocks 1,500
different items, is constantly packed, and merchandising
outlets as far away as Singapore, Hong Kong and
Sydney attract thousands of fans who couldn't even
tell you where Manchester is on the map. United
35 look and behave very much like a traditional
business from a corporate point of view, says Nigel
Hawkins, a financial analyst at Williams de Broé.

2 What do you think the title ‘Different goals’ means?

3 Do you support a foothall team? Find someone who doesn't and try to persuade
them to go to a match with you.

Fluency 4 B 205 You are going to work in two teams to negotiate an international transfer

deal. First, listen to a brief description of how such deals are put together and
take notes. When you're ready, Team 1 see page 121. Team 2 see page 123—4.
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Present Simple

About half of all spoken English is in the Present
Simple. You use it to talk about actions and states which
are always or generally true.

J Arfirmative J] Negative
| |
you work you don't work
we we
they they
he : he
she works she doesn't work
it it

| verb

he/shelit

do You - work? go goes
don't we

they watch watches

™ push pushes
does she  work? miss misses
doesn't it fax faxes

try tries

Practice 1 Correct the following using the information
above.
1 A Works he for the BBC?
B No, he don't work for them anymore. He work
for CNN.

2 A
B I works for a design company in Frankfurt.

Where work you?

3 At our firm, we doesn’t work on Friday afternoons.

4  On Mondays our CEO usually flys to Oslo.

2 Making contacts

Practice 2 Translate the following conversation into
your language.

A Excuse me, do you work here?

B No, I don't.

A Don't you? ;
B No, but she does.

Practice 3 Match sentences 1-8 with their functions
a—d below.

I live just outside Munich.

He runs Skm every day.

Your presentation is this afternoon.

The United States has the world's strongest economy.
That's a good ideal

She works Saturdays.

I love Vienna at Christmas.

0 ~NOO RN =

My train leaves at 7.30.

88 2 Grammar and Lexis link
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Which sentences above mainly

a describe habits and routines? | | | |

b refer to schedules and timetables? | | ||

¢ express thoughts, feelings and opinions? | | | |

d refer to long-term situations or facts? | | |

Present Continuous

You use the Present Continuous to talk about current
situations in progress and future arrangements.
They're staying at the Hilton.

He's giving a talk on globalisation at 3 o'clock.

l Negative
I'm not
you aren’t
we aren't
they're working they aren't working
he's he isn't
she's she isn't
it's it isn’t
I spelling changes
am | verb  -ing form
irent - make  making
-_ you come  coming
arent o working? run running
they :
i drop dropping
" he forget  forgetting
4 she : ;
isn't it lig lying

Practice 4 Correct the following using the information
above.

1 Are you makeing any progress?
Not much.

They're droping the product.

They can’t do that!

2

He’s a total genius!

Who are you refering to?

Are you forgeting we have a meeting at 10?
No, I'm just comeing.

He says we're geting a pay increase.

He's lieing!

w
@WPrwrmwrrwrowr

Practice 5 Read the conversation.

A Alison?

B Yes. Who's calling? (1)

A It's Paco ... About our appointment, we're meeting
(2) on Thursday, right?

B That's right. Are you flying (3) to Heathrow?



www.frenglish.ru

Talking shop When business people get together they
often just talk about work. This is called ‘talking shop’.

A No. I'm working (4) in Zaragoza this month. So
Garwick's easier for me.

B Fine. Oh! The batteries are going (5) on my mobile.
Can I call you back?

In the conversation above, find examples of

a something happening right at this moment. HEN

b something happening around the present time. []

Write in the missing pairs of words below.

in + distributor out + product up + plant

down + factory

with + supplier to + office

for + contract off + workers of + job

under + takeover

¢ a future arrangement. 0l O f A I hear GEC are setting T
: - in Warsaw.
Present Simple or Continuous?
B Warsaw? I thought it was Prague.
Some verbs are not ‘action’ verbs, and are not usuall
) i s y 2 A [ understand vou're talks with a
used in the continuous form. »
. local in Naples.
be know understand see hear think B Yeah, that's right. In fact, we've already reached
believe like seem need mean want
N an agreement.
. 3 A They say GM are layin 5,000
Practice 6 Choose the best alternatives in the S e Aving
following conversation. in the UK.
What do you do / are you doing? B Is that right? Well, I knew they were
B I'm/I'm being an electrical engineer for Siemens. downsizing.
A Really? Here in Munich? 4 A Someone told me Sony are bringing
B That's right. Do you know /Are you knowing a new in December.
Munich? B Yes. I heard that too. Some kind of multi-media
A Oh, yes, great city. So, how do you enjoy / are you entertainment system.
enjoying the conference so far?
RS = 5 A 1 hear you're thinking leaving your
B Well, it's all right, I guess / I'm guessing. Do you give t PowiatPadkd
at Hewlett-Packard.
/ Are you giving a talk?
B Well, ves. Just between us, I'm moving to Cisc
A No, no. I only come / I'm only coming to these » yes: ] Dl G
things to get out of the office for a few days. Where Systems.
do you stay / are you staying, by the way? 6 A 1understand you're being transferred
B At the Avalon. T usually stay / I'm usually staying at head in Stockholm.
Yy stay ¥
the Bauer Hotel in Miinchenerstrasse but it was full. B Well, it's not official yet, but yes, 'm going just
A Well, if you don’t do / you aren’t doing anything after Christmas:
later, do you want t for something to eat?
¥ LA IR 7 A They say they're threat from a
Lexis: Conferences hostile bid.
B Really? It's the first I've heard of it.
Collocations Complete the following by writing the 8 A Someone told me they're doing a deal
nouns and noun phrases in the right-hand boxes. They . T A
: el Aviv.
are all things you might do at a conference. -
! B Well, that makes sense. They do most of their
other delegates  a committee  useful contacts S — .
a talk  business cards the bar o A Yhesryoure bidding —
O T
in Singapore.
B Yeah, we are. The negotiations are going quite
well, in fact.
10 A Someone told me they're closing
the Liverpool
B It doesn't surprise me. From what I heard,

they’re trying to centralise production.
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3 Making calls

Past Simple

You use the Past Simple to talk about completed, past
events. Most verbs are regular, but there are about 100
important irregular verbs that are useful to learn.

| |
you you
he he P
didn't work
she worked
it it
we we
they they
B nterrogative Spellir g
I verb past simple
}:‘;“ study  studied
did she work? prefer  preferred
didn't it stop stopped
e admit  admitted
they

— —

| | 1?

he  was he  wasn't was he?
she she wasn't she?
it it it?
you you you?
we  were we  weren't Were we?
they they weren't  no

Practice 1 Correct the following using the information
above.

A Phoned Enrique about those figures?

No. I wait all morning, but he phoned net.

Typical! And I suppose he didn’t the report either.
No. Did he went to the meeting yesterday?

No, but I not expected him to.

> o> w

Practice 2 Write the Past Simple of the verbs below.

hurry play
occupy enjoy
refer offer
confer suffer
drop develop
flop visit
commit

transmit

Why don't the verbs on the right follow the same
spelling changes as the verbs on the left?

90 3 Grammar and Lexis link
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Practice 3 Time adverbs help us to be more specific
about the past. Using the time adverbs in the box,
complete this short presentation about the development
of a new product.

for in during ago over before

As you know, we first got the idea for the new product

a year (1) , but (2) we could go to
market with it, there was a lot of work to do.

(3) ___ six months the product was in development
at our research centre in Cambridge. We then ran tests
(4) a three-month period. (5) that time
we also conducted interviews with some of ();.1[' best
customers to find out what they wanted from the
product. (6) March we were finally ready for

the launch.
Practice 4 Complete the joke using the Past Simple of
the verbs in brackets.

A businessman (1) (want) to interview
applicants for the position of divisional manager. There
(2) (be) several strong candidates, so he
(3) (decide) to devise a simple test to select
the most suitable person for the job. He (4)

(ask) each applicant the simple question, ‘What is two

and two?’

The first applicant (5) (be) a journalist. He

(6) (light) a cigarette, (7) (think)
for a moment and then (8) (say)
‘wenty-two',

The second applicant (9) (have) a degree in

engineering. He (10) (take) out his
calculator (11) (press) a few buttons, and
(12) (show) the answer to be between 3.999

and 4.001.

The next applicant (13) (work) as a

corporate lawyer. He (14) (state) that two
and two (15) (can) only be four, and
(16) (prove) it by referring to the well-

known case of Gates v Monopolies Commission.



The last applicant (17) (turn) out to be an
accountant. The businessman again (18)

(put) his question, “What is two and two?’

The accountant (19) (get) up from his chair,
(20) (go) over to the door, (21)
(come) back and

(23) (sit) down. Finally, he (24)

(close) it, then (22)
(lean) across the desk and (25) (whisper) in

a low voice, ‘How much do you want it to be?

Practice 5 Read the conversation and answer the
questions.

Anne Who did you tell?

Bengt Just Claire.

Anne And who told you?

Bengt Stefan.

Anne And nobody else knows?

Bengt Only you.

Anne Well, of course, I do. I told Stefan.

Lexis: Telephone expressions

www.frenglish.ru

1  Who knew first?

a Anne b Bengl ¢ Claire d Stefan

How did Bengt find out?

3 Who was the last to know?
a Anne b Bengt c Claire d Stefan

4 Read these two questions and underline the subject
in each. Who did you tell? Who told you?

N

Practice 6 Correct the six errors in these
conversations.

1 A They're moving us to a new office.
Who did say so?
The boss. I spoke to him this morning.

Oh. So where said he we're moving to?

Well, T went to the interview.
And? What did happen?
I got the job!

[3+]
WP m>r WP

What said 17 I knew you'd get it. Congratulations!

I spoke to Amy at the meeting about our idea.
And what thought she?

She liked it.

Good. So who else did come to the meeting?

m > WP

To the caller, the person who answers the phone is the organization.

Telephone Behaviour training film, Video Arts

Dealing with difficulties and distractions In business, phone calls are often
interrupted. Look at the difficulties and distractions on the left. Match each one

to an appropriate response on the right.

1  Your colleague comes in and wants you to sign
something.

2 Your colleague leaves a few seconds later.

3 There’s a terrible noise right outside your office.
You can’t hear yourself think!

4 Your boss wants a word with you — now!

5 Someone else is trying to call you.

6 The other person gives you their name — it's
unpronounceable!

7 You think you misunderstood the information the
other person just gave you.

8 You gave the other person a lot of information very
quickly.

9 The other person just won't stop talking!

a Sorry. could you speak up a little?

b Look, I've got someone on the other line. Can I call
you back?

c OK? Did you get all that?

d TI'll have to go, I'm afraid. Something's come up.

e Sorry about that. Where were we?

f Anyway, [ won't keep you any longer. Speak to you
so0n.

g Excuse me a moment.

h Sorry, could you spell that for me, please?

i Can I just check that with you?

1 2 3 - 5
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4 Keeping track
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Comparatives and superlatives

il voe | adjective [ comparative [§ superiative

1 cheap cheaper the cheapest

2 safe _safer the safest

3_ big _bigger _ the biggest

4 e;ﬂy earlier ;ha earliest

5 important moref?ess the most/
important the least important

6 good - N better the best -

Practice 1 Classify the adjectives below as type 1-6.

clever [ high L] sad L]
hot L] global L] thin L]
dirty (] bad L] far ]
helpful || wealthy L late Ll
hard [l easy (] effective [
heavy L] rich ] reliable ||

What generalisations can you make about one-syllable,
two-syllable and three-syllable adjectives?

Practice 2 Use your own personal experiences to
complete the following sentences. If necessary, use a
dictionary to help you choose the right adjectives.

a The job I've got now is a lot than my

previous one. On the other hand, it's not quite as

b Ifound

to be a fairly city, but I
think is even

¢ To be honest, I don't really like music. I
prefer something a bit

d TI'll never forget the view from . It's even

than the one from
food fairly
as . as people think.
f I think the

. Either that or

e Ifind , but it's not quite
building I've ever seen must be

, which was just as

. but in a different way.

I've

g The people in are some of the

ever met — apart from the , who are even

h 1Idrivea these days. In terms of ;
it's the car I've ever had, but it’s not as
as the I used to have.

Practice 3 Complete the following humorous article
using the comparative and superlative expressions in the
box.

a—-g
a lot more
world’s highest

by far the lowest
little safer much better

compared with  even worse

h—-n

half as many 10% longer one of the best

as famous as twice as likely

significantly happier a little more

How to live forever: 8 golden rules

Rule 1 Don't live in Iceland. With long dark winters,
sub-zero temperatures and active volcanos, it has the

(a) suicide rate. Move to

Palm Beach, Florida, where you have a

(b) chance of living to be

over a 100 - like the rest of the residents. |
Rule 2 Don’t go to Johannesburg. It's the murder

capital of the world. Statistically, it's

(c) dangerous than

Sao Paolo or New York. Milan’s a

(d) but try not to breathe.
The pollution’s (e) than in
Mexico City.

Rule 3 Don't get sick in Equatorial Guinea. There’s only
one doctor to every 70,000 patients and no
anaesthetic. If you have to be ill, be ill in Kuwait. It

has (f) death rate in the

world. Only 3.1 people per thousand die annually,
() - 11.2 in Britain.

Rule 4 If you're a man, think of becoming a woman.

On average, women live (h) .

than men. If you're a woman, ?stay single. Crime

figures show women are (j)

to be killed by their partner than anyone else.
Rule 5 Smoke one cigarette a day. It won't do you

much harm and, according to some doctors, it's

0] ! ways of avoiding

senility in old age.
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Rule 6 Drink red wine — in moderation. Rule 8 Die young and famous - like Elvis, James Dean

(k) red wine drinkers suffer and John Lennon. People will keep believing you're still

from heart conditions as white wine and beer alive. Even if you can't be (m)

drinkers. Drinking all three is not an option! Marilyn Monroe or Kurt Cobain, you can be

Rule 7 Become a ‘chocoholic’. Chocolate isn’t good for (n) careful than they were. No

you, but it releases chemicals in the brain that make you sex, no drugs, no rock 'n’ roll. You won't actually live

0 = . And it's a medical fact that

happiness prolongs life.

Lexis: Business phrasal verbs

longer. It will just seem like it!

If at first you don't succeed, try, try again. Then give up. No use being a damn fool

about it. WC Fields

Complete each dialogue using one of the five words in the box. Then match each

phrasal verb in the dialogue to a verb similar in meaning.

up down off on out

The project meeting
A OK, that's item two. Let's move

to item three: new projects.

B Now, just hold a minute, Sylvia.

A Kim, I'm counting you to get us the Zurich contract.
B But this is not the time to be taking more work.

continue = accept = rely = wait =

The troubleshooting meeting

A Right. Have you managed to sort

B To be honest, we haven't really found
A Well, can | just point

B Yes, | know. We're carrying

the problem with our computers?
exactly what the problem is yet.
that it's now affecting everyone on the first floor?

tests on the system now. Give us a couple of hours,

say = discover = do = solve = - .
The union negotiation

A The question is, will you agree to call the strike?

B Not if you're still planning to lay a quarter of the workforce, no.

A I'm afraid that's a decision we can't put any longer.

B Then, I'm sorry, we shall have to break these negotiations.

fire = end=_/ cancel = postpone =

The marketing meeting

A We really must fix a meeting to discuss our pricing strategy.

B Our prices are fine. We're trying to build market share, Otto. Profits can wait.

A Yes, but our overheads have gone nearly 20% over the last eighteen months.

B | know, but that's no reason to put prices. We'll just lose customers.

rise = raise = arrange = develop =

The budget meeting

A I'm afraid they've turned our application for a bigger budget.

B That's because group turnover's gone again. So where are we supposed to make cuts?
A We could start by cutting the amount of time we waste in these meetings!
B Now, calm everybody. We need to be practical.

reduce = relax = _ | reject = decrease =

4 Grammar and Lexis link
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6 Business travel

Polite question forms

When you make enquiries and requests, polite question forms and indirect questions are
often more polite than imperatives and direct questions.

Imperative / direct question

Where's the nearest taxi rank? (enquiry)
Why is the flight delayed? (enquiry)

Can I open the window? (request)

Help me with my bags! (request)

Polite question form / indirect question

Could you tell me where the nearest laxi rank is?

Do you think you could tell me why the flight is delayed?
Could I open the window?

Do you mind if I open the window?

Would you mind if I opened the window?

Could you bhelp me with my bags?

Would you belp me with my bags?

Would you mind helping me with my bags?

Practice 1 You've just got a new boss. Your old boss was rude and a nightmare to
work for. Fortunately, your new boss is much nicer. Look at some of the things your old
boss used to say to you below and change them into what your new boss would
probably say using a polite question form. Think carefully about word order and grammar.

e o g g S

Could you

Coffee!

Remember to use the spell check in future! Would you please

T want a word with you in private! Could 1

Where do I plug this mobile in? Is there somewhere

Check these figures again! Would you mind

How does this damn computer work? Could you tell

What's the phone code for Greece? Do you happen

0 ~N & ;O W N =
0 N O O &~ W N =

You'll have to work overtime this evening. Do you think 1 could ask
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Practice 2 When you're rushing around on business, it's easy to sound more aggressive
than you mean to. The business traveller on the right is rather stressed. Use polite question
forms or indirect questions to make him sound more polite.

I want a window seat.

Help me with my bags!

Where's a cashpoint?

Change this twenty-pound note!

Don’t drive so fast!

Lend me your mobile!

I need to recharge my laptop somewhere.

T Q@ = 0 a0 o

You'll have to give me three separate receipts.

What time is it?

How far is it to the airport?

[

Lexis: Business trips 2 Now do the same with these:

arrivals ~ your things  hotel

If you look like your passport photo, you're far too ill
to travel. Stuart Crainer, business journalist

a meal in the traffic  the office  bags

1 Think about the business trips you've been on in L night  breakfast acab  customs ‘
the past. Complete the collocations below using the e e
words in the box. L] collect your
o e [] t f

control flight the airport lounge : £ _Or
shopping  destination  sleep  movie E be met in
Lcheck-in plane ‘ L1 unpack
— L] go through
7] confirm your ] skip
@ board the [] get stuck
'—_-j‘ arrive at your [ | check into your
; Iry to get some I__—I hail
[7] go through passport [] phone

wait in the departure

get an early

take a taxi to

3 Think about the business trips you've been on in

the past. Put the expressions in 1 and 2 into the

: order they normally happen by numbering the tick
| watch the in-flight boxes. Use them to write the story of one of

your trips.

do some

(&
[Z
2] queue at
K
(3]
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7 Handling calls

&

wili
Will is a modal verb (like can, must and should).
l Attirmative. Bregatve
| |
you you
he ) he .
she Wil work she  Wilnot o
we we
they they
| interrogative.
|
you
. he
Wil ghe work?
won't it
we
they

Practice 1 Correct the following sentences using the
information above.

a Do you will help me?

b Stop making personal calls or I'll to charge you
for them.

¢ 1 expect the company will to do well.

d 1 don't will accept anything less than 2%.

e Don't worry, he wills phone you back within
the hour.

f Il to take that call, if you like.

g I'll sending the figures right away.

Practice 2 Match the corrected sentences in 1 to their
functions below.

1 a prediction about the future L]

2 a spontaneous decision/reaction L]
3 an offer ||

4 a request L]

5 a promise L]

6 arefusal [ |

7

a threat D

96 7 Grammar and Lexis link
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Practice 3 Match the following to make five short
conversations,

1 I really need that report today. ——__

2 My plane gets in at seven. -

3 I'm just off to a meeting. \

4 Eva’s off sick today. '

5 She wants to see you — now! ).l|
/

I'll have to speak to her, I'm afraid.
I'll be right there. e
I'll finish it this moming. ——=—_

I'll phone you later, then.

I'll come and meet you at the airport. \\

Good. I'll tell her you're on your way.
Fine, I'll just give you my mobile number.
OK, I'll see if I can reach her at home.
Great. I'll see you there, then.

OK, T'll look forward to seeing it. —

»PPrrPrr moOmwowm P>Pr P>

You can often qualify sentences containing will with if.
Il try to get you onto an earlier flightif I can.

If you've got time, I'll show you round the factory.

Il send you a copy of our brochureif you like.

If you prefer, Ill meet you at the station.

Practice 4 Complete the conversation using the pairs

of words in the box.

leave + OK
desk + look
make + know

wait + details
try + time
L nothing + away

busy + later
give + right

Jozsef knocks on bis boss'’s door and goes in. Tom is
working bard at the computer and doesn't look up.
Jozsef: Oh, sorry. If you're (1) , T'll come back
Tom: No, no, come in, Jozsef. If you (2) me
two minutes, I'll be with you. ... I'll just
save what I'm doing, ... Now, what can I do for
you?
Jozsef: Well, I just need you to check and sign these
documents for me.
Tom: Sure. If you leave them on my (3) LI
have a at them this afternoon.
Jézsef: Fine. I'll just put them here, then.
Tom: By the way, it's not urgent, but did you call

Budapest about next week’s meeting?



Jozsef: Er, no. I'll (4)
have

Tom: OK.

Jozsef: And I'll get someone to (5)
arrangements if you let me
people are coming.

Tom:

second, T'll give you the

and do it before lunch if 1

the travel

how many

Oh, right. I think it's four. If you (6) a
... Yeah, here

we are. They're sending their unit manager and

three sales executives.
Jozsef: OK, I'll see to it.
Tom: Good. And I'll (7)

the conference room, if that's

it to you to sort out

. We'll

need the usual AV equipment and refreshments.

Jozsef: Of course. Well, if there's (8)
get on with it right

Tom: Thanks, Jozsef.

Lexis: Office life

else, Tl

A desk is just a wastebasket with drawers.

Anonymous

Complete the poem about a day at the office using the
verbs on the right. Use the rhyme to help you.

To do today

First, there’s a report to check
Then I'll those figures through. get
Flight details. do
e-mails. fax
Don't worry, I'll back to you.
Amemonowto | update
Nasty jobs to circulate
Travel miles. running
files. delegate
Can't stop now! I'm late.
my calls till half past ten. cleared
Should have my desk by then. grab
a copy. hold
a coffee. cancel
English class again! print
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Messages to to. meet
One moment, please, 'l you through. arrange
at three. listen
PC! put
another interview. crash
up clients at the station. give
a formal presentation. make
a list break
Of deadlines missed
off the negotiation! pick
supplier in Milan — postpone
an appointment if you get
that phonel! contact
Must fix
The teleconference with Japan. can
work at half past eight. phone
Must home — | may be late. hit
the car. celebrate
the bar. finish
Damn it = why not ? leave
So, you the presentation! draft
up the negotiation! hand
__ better? screwed
a letter. blew
Now in your resignation! feeling

Is your office anything like this?
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8 Making decisions

Conditionals (future reference)

You can connect two related ideas in one sentence
using if. Look at the dialogue below.

A Ifwe take on another project, we'll need more staff.

B But we'll need a bigger office if we employ more
people.

C No, not if we bire teleworkers, we won'l.

The sentences on the left are examples of conditionals.
The if-clause (underlined) introduces a possibility (e.g.
we take on another project). The main clause shows
what the speaker thinks the result of that possibility will
be (e.g. we'll need more staff).

The if~clause can come at the beginning or end of a

sentence. When it comes at the end, there is no comma
( , ) after the main clause.

a product that is still in development.

Extract 1

A Look, Jean, the product is still in development. If
we rush the launch through,

I realise that. But if I gave you another six weeks,
Well, we might be able to

Ian, you know if I give you more people,

Well, if you can’t give me any more staff,

You realise we may lose our technological lead
Yes, but I'd prefer to be second or third onto the
market

Hm. You wouldn't say that

> m>» w>rm

Extract 2

A Well, if we're going to meet our deadline without
extra staff,

B OK, fair enough. And if I get you that bigger

budget,

I promise. But if we spent more,

B We'll let Finance worry about that. If we can solve
this problem with a bit of overtime,

A Excellent. Because we're missing the publicity event
of the year

B You're telling me! If we didn’t have a stand at the

-3

Fair,

A OK. That's decided then. T'll get us to the launch
stage on lime

B Great. Now, if you're not rushing off home,

Practice 1 Match the sentence halves in the following extracts from a meeting about

a could we have it ready for the Seoul Trade Fair?

o

if it means we make a superior product.

¢ if we don't get this product out before our
competitors?

d we won't have time to run the final tests.

e if we had more people working on the project.

f there’s no way we're going to be ready, Jean. I'm
sorry.

g if you had to deal with the marketing department!

h Il have to take them off other projects. And I can't

do that.

it would be a disaster.

if we're not at Seoul.

can you promise me we'll be ready on schedule?
I'll buy you that drink 1 owe youl!

I'll do what I can to get you the budget for that.
wouldn't that affect our profit margins?

I'm going to need a bigger budget, Jean so I can

o -0 o0 oo

pay my people overtime.
h if you get head office to OK a budget increase.

Practice 2 Look again at the extracts in Practice 1.
Which of the grammatical structures below come in the
if-clause, which in the main clause and which in both?

present continuous
going to + infinitive
would + infinitive
might + infinitive
could + infinitive

present simple
past simple

will + infinitive
may + infinitive
can + infinitive
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As well as if, we can use other words to connect two
related ideas in a conditional sentence.

Unless we reach a decision by this afternoon, it may be
too late. (= If we don't reach a decision ...)

The product will be ready in time provided/providing
(that)/as/so long as cveryone does overtime. (= ... if,
but only if, everyone does overtime.)
Suppose/Supposing the tourist industry is affected,
what'll we do then? (= What if the tourist industry ...)

Practice 3 Rephrase the sentences below using the
word(s) in brackets.

a If they offer you a promotion, what will you do?
(supposing)

b We'll go ahead with the new design, but only if the
market research is positive. (provided that)

¢ We'll lose the contract if we don't lower the price.
(unless)

d You can go to the conference, but only if you give a
talk. (as long as)

Lexis: Money and markets

Having money is rather like being a blonde. It’s more
fun, but not vital. Mary Quant, fashion designer and brunette

If the price is right

1 All the verbs and adjectives in the box can be used
to talk about bigger or smaller increases and
decreases in prices. Fit them into the diagram.

ewt rising stable raise slash falling

freeze soaring plunging hike

* A Verbs Adjectives
a f
b g

0|c prices h prices
d wt i

R, j

2 Put the two sets of adjectives below in order of
scale from the smallest to biggest.

[
| reasonable record modest

huge

The company made a profit.
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heavy  slight  moderate  crippling

The company suffered losses.

The marketplace
1 Make collocations containing the word ‘market’ by
writing the following words before or after it.

growing  leadership niche  breskinte
declining  share  enter  competitive
be forced out of  forces — research
saturation flood mass dominate
challenger  supply
break into (thed research

market

2 Complete the following sentences using some of the
collocations you made in 1.

a Market occurs when the

demand for a product is satisfied but you

continue to that market.

b Even a very small or

market can be profitable if you totally

it.

¢ Pepsi has always been the No 2, the market

threatening Coke's

global market

d The PC market has been so fiercely

that many European

firms have it altogether.

Economic indicators Are the following newspaper
headlines good or bad news? Write G or B.

Deeper into recession L] Housing boom []
Retail price index up [ | Markets buoyant L]
Signs of recovery [ ] Economic downturn [
Dole queues lengthen || Slump imminent []

Inflation hits all-time low |__|
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10 Small talk

Past Simple or Present Perfect

The Present Perfect is a present tense. You use it to talk

about

e things that start in the past and continue up to
the present.
We baven't seen much cricket this summer.
* people’s experiences, no matter when
they happened.
I've tried green tea before.
¢ things that have an obvious connection to
the present.
Dr Winter bas come over from the Atlanta office.
(= he’s here now)

B Aftirmative B Negative
| |
you you ,
we have we haven't
they they
worked —_— ———— worked

he he
she has she hasn't
it it

|
have you
haven't we

they
s ——  worked?

he
has she
hasn't it

Practice 1 Read the three sentences below,

The Thomke family came to America from Switzerland
Jorty years ago and started a business. (a)

Since the 1950s they bave been extremely successful. (b)
In fact, for the last five years they bave been the market

leader in their field. (¢)
1 Which of the sentences above refers to
a point in time? []a period of time? L] both? [

2 Which two pieces of information are basically
history?

Which tense is used?

3 Which two pieces of information are most relevant
to the family’s current success?
Which tense is used?
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Practice 2 Look at the following time expressions and
decide which are used before ago, after forand after
since. Fill in the table.

a week Thursday
2001 last month  the day before yesterday
over an hour the 1990s Christmas years
a long time  half past four  the oil crisis

a couple of days

li for_

| T | Psince

Practice 3 Using the rules you've worked out so far,
try the following quiz about the people who said these
sentences. Write yes, no or maybe.

a [lived in Lishon.
Does he live there now?
b 1lived in Helsinki for six months.
Does she live there now?
¢ [ve lived in Toronto.
Does he live there now?
d [Ivelived in Taipei for three yedrs.
Does she live there now?
e [I've been in all morning and she basn't phoned.
Is he in now? Is it still morning?
f  Twas in all morning and be didn't phone.
Is she in now? Is it still morning?

Practice 4 Complete the conversation using the items
in brackets in either the Past Simple or Present Perfect.

Tibor, a sales manager, is planning to send bis staff on a
team-building suwrvival course.
Tibor: Right now (1) (get) my
e-mail yesterday about the training course?
Fydor: Er, yes ... (2) (be) it a joke?
Tibor: I certainly (3) (not mean) it to
be a joke. Fydor. No, I (4)
(notice) recently that we need to work as a

vou all

team more. Last year's interpersonal skills
(not be) as

(hope), and so 1

course obviously (5)
successful as T (6)

(7) (now decide) to send

you all on a management survival course.



Fydor: At the Death or Glory Training Camp.

Tibor: That's right. (8) you (hear) of it?

Fydor: No.

Eva: Erm, you (9) _ (say) in your e-mail, Tibor,
that you won't be coming on the course with us
yourself. Is that right?

Tibor: Er, unfortunately, yes. Obviously, I (10)

(wand) to join you, but I'm going to be much too
busy, I'm afraid. For one thing, I still

(11) (not do) the quarterly sales
figures.

Ivan: Tibor, why (12) (not tell) us
about this at the departmental meeting last week?

Tibor: Well, I (13) (not make up)

my mind until today. But I, er, (14)
(think) it would bring us all together.
Fydor: It (15)

together. None of us wants to go!

(already bring) us

Now, look, Fydor, don't be so negative. Wait

until you (16) (have) a chance to think

about it. 1 (17) even (not show)

you the course brochure yet. Anyway, what do

the rest of you think?
Eva: [ think it's the most ridiculous thing you
(18) (ever ask) us to do. And,
god knows, the interpersonal skills training
a9
dumped on a freezing hillside by some sadistic
ex-commando, stripped to my underwear and
told to find my way back to civilisation with a

(be) bad enough. T am not being

fruit knife, a chocolate bar and a ball of string!

Lexis: Conversation

A 30-second elevator exchange can be as productive
as a one-hour meeting.
William Raduchel, Sun Microsystems

Changing the fopic In conversation we often want to
describe our experiences. What do the following
adjectives describe? Choose nouns from the box.

ety people film  clothes

weather economy

sport

historic/sophisticated/cosmopolitan/industrial city (1)
marvellous/beautiful/changeable/miserable (2)
exciting/competitive/dangerous/national (3)
healthy/depressed/strong/weak (4)
trendy/smart/scruffy/designer (5)
friendly/proud/hard-working/enterprising (6)

exciting/classic/unforgettable/gripping G

food car holiday hotel  book

news job

great/shocking/tragic/latest (8)

difficult/secure/challenging/well-paid (9)

(10)
(11)

economical/powerful/luxury/flashy
Fabﬁ101ls/relaxing/beuclﬂsightsceing
delicious/awful/simple/healthy (12)

comfortable/poor/luxurious/four-star (13)

dull/entertaining/brilliant/well-written (14)
Exaggeration and understatement Are you the
sort of person who tends to exaggerate or are you a
master of understatement?

Exaggeration

A [ bear it was a fairly dirty hotel.

B Yeah. it was absolutely filthy!

Understatement

A [ hear it was a fairly dirty botel.

B Well it wasn't exactly the cleanest I've cver
stayed in.

1 Respond 1o the following statements using the
words in brackets to exaggerate.
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1 A [ suppose Helsinki was pretty cold.
B (freezing)

2 A Thailand is an interesting country.
B (fascinating)

3 A So, he's got a big house in the country?
B (enormous)

4 A Itsactually a very small place.
B (tiny)

5 A She's quite a beautiful woman.
B (gorgeous)

6 A Of course, Turkey’s hot in summer.
B (boiling)

2 Now do the same to understate.

1 A 1It's a dull book, isnt it?
B (interesting / read)

2 A So it was quite an ordinary meal?
B (amazing / had)

3 A Well, that was a boring party!
B (exciting / been to)

4 A It's been a swressful week.
B (relaxing / had)

5 A It was a pathetic joke.
B (funny / heard)

6 A Isn't Chicago dangerous?
B (safe place / been to)
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11 E-mall

Future forms

In English there are many ways of talking about the
future. The differences between them have less to do
with time than with the speaker’s attitude to the future
event. Study the following examples, all of which refer
to the same point in time: next Sunday,

I'm forty on Sunday. (1)

Ifty home on Sunday. (2)

Il let you know on Sunday. (3)

Youwon’t bave a problem getting a taxi on Sunday. (4)
I'm going o a wedding on Sunday. (5)

No! I'm not working on Sunday! (6)

If's going to snow on Sunday. (7)

I'm going to bave a good rest on Sunday. (8)

The form we choose can depend on such things as:

» whether we are talking about a fact or an opinion

* how sure we are

* whether we have already made plans or arrangements
* how determined we are

e whether we want the thing to happen

www.frenglish.ru

Hé's visiting some clients in London next week. (a fixed
arrangement — it’s likely that he has made an
appointment with them)

Hé¢'s going to visit some clients in London next week. (a
future intention — he may or may not have made an
appointment with them)

HEll visit some clients in London next week. (a
prediction)

My daughters sixteen tonmorrow. (a fact)

My daughter will be sixteen tomorrow. (a certainty)
My daughter's going to be sixteen tomorrow. (a
prediction based on certain knowledge!)

Practice 3 Look at the following structures for
expressing intention. Put them in order of certainty.

going to aiming to planning to

intending to hoping to -

|

Practice 1 Match sentences 1-8 above 1o their main
function.

a fixed arrangement L]

a scheduled or timetabled event ||

an informed prediction ]

an offer or promise ]

a plan, intention or decision | |

an indisputable fact [E]

a refusal [_|

@ o0 a o6 oo

an opinion about the future [c]

In practice, the difference in meaning between certain
future forms is often very small.

Practice 2 Match sentences 1-8 above to those below
which are similar in structure and function.

My plane leaves at five. | |

I'm going to go on a diet. [ ]

I's going to be a difficult meeting. [Z]

It's Christmas in three weeks. ||

I'll get back to you within the hour. [l

We're getting a new car on Friday. L]

There'll be a lot of traffic on the roads. []

T Q = 0 o 0 T 0

I'm not giving someone like him the job. L]
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more certain I am/was

I am/was <

less certain [ am/was

Practice 4 Underline the most appropriate verb forms

in the conversation below.

It's 8pm. Cleo is just leaving work, when she sees the light

on in Eric’s office.

Cleo: Hello, Eric. Are you still here?

Eric: Hi, Cleo. Yeah, I'm just checking everything for
my talk tomorrow.

Cleo: Oh yes, (1) yow'll give / you're giving your
presentation to the board.

Eric: That's right.

Cleo: Are you nervous?

Eric: Not vet. But (2) I'will be /Tam if T don’t get this
PowerPoint thing to work properly.

Cleo: Oh, I use PowerPoint a lot. (3) I'll help / ’'m
going to help vou if you like.

Eric: Thanks, but I think I've had enough for tonight.
The presentation (4) isn’t being / isn’t till 11, so
(5) I'll still have / I'm still having a couple of
hours tomorrow morning to get things ready.

Cleo: Well, some of us (6) will go / are going out for
a Chinese meal and then maybe to that new club
if you want to join us.

Eric: Hm, sounds (7) like you're having / you're
going to have a pretty late night. I think (8) T'll



give / I'm giving it a miss this time.

Cleo: Well, (9) we have / we’re having a drink first in
the bar over the road. Why don’t you come?
(10) Ill take / It’s going to take your mind off
LOMOrrow.

Eric: Well, maybe you're right. Look, (11) I'm just

checking / I'm just going to check this thing

one last time and (12) 'm / T'll be right with you.

Cleo: OK. See you there.

Lexis: Computers

A computer lets you make more mistakes faster than
any invention in human history — with the possible
exceptions of handguns and tequila. Mitch Ratliffe,
American comedian

1 Combine the words in the box into at least ten
computer terms. Some are written as two words and
sOme as one.

key site search p;l'{gc data web sheet
desk menu hard home board  spread help
wp ad engine disk base banner
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4 Complete the song about computers using the verbs
on the right. Use the rhyme and rhythm to help you.
Have you experienced similar problems?

My PC is Giving Me Problems

(to the tune of My Bonnie Lies Over the Ocean, traditional)

My PC is giving me problems.
My PC is giving me hell.

It says it's got Intel inside it.
But its Intel inside is not well.

Chorus

Bring back, bring back, oh bring back my typewriter, please,
oh please.

Bring back, bring back, oh bring back my typewriter, please.

2 Match each verb on the left with the item on the
right that it collocates most strongly with.

surf a4 program
files off the Net

run , on an icon

enter

download ™ data into a computer
click a computer
the Internet

a virus

a

b

c

d

e

f transmit
g crash
h

i

i

k

1

m

n

install the trash

burn: an attachment
send the Web

empty text

browse to a better model
upgrade CDs

cut and paste  software

3 All the verbs below collocate with ‘file’, but the
vowels are missing. Write in the vowels.
_p.n

d_m_g_ cls_

22

_pd_t_

dplet:
il

afile ——cr

It on me three times this morning.  virus

And wouldn’t connect to the ' Net

It my trash without warning. crashed
It's some kind of , | bet. emptied

I head office a memo attachment
And sent an in Word, error

But HQ's computers are Apple occurred
And that’s when an e-mailed

| on an icon to program
A that iMacs can read files

But lost half the on my hard disk download
So somehow | must have miskeyed. clicked
Now my spreadsheet has lost all its upgrade
And sadly no ___ ___ were made. helpline
Iphonedupthe ___ at Compaq. data
Theytoldmelneedto backups
They finally sent a . type

Who debugged my with ease, printer
But something’s gone wrong with my , technician
'‘Cause when | ‘d's it prints ‘c's.  desktop

| guess I'm iliterate — keyboard
| don't know my from my BAM.  spam

My skills are a disaster computer
And my e-mail has filled up with ROM

| think | should down my PC. Resources
Admit that I'm going retrain
Arrangetosee Human _ shut

And tell them | want to ! insane
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12 Presenting
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Past Continuous

| Attirmative [ Negative
| |
he he )
she was e wasn't
it it
— - working - working
we we
you were you weren't
they they
l'.lnterrqg_ative
|
was he
wasn't she
it
working?
we
were o
weren't they

Practice 1 Match the examples of the Past Continuous
below to what they describe.

I met my wife while Iwas working as a teacher in
Barcelona. (1)

Hewas studying 1o be a doctor when be dropped out of

university and decided to go into business instead. (2)
Wewere going to Vienna for a training weekend, but it
was cancelled. (3)

Youwere alwaysworking late when you bhad that job
in the City. (4)

a a past action which was interrupted or not
completed []

b the background to a more important event =
repeated actions in the past []

d previous plans | |

Practice 2 Correct the following conversation. Three
of the verbs in the Past Continuous should be in the
Past Simple and vice versa,

Inge: Ah. Peter. I was wondering if T could have a
word with you?

Peter: Hello, Inge. Er, sure. I just went out for lunch,
but, er, what was it about?

Inge: Well, I was seeing Dieter the other day and he
told me you're leaving.

Peter: Oh, well, yeah, that's right. Actually, I was
deciding a month ago, but I didn't think anybody
was knowing about it yet.

Inge: Oh, yes. The whole department talked about it
when I came in this morning. They still talked
about it when I left.
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The Past Continuous can suggest a4 continuing feeling or
attitudle, so you can use it when you want to put gentle
pressure on someone to do something.

Twas wondering if you could belp me. (And 1 still am.
So will you help me?)

lTwas looking for something cheaper. (And 1 still am.
So have you got anything cheaper?)

Wewere boping for a bigger discount. (And we still
are. So how about a bigger discount?)

Practice 3 Change the following sentences so that the
response to them is likely to be more positive.

a Mr Kanazawa, we hoped to reach a deal by today.

b I expected something better from you, Leon.

¢ Angela, T assumed you would agree to this.

Past Perfect

| Aftirmative J Negative
| |
you you “
he he
she had  worked she hadn't  worked
it it
we we
they they

I Interrogative

|
you
he
had she
hadn't it
we
they

worked?

By the time I arrived at the party everyone bad left . (1)
@ was halfway to the airport before I realised I'd
Jorgotien my passport. (2)

Practice 4 Look at the examples above.

a What happened first: my arrival or everyone's else’s
departure?

b Put the events in chronological order: getting
halfway to the airport, forgetting your passport,
realising your mistake.

The Past Perfect is often used to look back from a time
in the past to an earlier time.
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Past Simple, Past Continuous or So the two PCs (17) proceeded / were proceeding to

Past Perfect? e-mail each other every few seconds for the whole
fortnight, while these two guys (18) were enjoying /

Practice 5 Complete the following anecdote by had enjoyed themselves on holiday, totally unaware. I

underlining the most appropriate verb forms. Read the (19) heard / had heard that so many messages

whole sentence before you make your choice. (20) were finally building up / had finally built up

on the company’s server that it (21) crashed / was

‘Apparently, there was this guy working for a financial
crashing, costing the firm millions! True story. Austin in

services company in the City. Anyway, it (1) was being /

had been a really tough vear, so he (2) decided / was accounts told me.’

deciding to take a nice long holiday. He (3) just cleared ) :

/ was just clearing his desk, when he (4) suddenly Lexis: Presentations

remembered / had suddenly remembered what The best audience is intelligent, well-educated, and a
(5) was happening / had happened the last time he little drunk. Alben W Berkley, ex-US vice-president

(6) was / was being off work. He (7) was coming / ‘
Communication skills Complete the collocations by

writing the nouns in the right-hand boxes. They are all
things you might do in a presentation.

had come back to an inbox containing hundreds of e-
mails. So this time he (8) came up / had come up with
a bright idea to prevent it happening again.

What he (9) did / was doing was this: he (10) set /

an issue questions a graph figures

— e - =

had set his computer to automatically send a message to

anyone e-mailing him, telling them that he (11) was / ‘ & pegt jokes T LN
had been in the Caribbean for two weeks and not to _

e-mail him again till he (12) got back / was getting | :;?::s- t::f!;fr:ga

back. Then, just as he (13) was leaving / had left the :

office, he (14) thought / was thinking he would I quote Iteﬂ

e-mail his best friend and tell him all about his compare crack

holiday plans. _
- A e e e . = : address field
Unfortunately, his best friend, who (15) was going / I raise I dbafwith
had gone on holiday the day before, (16) was setting
up / had set up his computer in exactly the same way. Check the meaning in a dictionary, if necessary.

The language of presentations The following expressions are all useful in presentations,

but some letters are missing from the final words. When you have completed them, the letters
in the box should make a good piece of advice for a presenter.

Can everybody hear me ... (& [ s

Right, let's get ... e e D

Let me introduce ... M_ S| ‘_ F

I've divided my presentation into three main ... |- | AL TS

Just to give you a brief ... O Vo w
I'll be saying more about this in a ... u

I'm sure the implications of this are clear to all of ...
There's an important point to be made ... R
OK, let's move ...
I'd like you to look at this ... G P H
As you can see, the figures speak for ...

= 4 O 0O~ OO0 kNN
|
= |

- O

S VFIESS

s
N

To go back to what | was saying ... =
Are there any questions you'd like to ask at this ... _ 0
I'd like to look at this in more ... -

o,
W

-t
(3]

Let's just put this into some kind of ... P_R
Perhaps | should expand on that a ...
To digress for a ... L |
So, to sum ... LU
That brings me to the end of my ... Al |

20 Thank you. I'm sure you have many ... Q l T <

47w m-dD TI

ok
~N D
|
==
|
|

Ty
© o
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? 14 Being heard

Modal verbs

can  could may  might will would shall  should  must oughtto  need  dare

Medal verbs are followed by the infinitive without to.
(NB After ought, use to + infinitive: She ought to go.)
_l_ e |
Couldn't he attend the meeting?

You don't add an s in the 3rd person singular.

You don't use do or does to make ‘You don't use don't or doesn'’t You use modal verbs to express many
questions. to make negatives. different functions. (See Practice 1)

be able to have to be allowed to

Be able to, bave to and be allowed to are often used in place of modal verbs. You use

these verbs to express concepts that are not possible with modal verbs.
Will you be able to finish the report tomorrow? (will you can is not possible)
I bad to attend a meeting last night. (must has no past form)

Practice 1 Modal verbs say as much about the speaker’s attitude as about the
factual content of the sentence. Match the modal verbs in bold to their main function.

A They should be here by now. (a) expressing obligation

B TI'll phone and check. (b) expressing certainty
A No, wait a minute, that must be them. (¢) asking for permission
A Could I leave early tomorrow, do you think? (d) expressing possibility
B Well, I might need you to check the monthly figures. (e) expressing probability
A But I have to pick up the kids from school. (f) taking the initiative

Now do the same with these:

A You mustn’t load that software onto your company PC! (g) giving advice

B But I can’t do this job without it. (h) saying something isn't necessary
A Well, you ought to speak to IT. then. (i) expressing inability

A T'm getting a drink from the machine. Can 1 get you anything? (j) making a request

B Oh, thanks. Could you get me a Coke or something? (k) prohibiting something

A Sure. What's this? You don’t have to give me the money! (1) making an offer

Practice 2 Try to complete the following modal verbs quiz in under five minutes.
1 You mustn't do that. 4 What's the opposite of That can't be right?
Will there be trouble if you do it?

2 You don't bave to do that. 5 What does She should be bere at nine mean?
Will there be trouble if you do it?

a She’s supposed to be here at nine.
3 Put these sentences into the past: b I expect she'll be here at nine.

a I canttalk to you now, ¢ Either
6 7 could do it refers 1o

a the past. ¢ the future.

b the present. d it depends.

b I hope we'll meet again.

They needn't bave done it. Did they do it?

¢ I must fly to Geneva. ; o e
- They didn't need to do it. Did they do it?
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9  Are these two sentences possible?

a [ could swim by the age of two.
b 7 was able to swim by the age of two.

10 Are these two sentences possible?

a [ took the exam three times and finally I
could pass.

b Itook the exam three times and finally I was
able to pass.

2

Practice 3 There are modal verbs in a lot of everyday

expressions. It is best to learn these by heart. Complete
the expressions using the words in the boxes.

wouldn't  couldnt  should can  may
1 A What we need is a holiday.
B You say that again!
2 A Wil it be all right if I just send them an e-mail?
B I think so.
3 A There are bound to be changes under the new
management.
B I be surprised.
4 A This strong pound is terrible for business.
Bl agree more,
S5 A How are we going to start our own business
when we can't even run this one?
B You have a point there.
| N . -
| won't can't might have to must
6 A Tl be going.
B Hey, don't rush off just yet!
7 A 1 be a minute.
B OK, I'll wait for you here.
8 A You be joking!
B I've never been more serious.
9 A 1 have guessed,
B Yes, I think we both knew this was going

to happen.

10 A You._
B No, just kidding!

be serious!

Lexis: Meetings

Don’t call a meeting in your office — it scares people.
Go and see them in their offices. David Ogilvy.
advertising guru

Y . .

Complete the collocations by writing the nouns and
noun phrases in the right-hand boxes. They are all
things you might do before, during or after a meeting.

agreement a decision comments
the agenda  an opinion  details
an action plan ideas  a point

www.frenglish.ru

Comments & opinions In meetings, certain
expressions help you to introduce your comments and
indicate your opinions more clearly. Look at the
following five extracts from meetings. Replace the
expressions in bold with ones in the box which have a
similar meaning.
Frankly  Clearly
Incidentally Strangely enough
As a matter of fact
Overall

If you ask me  In short
In theory  Luckily

Essentially ~ On the other hand

A Personally, / I think this

whole project has been a waste of time.

B To be honest. /
agree with you.

I tend to

A However, /
much money into it to cancel it now.

we've put oo

A By the way, /
in touch with our agent in Warsaw?

B Actually, /

me. T'll talk to you about it later.

did you get

she phoned

A Obviously, / we don’t
want to have a strike on our hands.
B Fortunately, / we may

not have to. I spoke to the union representative this
morning.

A In general, /
like the idea of open-plan offices?

B Funnily enough, / they

didn’t. We may have to rethink our proposal.

did people

A To sum up, / by year-end
we should be nearing the break-even point.

B Basically, / then, we're
going to make a net loss?
A Technically, / yes. But

that’s because we're channelling so much money
back into the business.
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15 Snail mall

Multi-verb expressions

When we combine two verbs in a sentence, the second
verb can follow several patterns:

1 Modal verbs are followed by the infinitive
without fo:
o We must make a decision on this today.

2 Non-modal verbs are followed either by the
infinitive with zo:
e We agreed to review ihe situation in a month.
or by the -ing form:
e They regretted borrowing the money.
If in doubt, use the infinitive with to. It's much
more common.

3 Some verbs, normally followed by the -ing form,
change when there’s an indirect object:
o [advise repackaging the product.
s [ advise you lo repackage the product.
e [ suggest breaking off the meeting here.
e [ suggest we break off the meeting bere.

4  Some non-modal verbs can be followed by both the
infinitive with fo and the -ing form. But be careful.
The meaning often changes — sometimes completely
— as in these examples:
= They stopped to talk. (= they stopped doing
something else so that they could talk)

s They stopped talking. (= the talking stopped)

o [ didn’t remember to e-mail you the report.
(= there was no e-mail)

e [ don’t remember e-mailing you the report.
(= 1 may have e-mailed it to you, but I don't
remember)

5 When a verb is followed by a preposition other than
to, the -ing form is usually used:
o We succeeded in getting the loan.
e I'm thinking of changing my job.
When it isn't, the meaning changes:
s He went on talking for over an hour!
(= he wouldn't shut up)
s He went on to talk about profils.
(= he changed the subject)

Practice Study the information above and complete
the following advice on how to produce professional
letters and faxes by combining the verbs, prepositions
and pronouns in brackets,

a Reply to incoming mail promptly. Don't
for more than a couple of days. (put
off / write back)
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b Always with a proper

salutation. (remember / open)
¢ Don't
include)

a subject line. (forget /

d a lot of time on social
chit-chat at the beginning of the letter. (forget about
/ Sp{.ﬂﬂ.d)

lots of
subheadings and bullet points to make your
message clearer. (recommend / use)

e Most writing experts

f  But they don't a lot of old-
fashioned formal expressions. (suggest you / use)

g Ideally, you neither too

formal nor too friendly. (should / aim / sound)

h You
and simple. (should / try / keep)

your sentences short

—

10~15
words per sentence. (advise you / not exceed)

j Also
short ones will do. (avoid / use)

Some people

long complicated words when

k If you have a lot of information,
a separate document. (consider / enclose)

I Beware the spell check! You really
all your mistakes. (can’t / trust it /
pick up)
m  Grammar checks are even worse, You'll certainly
on them. (regret / rely)
n If you
into less than 200 words, you've done well, (can /

vour whole message

manage / get)

0 Reread before you send. your

own letter — what impression would it give?
(imagine / receive)

p a difficult letter several

times before you send it. (think about / redraft)

Lexis: Prepositions
Size isn't everything. Anonymous

Prepositions (in, at, of, for, through, etc.) are a restricted
group of short words, each having many different
purposes. They usually take their precise meaning from
the words around them.

Apart from their standard uses to refer to time, place
and movement, prepositions also combine with verbs,
nouns and adjectives to form a lot of useful phrases and
expressions. Such phrases are best learned ‘whole’ as
items of vocabulary.
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Prepositional phrases Twenty-three prepositions are missing from the following letter. Write them in.

Dear Mr Savage

Thank you your letter 12th April. I'm very sorry the difficulties you’ve had getting one our engineers come and repair the
alarm system we installed January, Please accept my apologies. I am as concerned the delay as you are.
The manager who is responsible our after-sales service is new the department and not yet familiar all our procedures, but

this is no excuse such a long delay. Rest assured, he is now aware the problem and will arrange an engineer call whatever

time is most convenient you. Obviously, this will be free charge. I have also authorised a 10% refund the purchase price.
If you are still not fully satisfied the system, please contact me personally and I shall be happy supply you a replacement.
My apologies once again the inconvenience this has caused you.

Preposition + noun Two negotiators are discussing
terms. Complete what they say using the pairs of
prepositions in the box.

on + in in + to by + at in + on

in + in on + at in + under in + at

on + within

A Normally, we insist on payment (1)
advance or delivery.

B Well, we'd prefer to have the product (2)
20 days’ approval first and pay

A 1 see. Well, perhaps we could arrange for you to
pay (3)
to cover the insurance while the goods are
transit.

darrears,

instalments. But then we’d ask you

B Hm. If we agreed to that, could you guarantee that

the goods would be delivered (4) _ schedule?

For us that means seven working days.

A That shouldn't be a problem. Of course, if you

order (5) bulk, say 100 units, we deliver

free of charge — unless you cancel
short notice.

| am writing with

We are basically in

I've been in

There are one or two points in

No one at the meeting was in

‘The goods have been insured in
There will be a 3% price increase with

T @E =™ 0 a0 o

Plan A has been rejected on

(o 4
cancellation charge. Fair enough. But what if the

which case, I suppose there’s a
goods we received were not our satisfaction?
13 D)
damaged, then we would send replacements

some chance, the goods were

our expense,

Fine. Now, I assume if I'm ordering 100 units
(8)

a discount?
Certainly, Now let's see. The goods you'd be ordering

a regular basis, [ can buy them

are already (9) stock. You'd cover insurance,
we'd cover freight charges and it would be a regular
monthly order. the circumstances, I think I
can offer you our top discount rate. That's 4%.

4%2 I'm afraid vou'll have to do better than that.

Preposition + noun + preposition Complete the

following extracts from business letters, faxes and

e-mails using the nouns in the box. Pay particular

attention to the prepositions on either side of each noun.

terms  case behalf  view effect
regard touch accordance favour
addition pressure account

agreement

to your advertisement in Marketing Week.

with
with

the main points in your proposal.

our distributors in Poland concerning your enquiry.

to those we discussed which we now need to address.

of the idea.

of damage in transit.

from January 1st.

of the considerable costs involved.

We decided, in
We are again under
Certainly, in

g -

I We are investigating the complaints in

May |, on

of the political difficulties, not to export to Iraqg.

from head office to reduce overheads.

of experience, she’s the best candidate we've seen so far.
with our normal procedures.

of myself and the whole team, thank you for making our
visit so enjoyable.
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Conditionals (past reference)

You can use §f to speculate about the likely effects of
things being different in the past. You often use this
type of conditional to talk about regrets and make
accusations.

If we badn’t invested so beavily in dotcoms, we’d bhave
saved ourselves a fortune! (1)
(but we invested heavily and we didn’t save a fortune)

You could bave got an interview with that company if
only you'd taken my advice. (2)

(but you didn’t get an interview because you didn't take
my advice)

If our lawyers badn’t spotted that mistake in the
contract. we’d be in a real mess! (3)

(but they spotted it and so we are not in a real mess)

If you’d told me about it sooner, I might bave been
able to do something. (4)
(but you didn’t tell me sooner so I couldn’t do anything)

He might never bave been able to start bis own
business if bis father badn’t belped him. (5)

(but he started his own business because his father
helped him)

If she’d taken ber studies more seriously, she wouldn’t
be flipping burgers at McDonald’s. (6)

(but she didn't take her studies seriously and now she’s
working at McDonald's)

Practice 1 Study the information above and answer
the questions.

a What grammatical tense is used in the if-clause of

all the examples?

b What modal verbs are used in the main clause?

¢ What tenses follow the modal verbs in the

examples?
d Which sentences directly refer to the effects of the
past on the present? [
e Which sentences directly refer to the effects of the

past on the more recent past? LG JSSL S ]

Practice 2 Complete the conversation using the pairs
of words in the box.

hadn’t + wouldn't
could + tried

wauld + could
have + known done + have

promised + would
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16 Solving problems

Two colleagues are baving an argument.

A All I'm saying is, if you'd (1) something

about it sooner, we could prevented this

whole nightmare from happening.

B 1know, I know. And I (2) have if 1
have, but I couldn't.
A You (3) have if you'd , you
mean.
B Maybe if I hadn't already (4) :
I be able to put them all off.

A Well, anyway, it's too late now. You know, I'd never
() asked you to organise these visits if I'd

you weren't clear about it.

B Well, if vou (6) said you wanted us to get
involved in the local community more, I probably

have had the idea in the first place.

A I mean, what were you thinking of? You've organised
factory tours for three infant schools, an old people’s
home and the Bulgarian Embassy all on the same
morning!

Which example above does not contain the

Past Perfect?

Lexis: People and products

How come, when | want a pair of hands, | get a
human being as well?
Henry Ford, first mass market car manufacturer

People or products? Decide whether the adjectives
below can be used to describe people (staff), products or
both. Tick the correct boxes.

staff  products staff  products

best-selling (1 [ unique L1 [
efficient [] ] luxury [l ]
high-quality O [ loyal (il ]
fully qualified Gl L marketable | | [ ]
household || [] permanent O [
dedicated O [ part-time i

reliable i

The workforce
1 List the verbs and verb phrases in the box with those
below which have a similar meaning.



recruit  lay off  resign  motivate
instruct quit take industrial action
transfer teach take on relocate
inspire dismiss down tools
hire train move leave
“fire encourage go on strike

Complete the following sentences using appropriate

words and phrases from 1.

a During the last recession we were unfortunately
forced to a lot of our workers.

b Knowledge of foreign languages is an advantage,
as we sometimes people overseas.

¢ A lot of staff
we introduced Japanese production methods.

in protest when

d Of course, we
in the basic skills of the job.

all our people

e Two directors over our
decision to manufacture components for the

arms industry.

The adjectives below can all be used to describe
people in a company. Change each adjective into its
opposite by adding wun-, in-, im-, ir- or dis-.

a reliable k articulate

b flexible | honest

c organised m rational

d patient n decisive

e responsible 0 supportive
f creative p competent
g consistent q assertive

h inspiring r sociable

i committed s considerate
i ___ practical t competitive

Complete the following staff appraisals using an
appropriate positive or negative adjective from 3.

a Laura’s a real ideas person. She's exceptionally

b Brian can only do things his way. He's a bit

C Max is always there to give people a hand when
they need it. He's really very
d With Olaf it’s just one mistake after another. He's

completely
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Greta tends to take no notice of other people’s
needs. She's rather

Richard’s office looks like a bomb hit it — papers
everywhere! He's totally

With Miyumi the job always comes first. She’s totally

Sam can never make up his mind about anything.
He's extremely

Callum really knows how to motivate his staff. He's
incredibly

You can never depend on Leo to do what he’s
supposed to do. He’s totally

Elena meets all her targets month after month. She’s
incredibly

Jeanette too often allows her personal life to
interfere with her work. She’s rather

Eric always has to be the best at everything. He's
extremely

Gareth tends to keep himself to himself. He's a bit

The production line

1

Match the verbs and verb phrases in the box with
those below which mean the opposite.

reintroduce
reduce

withdraw go out of

scale down halt

go into <€—>

start = production

stepup: € ——>=

launchs “&———

discontinue ~€—>

a product

- —

boost productivity

Complete the following sentences using

appropriate words and phrases from 1.

a We always
January at the annual Trade Fair.

b We'll need to
keep up with demand.

new products in

production to

¢ A staff incentive scheme helped us to
productivity.
d We had to production completely
until we'd found the fault.

e There were some complaints about the product,
so we had to it to make the
necessary modifications. We'll it

next month.
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18 Eating out

£t

The passive

You form the passive with the appropriate tense of the

verb to be + past participle.

s The components for Ford cars are manufactured
in fifteen different countries.

e In Spain dinner often isw’t eaten until 10 or 11 in
the evening.

s Steve Jobs was re-appointed head of Apple
Computters in 1997,

e When was the Euro first introduced?

* As an exporter of computer software, the USA bas
been overtaken by the Republic of Ireland.

You can also use the passive with modal verbs:
How soon will the project be completed?

Well, it must be finisbed by the end of the year.
Yes, but can it be speeded up, do you think?
Well, we'd bave to be given a bigger budget.

[ think that could be arranged.

> W rmw >

You use the passive when it is unimportant or obvious
who or what does something. It is, therefore, common
to use the passive to talk about processes

and procedures,

Practice 1 Look at these two examples:

Active: These days, e-mail bas largely superseded the
Sax machine.

Passive: These days, the fax machine bas been largely
superseded by e-mail.

a What's the subject of the first sentence?
b What's the subject of the second sentence?
In the second sentence what word comes before the
performer of the action?
d  Which of the sentences are you more likely to hear
in a conversation about fax machines?
In both examples above our attention is focused on the
SUbiCCT E}f []'It: sentence. You use the I)’JSSin_’ when
you're more interested in the subject than the performer
of the action.

Practice 2 The passive can sound more impersonal
than the active. This can either be a good or a bad thing,
depending on your intention. Look at these examples,
then answer the questions.

Active: We bold group meetings every other Friday.
Passive: A group meeting is beld every other Friday.
Active: You told us there would be a bigger discount.
Passive: We were told there would be a bigger discount.
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a Which of the sentences about the meeting sounds
friendlier?

b Which of the sentences about a discount sounds
less confrontational?

€ Make this sentence more friendly: You may be asked
to a second interview.

d Make this sentence less confrontational: You
promised us another month to finish the study.

Practice 3 Complete the article using the correct
passive form of the verbs in brackets.

Lloyd’s: Insuring the famous and the bizarre
Virtually anything (1) (can / insure) at
Lloyd’s. In fact, over the last hundred years London’s
most celebrated insurance company (2)

(ask) to issue some of the most bizarre policies

ever! Here are just a few.

Car insurance is big business these days. But the very
first car (3) (insure) at Lloyd’s
(4) (cover) by a marine policy. Cars were
such a novelty in those days, motor policies (5)

(write) on the basis that cars were just ships

that sailed on the land!

Actors have always been paranoid. Hollywood film idol,
Betty Grable, was so worried her famous legs (6) _____
(might / injure) during filming, they

(7 (insure) by Lloyd's for a million dollars.

Multi-millionaire rock stars worry too. Bob Dylan, Eric
Clapton, Michael Jackson, Elton John, Rod Stewart and
the Rolling Stones have all insured their voices. Bruce
Springsteen’s (8) (believe) to be worth £3.5

million.

Food critic and gourmet Egon Ronay runs a different

risk. Obviously, his career (9)
(would / destroy) if he was ever to lose his sense of
taste. So a Lloyd’s policy for £250,000 (10)

(take out) to protect him against waking

up one day not knowing a haggis from a hamburger.



Insuring works of art is nothing new, but the laughter

(110 (could / hear) all over the city

when a grain of rice with a portrait of the Queen and
the Duke of Edinburgh engraved on it (12)
(estimate) to be worth $20,000. The

question is: worth $20,000 to whom?

A few years ago, a killer whale called Namu
(13) (capture) off the Canadian coast
and (14) (drag) to Seattle for display in
an aquarium. The captors insured themselves for $8,000
against Namu (15) (rescue) by other

whales! Unfortunately, he wasn't.

One rather confident comedy theatre group insured
itself against the risk of a member of the audience dying
laughing. So far, however, the insurance (16)

(not / claim) ...

Lexis: Food and drink
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heavy/light/late/3-course __luach

fillet/rare/medium/well-done

green/side/Waldorf/fruit
fried/raw/smoked/freshly-caught

roast/tough/tender/juicy

fresh/frozen/seasonal/mixed

traditional/exotic/local/vegetarian

bread

dessert

food
fruit |

coffee cheese |

beer

14

rich/spicy/plain/fast

dried/tropical/ripe/tinned

crusty/stale/ garlic/wholemeal

strong/mild/blue/cream

fattening/refreshing/light/chocolatey

draught/light/bottled/local

liqueur/milky/instant/black

2  You can often turn a food noun into an adjective by
adding -y.

« containing lots of salt = salty
When | read about the evils of drinking, | gave up e containing lots of sugar = sugary
reading. Henny Youngman, American comedian
a Find five more food adjectives ending in -y in
What's it like? the lists above.
1 What do the following adjectives describe? Choose
nouns from the box.

b How would you describe a dish with lots of
el fish salad meat  dish oil? fruit? taste?
steak vegetables fat? pepper? nuts?

How to sound intelligent about wine!
1  Complete the description of a wine below using the words in the box.
’7fr0m of  with with J
It's a crisp, dry white wine a delicate bouquet.
It comes the Napa valley region California and goes very well
fish.

1995 was a reasonable year.

2 Think of a wine you like and prepare a description of it using the words below.
Try some of the other food and drink adjectives as well. Don’t worry if you sound a bit

strange — so do wine experts!

soft  classic fruity

peppery

flowery  sparkling

rich ruby colour

light golden colour  vintage  a very good
Spain  young  robust full bodied
Bordeaux  a disappointing

powerful bouquet

sweet

red

smooth

cheese
steak

France  pasta
seafood
an exceptional

rose Rioja
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19 Messaging

&

Reporting

In business it is important to be able to report
accurately what people said in meetings, on the phone
and in private conversation. Occasionally we repeat the
exact words someone used, but usually it is sufficient to
report the basic message.

Original statement: There’s no way I'm going to

dceept culs.

Direct speech: He said: ‘There’s no way I'm going 1o
dceept cuts.” (1)

Reported speech: He says there's no way be's going to
accept culs. (2)

He said there was no way be wds going to dccept cuts. (3)

Reporting verb: He refused to accept cuts. (4)

Practice 1 Study the information above and answer
the questions. Which expression would you use to:

a quote exactly what the speaker said in
a4 meeting? L]
b report exactly what the speaker said in
a meeting? [ ]
¢ summarise the general idea? C]
d tell someone in the meeting what the speaker
just said? L]
NB When the reporting verb is in the past, you often
put the reported speech in the past too:
I'm under a lot of pressure.
Reported speech: He said be was under a lot of pressure.
Practice 2 Change the statements below into
reported speech.

a Fritz: I'm ready.
Fritz said he was ready.

b Akio: I'm going to wait and see.

¢ Claire: I've had enough.

d Philippe: I must be going.

e Maria: I'll be in touch.

f Sergio: [ just can't face it.

Reporting the general idea of what someone said (e.g.
offering, inviting, complaining, thanking, suggesting) is
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often more useful than reporting their exact words. To
do this, you can use the verbs say, tell and ask, as well
as many other verbs. It is important to learn which
prepositions, objects and verb forms follow these
reporting verbs.

Practice 3 Decide how the following sentences
(1-10) were later reported (a—j). Write your answers in
the boxes.

Don't forget to do it. L]

Have you done it? il

Could vou do it, please? O]

It was you who did it! ]

Why don't you do it? ]

Would you like me to do it? L]

I'm not doing it! L]

sorry, I did it. ||

I'm sorry 1 did it. L]

I didn't do it. [

O 00 N o g bk W N =
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She suggested 1 do it

He regretted doing it.

She apologised for doing it.
He denied doing it.

She reminded me to do it.
He refused to do it

She asked me to do it.

He accused me of doing it.
She asked me if I'd done it.
He offered to do it

_—-Ta 000 oo

Practice 4 The human resources department of a
medium-sized company is deciding how much money
to allocate to training. Read the following short extract
from their meeting.

Gerry: OK, now, about our training budget for next
year. What does everybody think?
Anna: Well, I think we really must spend more on

advanced IT skills training.

Ingmar: Hm, I'm not so sure that's what's needed. In
fact, iU’s basic computer skills that most of our
people still lack.

Gerry: Yes, I think so too. But isn't this really a
recruitment problem? I think we should require
all new recruits to be computer literate before
we employ them,

Anna: Now, just a minute. We're forgetting that these

are our entry-level staff we’re talking about.
Ingmar: And?
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Anna: Well, if you look at the salaries we're paying a Bond, James Bond. Sean Connery, Dr No (1962)
new recruits, you'll see that we simply don’t (say/name)

pay them enough to expect computer skills. IT

training is our responsibility.

Gerry: Well, if we don't change our recruitment policy, b Play it Sam. Humphrey Bogart, Casablanca (1942)
we'll have to spend a fortune on training,.

- (ask/Sam)
Anna: Actually, the current cost of training is
negligible, Gerry. That's why 1 say we should ¢ Mrs Robinson, | can't do this. It's all terribly wrong.
be spending more. Dustin Hoffman, The Graduate (1967)
Now complete a report of the meeting using the verbs (say/because)
in the box.
a—e pointed out insisted invited | d Are you talking to me? Robert De Niro, Taxi Driver (1976)
raised doubted (ask/me)

f—j reminded  suggested came in

wonkieed agrsed e Frankly, my dear, | don't give a damn.

k — o recommended added assured Clark Gable, Gone with the Wind (1939)
explained  warned |

i | (inform/her)
Report
f Come up and see me sometime.
i f the traini
Gerry (a) the issue of the training budget Mae West, Goin' to Town (1935)
h ;
and (b) comments from the group. Anna (teding)
(c) that we spend more on advanced [T
skills, but Ingmar (d) that was what was
needed. He (g) ~ that it was basic computer g Hang on, lads. I've got a great idea.
s Michael Caine, The ltalian Job (1969)
skills that most of our personnel lack. Gerry
I
(f) and (g) if it wasn't a (telle)
recruitment problem. He (h) we make
computer literacy a requirement for employment. Anna h What have the Romans ever done for us?
[0} at this point and () John Cleese, The Life of Brian (1979)
everyone that we were talking about entry-level staff. She (want/know)
(k) that we didn't pay sufficient to expect
computer skills and (/) that IT training was i Go ahead. Make my day.
the company’s responsibility. Gerry (m) us Clint Eastwood, Dirty Harry (1971)
that if we didn't change our recruitment policy, we'd have to (invite)

spend a fortune on training, but Anna (n)

him the current ¢ f training was negligibl . ; :
: % ORLOIRTARAG Rgigioiand j  You're going to need a bigger boat.

(0) we spend more. Roy Scheider, Jaws (1975)

(advise)

Practice 5 Do you have a favourite line

from a movie? Read the following collection

of quotes from some of the 20th
: . c y i k /'ve had people walk out on me before, but not when |
century’s most famous films.

Bortheadh anest was being so charming.
eport eac sSmng a
e B Harrison Ford, Blade Runner (1982)
combination of reporting
(admit)

verbs and reported speech.
Use the words in brackets

to help you. There are

different possibilities. | Il be back. Armold Schwarzenegger, Terminator (1984)

(threaten/return)
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Grammar of diplomacy

In business, the grammatical and lexical choices you

make can have a powerful effect on the outcome of a

meeting or negotiation. Compare the following:

1 We reject your offer.

2  I'mafraid at this point we would be unable to accept
Your offer.

In 2 the use of softeners (I'm afraid), restrictive phrases
(at this point), modal verbs (would) and rephrased
negatives (unable to accept) make the rejection itself
more acceptable.

Look at the following ways of making what you say in a
negotiation more diplomatic:

1 Modals: would, could. may, might
o This is a problem. > This would be a problem.
e Of course, there’s a disadvantage to this. > Of
course, there could be a disadvantage to this.

In both examples above the speaker sounds less
direct, but in the first example the basic message
doesn’t change. This would be a problem still means
it is a problem! But it sounds better.

2 Qualifiers: slight, a bil, rather, a few, eic.

e There may be a delay. > There may be a slight
delay.

e We're disappointed with the discount you're
offering. > We're rather disappointed with the
discount you re offering.

Qualifiers soften the impact of bad news, but don't

actually change it.

3 Rephrased negatives 1: not very. totally. completely
+ positive adjective
e We're unbappy with this arrangement. > We're
not very bappy with this arrangement.
o 'm unconvinced. > I'm not totally convinced.
Using positive adjectives makes you sound more
positive — even when you use them in the negative!

4 Rephrased negatives 2: unable. not able, not in a

position to

e We can't go any bigher than 7%. > We're
unable to go any bigher than 7%.

o We won't accept anything less. > We're not in a
position to accept anything less.

Try to avoid using can’t and won't. They make

you sound powerless and obstructive.

5 Negative question forms: shouldn't we ...7,
wouldnt you ...7 etc.
o We should be working together on this. >
Shouldn’t we be working together on this?

10

o You'd be taking an enormous risk. > Wouldn't
you be taking an enormous risk?

Negative question forms are incredibly powerful in

negotiations. Questions sound more tentative than

statements and are also more persuasive. Use them

to make suggestions and give warnings.

Comparatives: -¢r, more, less

e We're looking for something cheap. > We're
looking for something cheaper.

o Would you be prepared to consider this? > Would
you be more prepared to consider this?

The use of comparatives makes what you say sound

more negotiable.

Softeners: unfortunately, I'm afraid, to be bonest,

with respect, etc.

e This doesn't meet our needs. > Unfortunately,
this doesn’t meet our needs.

*  You don't quite understand. > With respect,
you don't quite understand.

Softeners at the beginning of a statement signal bad

news. With respect is a particularly bad sign!

Restrictive phrases: at the moment, at this stage,

so far, etc.

e That’s our position. > That’s our position at
the moment.

e [don't think we can go any further. > 1 don't
think we can go any further at this stage.

Using a restrictive phrase does not exclude the

possibility of future movement.

The passive: it was understood, it was assumed, elc.

o You said you were ready lo sign. > It was
understood you were ready to sign.

o We thought you bad accepted these terms. > It
was assumed you had accepted these terms.

By avoiding the use of statements beginning You

said ... and We thought ... and using passive forms

instead, vou depersonalise the situation and reduce

the amount of personal responsibility or blame,

The -ing form: were aiming, had been hoping

o We aimed to reach agreement today. > We were
aiming (o reach agreement by today.

e We had boped to see some movement on price. >
We bad been boping to see some movement on
price.

Using the Past Continuous keeps your options open

— you were aiming to reach agreement and still are.

The Past Perfect Continuous closes the door a little

more — you've stopped hoping, but could be

persuaded to hope again.
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Practice Study the information opposite and make the
direct remarks below more diplomatic using the words
in brackets to help you.

a This is too expensive. (unfortunately / would)

b We're not interested in your economy model.

(would / less)

¢ It will be difficult to sell the idea to my boss.

(unfortunately / may / very easy)

d We should be near a decision by now.

(shouldn’t / a bit nearer?)

e We can’t pay straight away. (afraid / might not /

able)

f 1 won't make any promises. (not / position / this

stage)

g This is difficult for us to accept. (would / a little /

the moment)

h You said you wanted immediate delivery.

(understood)

i We hoped you would provide after-sales service.

(honest / hoping)

i Our discussions have been unproductive.

(not very / so far)

k A fixed interest rate would be a good idea.

(wouldn't / better?)

I We had aimed to get further than this this morning.

(aiming / slightly)

Lexis: Negotiations

When a man says he’s going to put all his cards on
the table, | always look up his sleeve.
Lord Hore-Belisha, British politician
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Conducting negotiations Complete the collocations
by writing the nouns and noun phrases in the
right-hand boxes. They are all things you might do
during a negotiation.

pressure  options  a breakthrough

’7terms
a deadlock time out

Sales negotiations

1 The following things were said in a sales
negotiation. Who do you think probably said them
— the buyer, the seller or could it be either?

What kind of a guarantee can you give us?
Would that be a regular order?

Is that vour best price?

There are no hidden extras.

I'm afraid it’s not really what we're looking for.
Would you like to have the product on a

-0 Q0 o0on

trial basis?

What sort of quantity were you thinking of?
How flexible can you be on delivery times?
I'd like to think it over.

I can't be any fairer than that.

= Q

o -

What immediate benefits could we expect
to see?

Supposing we were to offer you
deferred payment?
m  We'll march any price you've been quoted.

=]

What sort of discount could you offer us
on that?
o Could we rely on you to meet all our deadlines?
p Now. we'll just need to sort out one or
two details,
q So. if you'd just like to sign here.

2 The following collocations all appeared in the
negotiation in 1. Try to find the other half of each
one in under 90 seconds!

a regular quote a

benefits extras
offer deferred

a guarantee the details
delivery match a

deadlines A basis
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Additional material

4 Keeping track
Clarifying specific points

Speaker A

1 Read out the text below to your partner. When you
read the information in bold, whisper so he/she
can't understand! Your partner should ask you for
clarification. If not, keep reading!

THE FAMOUS
BUDWEISER COMPANY

Budweiser is the world's bestselling brand of
beer. In the USA it represents 22 per cent of
total beer sales. The American company that
makes it is the biggest brewery in the world
with 50 per cent greater output than its nearest
competitor, the Dutch multinational,
Heineken. Budweiser is the all-American beer.
With its enormous marketing budget, it spent
more than 32 million dollars to be ‘an official
partner’ in the soccer World Cup. Over the last
40 years, the company has had many
advertising slogans. But by far the most
successful is ‘Budweiser: the King of Beers'.

2 Listen to your partner reading out a similar text. Ask
him/her to clarify anything you don’t hear or
understand.

4 Keeping track

Pointing out discrepancies

Speaker A
1 Read out the following sentences to your partner.
Each one contains a silly discrepancy. Can he/she
spot ir?
a [ love Scotland, especially Dublin.
b I always drink German wine. Bordeaux’s my
favourite.
¢ | first met Ulrike yesterday. She’s one of my
closest friends.
d TI've nearly given up smoking. I'm down to
about 30 a day now.
e Let me introduce you to my wife. And then Tl
introduce you to her husband.

2 Listen to your partner reading out some sentences.
Can you spot the discrepancies? Query any you hear
using some of the expressions on page 18.
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6 Business travel
The nightmare journey

Speaker A

Work with a partner. In each of the situations below you
are a business traveller. Your partner is the other
speaker.

06.00

Business traveller: You didn't get your 5 o'clock alarm
call at your hotel this morning, so you overslept! Now
you've missed your taxi to the airport. Your plane leaves
in 90 minutes and it's at least half an hour to the airport.
Go and complain at the reception desk. Get them to
book you another taxi and telephone Heathrow airport
to say you are on your way. You start: What happened
to my alarm call?

06.15

Business traveller: Your taxi has finally arrived.
Explain that your plane leaves in an hour and a quarter
and that you must be on it. If you miss the Zurich
meeting at 11.00, your boss is going to kill you! You
thought about taking the Underground, but you have a
very heavy bag of product samples to carry.

You start: Heathrow airport. Terminal 1. And please
burry!

07.00

Business traveller: By some miracle, you have arrived
at Heathrow! But your plane leaves in half an hour.
You'll have to run! You didn’t have time to change any
money at the hotel, so you only have three £50 notes
and your credit cards. Pay the taxi driver and go!

07.15

Business traveller: You are at check-in with your case
of product samples for the Zurich meeting and your
hand luggage. Fortunately, the hotel phoned the airport
and they were expecting you. Thank god you're
travelling business class!

07.30

Business traveller: After all the panic to get to the
airport, your British Airways flight is going to be delayed
for an hour and a half! You wanted to fly Crossair, but
they only had economy class seats left. Now there’s
nothing to do but wait. Luckily, your meeting is three
hours away, so you can still just make it.



09.15

Business traveller: You managed to get a seat in
economy on the Crossair flight. You're scheduled to
arrive in Zurich in an hour, which gives you another 45
minutes to get to your meeling. You might just do it!
Suddenly, you hear the following announcement: Good
morning, ladies and gentlemen. This is your captain
speaking. I'm afraid I've just been notified that, due to
bad weather over Zurich, we've been diverted to Genevd.
I am very sorry for the inconvenience this may cause,
and will keep you informed of any Jurther changes to
our schedule. You must call Zurich! Ask a flight
attendant if it's OK to use your mobile. You start: E7,
excuse me!

6 Business travel

The red-eye

Speaker A

It is 9.30pm. You are in the crowded arrivals area at
Newark airport in New York. There has just been a
terrible thunderstorm and it is still pouring with rain.

You are picking up a senior colleague who works in
your Cologne office. Because of the weather, their flight
is two hours late, but your boss told you to ‘look after
them well’ — take them out to a top-class restaurant,
maybe a nightclub or two. You have never met them
before, so you are holding up a large piece of card with

their name written on it.

Your car is just five minutes away in the car park. You
have booked a table at Guastavino’s, a fabulous
restaurant in Manhattan and are looking forward to an
enjoyable evening. According to your boss, ‘money is
no object’. If he can, he’s going 1o join you both later
for drinks.

You've been working very hard recently. Tonight you
are going to relax and have fun!
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7 Handling calls

Unexpected phone'cal?s

Speaker A
Call 1 You make the call 1 730 local time

You work in the marketing department of Shiseido
Cosmetics, Tokyo. Phone the advertising department of
Cosmopolitan magazine, Paris. You want {0 speak to
either Monique Leblanc or Philippe Roussel about the
cost of a full-page advertisement.

Call 2 You receive the call 1030 10cal time

You work for Barclays Global Mutual Funds in New
York and deal with corporate investment. Your
colleague, Neil Thomas, deals with company pension
schemes, but you have no idea where he is. Tle went
out to get a bagel an hour and a half ago and hasn't
been seen since. You're very busy and have to keep
putting Speaker B on hold to deal with different
problems. Neil's mobile number is 181 650 777.

Call 3 You make the call 1500 Iocal time

You are a sales representative for Fujitsu computers, UK.
You're calling Speaker B at General Accident Insurance
with a quote for 25 laptops, which they asked for by
responding to one of your company’s Internet
advertisements. You have a range of discounted prices
you can offer from $19,000 to $48,000 depending on the
model. You could e-mail these, but prefer to phone
because it gives you a chance to get an appointment.

/Call 4 You receive the call 1 045 local time

You work for Burson-Marsteller, the world’s biggest
public relations company, and are based in Boston,
USA. In the course of your job, you get to go to a lot of
conferences and meet a lot of people. You can't always
remember them all, although it's an important part of
your job to pretend to do so. You've just got a new
boss, who you don't like very much, and are on your
way to a meeting with her now.
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8 Making decisions
The decision-making meeting

Plan B

& 5.4 If you are unable to reach a decision on the
new Bond, perhaps it is because the film series itself
needs to be brought into the 21st century. Why not
break with tradition altogether and make the Bond
character a woman? You could reverse all the
stereotypes and attract a completely new audience. You
know the actress below is interested in the idea. Read
her profile, then listen to an interview extract.

NAME AND AGE
Diane Fairchild 26

NATIONALITY
Anglo-French
MARITAL STATUS
single

HEIGHT AND BUILD
1.78m slim, athletic

PHYSICAL PURSUITS
Swam for her university. Black belt Taekwondo.

EXPERIENCE

Did a law degree at Cambridge before going into acting.
A rising star who has become ‘hot property’ in Hollywood
after her huge success in the action thriller Spider-Web.
Just completed a twelve-week run on Broadway. Though
‘typically British’, the Americans love her.

ACHIEVEMENTS

Won a Golden Palm at the Cannes Film Festival for her
first Hollywood film.

USUAL FEE

Diane’s "bankability’ has increased dramatically in the last
two years. Now earns at least $2 million a film.

COMMENTS

Likes to combine serious theatre work with escapist films.
Says she thinks a female Bond is just what the 007 series
needs.
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15 Snail mail

Could | see you a moment?

Speakers A and B
Situation 1

Speaker A, you are the boss. Your secretary, Speaker B,
just gave you this letter to sign. Point out the mistakes
in it and tell him/her how to rewrite it. There are 22
mistakes in all. Don't sign anything until he/she writes it
properly!

Speaker B, defend yourself! You were in a rush when
you wrote the letter and can probably correct a lot of it
without your boss’s help.

Speaker A starts: Could 1 see you a moment ...?

Dezember 3RD

Daer Mister Barghiel.

I'am writing to confirm our apointment on Dec 7. Off
course, I have your adress, but I am wonder if you
could to send to me instruction on how to get to your
office for that I will be come by my car.

A lot of thanks. I very much am look forward to meet

you.

Yours faithfully,

Useful language

You don't need ...

That's spelled ...

That should be ..., not ...
With an ‘s’ / without ‘s’
ff = double f

ABC = capital letters
abc = lower case letters
, = comma

' = apostrophe

Mr, Ms, Dr = abbreviation
? = question mark

. = full stop/period

() = brackets




Situation 2

Repeat the previous activity. This time, Speaker B is the
boss and Speaker A is the secretary. There are 23
mistakes in the letter.

Speaker B starts: Could I see you a moment il

Mai 7th

Dear Doc Jane Garland,

With referrance to your order (ref NO. 606-1, I am
regretting informing you that the the DCS1 is currantly
out of stock May I suggest you consider to upgrade to
the DCS2? When you are interesting, I would be happy
to send you detales.

Letting me know if I can to be of any furthest

help?

You're sincere,

20 Negotiating
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Negotiating team 1: The player’s agents
You represent the interests of (choose or
invent a name), the 18-year-old superstar striker who
plays for (choose or invent a club). Already
a member of his national squad, your client clearly has
a brilliant career ahead of him. His current team has set
a transfer fee of £8 million, which is quite a lot for such
a young player, but fair considering his enormous
potential. The final transfer fee will be agreed between
the two clubs and is nothing to do with you. Your job is
to negotiate your client’s financial package with the
management of Manchester United.

You do not have to reach an agreement with
Manchester. Barcelona, Juventus and Arsenal are also
very interested in your client. But you do know he
particularly wants to play for them, so you have
approached them first.
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It is in your interests 10:

e get a higher than average wage for such a superb
player of international status (more than £350,000)

e get a good annual fee (your agent’s commission will
be calculated on the basis of this!)

e go for the shortest contract you can get or one with
a very low termination penalty (your client may not
be as happy at Manchester as he hoped)

e sccure a fair percentage of merchandising profits
(maybe 15% — the fans are sure to want to buy
products with your client’s name on).

But you may need to be flexible on some of these
points.

Your client has also asked you to try to get:

e a penthouse apartment in central Manchester (he
wants to enjoy the nightlife)

e two left-hand drive sports cars (preferably Ferraris
or Porsches) for himself and his new wife

e first-class air tickets for his immediate family (eight
people) to come and visit him occasionally plus half
a dozen trips home for himself every year.

At present your client has a £100,000 a year sponsorship

deal with Nike, which he would like to keep.

The negotiation is scheduled to be held at Old Trafford.

First, with your team, work out your opening, target and

walk away positions for each of the following points.

When the other team is ready, they will invite you into

the boardroom. You may take two five-minute time-outs

during the meeting, if you need them. Write down any

terms you agree to.

oP | TP WAP
Basic wage |

Annual fee |
Length of contract

Contract termination
fee |

Percentage of ' |
merchandising profits | |

Accommodation
Car e
Flights home ' | ’
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4 Keeping track
Clarifying specific points

Speaker B

1 Listen to your partner reading out a text. Ask
him/her to clarify anything you don’t hear or
understand.

2 Read out the text below to your partner. When you
read the information in bold, whisper so he/she
can't understand! Your partner should ask you for
clarification. If not, keep reading!

THE ORIGINAL
BUDWEISER COMPANY

Budweiser is one of the Czech Republic's
oldest and most famous beers. In fact, the
brewery which makes it is over 700 years old.
It shares its name with the best-known US
brand because in 1876 the Americans decided
to name their product after the small
Hungarian town of Budweis.

After a long legal dispute, the Czech
company now markets its product under the
Budweiser name in more than 40 different
countries. Obviously, this has confused some
consumers. So the Czechs, with far fewer
resources than the Americans, have responded
by advertising it simply as ‘Budweiser: the
beer of Kings'.

4 Keeping track
Pointing out discrepancies

Speaker B

1 Listen to your partner reading out some sentences.
Can you spot the discrepancies? Query any you hear
using some of the expressions on page 18.

2 Read out the following sentences to your partner.
Each one contains a silly discrepancy. Can he/she
spot it?

a [I've got three children — one of each.

b We met the French negotiating team at their
headquarters in Lisbon.

¢ I'm worried about this trip to Denmark. For one
thing, I don’t speak a word of Dutch.

d The managing director must be at least 70. But
it's his grandfather who really runs the
company.

e 1 work for a firm called Network Software. We
make washing machines, fridges, that kind of

thing.
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6 Business travel
The nightmare journey

Speaker B

Work with a partner. In each of the situations below
your partner is a business traveller. You are the other
speaker.

06.00

Hotel receptionist: You have just come on duty at the
Novotel reception desk. Your colleague, who went
home five minutes ago, says there has been a problem
with the internal telephone system all night. Since you
arrived it's been one complaint after another!

06.15

Taxi driver: You have just picked up someone at the
Novotel who wants to go to Heathrow airport. On your
way to the hotel you heard this on the radio: Traffic
news now, and there's been a major accident on the
M25 this morning involving three lorries and eight cars.
Police say to expect delays of up to an bour. If you're
travelling to Heathrow this morning, you're advised 1o
take the Underground to Paddington station and then
the Heathrow Express ...

07.00

Taxi driver: Fortunately, the traffic was not as bad as
you expected. But your last two passengers paid you in
&£50 notes and took nearly all your change — you only
have a £10 note and three pound coins. There is a
cashpoint machine in the airport terminal if you need it,
but another customer is waiting to get into your taxi.
You start: Well, we made it! That'’s £23. please.

07.15

Check-in clerk: You are checking in a late business
class passenger. Their hand luggage is OK, but their
suitcase is well over the 25 kilo limit — 38 kilos! The
flight is full and due to depart in 15 minutes. You
cannot accept their luggage. You could book it onto a
later flight if they pay excess baggage. You start: I'm
sorry but your case is too beavy.

07.30

BA representative: You are at Gate 42, Heathrow
airport. Flight BA922 to Zurich is delayed and you have
a lot of unhappy passengers sitting in the departure
lounge. A few have already asked for seats on the 8.30
Crossair flight. You have just received this message on
your mobile: The plane bas serious mechanical problems
and cannot leave London today. Another plane is flying
out from Zurich, but there will now be a delay of
approximately four hours. You start: British Airways

regrets [0 dnnNOUnce ...



09.15

Flight attendant: You are the chief steward on Crossair
flight 711 from London Heathrow to Zurich.
Unfortunately, your flight has just been diverted to
Geneva because of bad weather. A lot of passengers are
getting angry and insisting they make phone calls. The
use of mobile phones is strictly prohibited on aircraft
and in-flight phones are only available in business class.

6 Business travel

The red-eye

Speaker B

It is 9.30pm. You are in the crowded arrivals area at
Newark airport in New York. There has just been a
terrible thunderstorm and it is still pouring with rain.
You have just arrived two hours late after a nightmare
flight from Cologne. Normally, you are a good flier, but
there was so much turbulence you were almost sick on
the plane. You don't know who is meeting you, so you
are looking for a sign with your name on it.

To be honest, you don't feel like talking much and
would just like to go straight to your hotel, have a
shower and go to bed. But maybe you should eat
something light first — it’s a long day of meetings
tomorrow and you want to be on good form.

This is your first time in New York. It's a pity you feel
so ill.

7 Handling calls

Unexpected phone calls

Speaker B

Call 1 You receive the call 0930 10cal time

You are a student of journalism in Paris working for
Cosmopolitan magazine during your summer vacation.
There was no one in the office when the phone rang,
so you picked it up. You've never spoken English on
the phone before and misunderstand everything Speaker
A tells you. After a minute or so, end the call by
offering to get someone who speaks better English.

Call 2 You make the call 1630 local time

You work in the finance department at Daimler-Chrysler
in Stuttgart and are responsible for the management of
the company pension scheme. You want to query
something with the fund manager at Barclay’s Global
Mutual Funds in New York, Neil Thomas. It's rather
urgent. You finish work at six.

Call 3 You receive the call 1500 10cal time

You work in the sales department of General Accident
Insurance, UK. You are holding a meeting in your office
to discuss the training programme for your new intake
of 25 sales personnel. At first, you have no idea who
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Speaker A is when he/she calls — probably a sales rep
from one of the computer companies you contacted on
the Internet the other day. Be civil, but get him/her off
the phone.

Call 4 You make the call 1045 10cal time

You work for a small public relations company in Bath,
UK. 18 months ago you met Speaker A at an
international conference in Chicago. Ie/She works for
Burson-Marsteller, the world’s biggest PR firm. You got
on very well and stayed up till three in the morning.
You mentioned you'd love to work for a bigger
company and he/she offered to introduce you to his/her
boss if you ever came to Boston. You're in Boston, at
the Logan Airport Hotel. Your mobile number is 751 533
200.

20 Negotiating

The transfer

Negotiating team 2: Manchester United

You represent the management of Manchester United
Football Club and are interested in buying an 18-year-
old superstar striker (ask Team 1 for bis
name) who plays for (ask Team 1 for the
name of bis club). His current team is asking for a
transfer fee of £8 million, which is quite a lot for such a
young player, but fair considering his enormous
potential. However, you are not negotiating the transfer
fee today. Your job is to negotiate the financial package
on offer.

You do not have to sign this player. There is no
shortage of young internationals wanting to play for the
world’s most famous football club. But he is something
special. With the right training, he could become one of
the world’s top players within the next five years.

It's in your interests to:

e pay no more than the standard wage (already high
at £300,000)

e keep the annual fee as low as possible (it could
always be raised on renewal of contract if your new
player lives up to his potential)

e go for a five-year contract with a heavy penalty for
early termination (you don’t want to invest in the
development of a player who disappears to another
club after just a few seasons)

e pay as low a percentage of merchandising profits as
possible (perhaps 5% — you don’t know how
popular the new player will be with supporters).

But you may need to be flexible on some of these
points.

Additional material 123



You can also offer:

e the use of a £950,000 house with six bedrooms and
swimming pool, in a quiet suburb twelve miles
outside Manchester

e a brand-new, top-of-the-range 4-wheel-drive Jeep
for driving to and from matches and training
sessions

o three first-class flights home with British Airways.

You understand the player currently has a sponsorship
deal with Nike, which would have to be cancelled. Nike
sponsor your main rivals in the Premier League, Arsenal.

The negotiation is scheduled to be held at Old ‘Trafford.
First, with your team, work out your opening, target and
walk away positions for each of the following points.
When you are ready, welcome the player's agents into
your boardroom. You may take two five-minute time-
outs during the meeting, if you neced them. Write down
any terms you agree [o.

WAP
Basic wage

Annual fee _
Length of contract |

Contract termination
fee

Percentage of
merchandising profits

Accommodation
Car
Flights home

4 Keeping track
Quiz answers \P13)

1  a billion

2 Michael Eisner of Disney
3 the VW Beetle

4 KILM

5 The Yomiuri Shimbun

6 Microsoft

7 Barbic

8 the electric light

9 Ireland
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8 Making decisions

Questionnaire analysis (p32)
Whether you wrote yes or no is unimportant.

If you wrote it depends to five or more questions you
are a reflective decision-maker. You like to take your
time thinking things through before coming to a final
decision. In some jobs this is a good strategy. But we
live in a world of rapid change — be careful you don’t
take too long to make up your mind!

If you wrote it depends to two or fewer questions, you
are a reflexive decision-maker. You'd rather think fast
and make the wrong decision occasionally than take so
long to decide you miss an opportunity. This can he a
vital skill for a manager. Just make sure you're right
more often than you're wrong!

If you wrote it depends 10 three or four questions, you
are a balanced decision-maker. You don’t waste time
agonising over simple decisions, but you don’t rush
decisions that have serious implications either. You seem
to be in control of both your head and your heart. But
are you so in control you never take a risk?

10 Small talk

Comments on que

(e AN
e (Ppav)

a Business people from Latin and Arab countries tend
to have a more flexible, ‘polychronic” atitude 1o
time than their ‘monochronic’ North American and
North European counterparts, for whom time really
is money. Their *high-context” culture also places
greater emphasis on personal relationships than
‘low-context’ Northerners do. The message? Try not
to be too busy for Brazilians or Italians and don’t
mess up Americans’ tight schedules.

b A good sense of humour is an admired quality in
many cultures — notably British, American and most
Latin countries — though the type of humour may
vary from wordplay to sharp sarcasm to innuendo
and even the surreal. In other cultures, however —
particularly Germanic ones — humour is not usually
considered appropriate in a business context. The
message? You don't have to be a comedian with the
British, but always smile at their attempts at humour.
With Germans or Swiss, leave the jokes for the bar
alter the meeting.

¢ The amount of socialising you do prior to and
during a negotiation will depend both on your own
and the opposing team'’s negotiating styles and
where the negotiation is being held. In Japan, for
example, the negotiation process is long and
relationship-building plays an important part. The
same is true of the Middle East. In the USA things
move faster and their negotiating style tends to be
both more informal and adversarial. In Germany



there may be little time for small talk. The message?
Follow your opponents’ lead, but do all you can to
creatce rapport.

d Mixing with colleagues out of work-hours is an
integral part of business in America where many
companies are run like sports teams with the boss
as both captain and coach. Elsewhere, there may be
a strong dividing line between work and home. The
message? In social situations simply be yourself.
Neither do anything that offends you nor that you
think may offend your hosts.

e Different people have different ideas about where is
an appropriate place to do business. For some,
talking about golf all morning at the office, and
business all afternoon on the golf course is quite
normal. Others do more business in bars than
boardrooms. But these days people are more
culturally aware and don’t usually expect foreigners
to observe their own business customs. The
message? A polite refusal to go to a Finnish sauna
or a Spanish Bullfight will not usually offend.

11 E-mail

Answers (p44. exd)

/

According to the Institute of Directors, the majority of
business people receive around 30 e-mails a day. As it
takes about 5 minutes Lo read and reply to (or ignore)
each, that means 2 and a half hours’ work or a quarter
of the working day.

According to Ferros Research, the average executive
spends 326 hours a year dealing with e-mail, and this
actually increases productivity by 15-20%.
Unfortunately, another 115 hours are wasted deleting
‘spam’ (unwanted publicity material) from their inboxes.

According 1o a recent Internet survey, nearly three
quarters of business people have sent an e-mail and
then regretted it. Hastily written messages can easily
sound too direct or even rude, and upsetting a
colleague with an angry e-mail (or ‘flame’) can seriously
damage your professional relationship.

According to the Society for ITuman Resource
Management, roughly a third of employers look at their
employees’ e-mail, and over 70% belicve they have a
right to read virtually anything written on the company’s
electronic communications system.
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14 Being heard
Comments on questionnaire (p57)

The questionnaire shows what type of ‘animal’ you are
in meetings. First add up your total number of points.

Agree = 0 points Disagree = 1 point

Agree = 1 point  Disagree = 0 points
Agree = 1 point  Disagree = 0 points

Agree = () points Disagree = 1 point

il

Agree = 0 points Disagree = 1 point

I

Agree = 1 point  Disagree = 0 points

Agree = 1 point  Disagree = 0 points

oE|a = 0 o 0 T 0

Agree = 1 point  Disagree = 0 points

If you scored:

0-2 points

You're a mouse at meetings — shy, quiet, you don't like
1o be the centre of attention. You make a very good
listener, but need to say what you really think more
often.

34 poinls

You're a fox at meetings — sly, patient and sudden in
your attacks on other people’s points of view. You don't
say much, preferring to let others give you all the
information you need to destroy their arguments.
5-6 points

You're a horse at meetings — enthusiastic and full of
energy, it takes a strong person to keep you under
control. You work very hard to get your ideas across,
but will sometimes do as you're told just to keep the
peace.

78 poinis

You're a bulldog at meetings — loud, proud and fond of
the sound of your own voice. People know you always
mean what you say, but you need to listen to what
they're saying a bit more often.
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Recordings

1 International
English

=

Speaker 1

Well, to be honest, learning English isn’t
my idea of fun. I mean, rock concerts are
fun. Motorbikes are fun. Snowboarding is
fun. Learning English isn't fun. It’s hard
work. But it's worth it. T don't need
English every day in my job right now.
But if I want to get on in my career, |
know I'm going to need it more and more.
English is where the money is, so I just
think of it as an investment in my future.
We Swiss are very practical like that.

Speaker 2

Hm, well, T accept that English is the
language of the media, but I'm not so
sure about business. Personally, T know a
lot of business people who speak almost
no English at all. Twenty-five per cent of
the world speaks English. OK, but that
means 75% don't. The way [ see it, if I'm
trying to sell you something, 1 should
speak your language. But if you come to
Ecuador to sell me something, then you
should speak Spanish.

Speaker 3

Coming from a tiny country like the
Netherlands means we've always had to
speak foreign languages. So it's nothing
new for us. The same goes for people
from Luxembourg, Belgium, Scandinavia.
Eighty per cent of Dutch people speak
English. Most of us speak some German
too, or French. We certainly don't expect
anybody to speak Dutch! In fact, the firm I
work for recently introduced English as
the official company language. So now 1
speak English all day — to other Dutch
people!

Speaker 4

I'm afraid I really don't like English that
much. T find the pronunciation very
difficult. It's certainly not as beautiful a
language as my language, which is
Italian. And, anyway, I think it's more
difficult as you get older to learn foreign
languages. But my company wants me to
learn English, so I don't really have much
choice. If a quarter of the world speaks it,
I suppose 1 must too. But I'll always
think in Italian. My brain works in
Talian.

Spcaker 5

I don’t know why people who speak
European languages complain about
learning English. Try learning it when your
native language is Korean! Actually, I find
I can speak English OK, if I'm doing
business with other non-native speakers,
like Argentinians or Japanese. But with

native English speakers, I do feel at a
disadvantage. I've heard that 66% of
British people don't speak a foreign
language ar all. Hardly surprising when so
many of us have to learn English.

Speaker 6

Well, actually, I love English. It’s true the
pronunciation is quite hard to get right,
but the grammar is much simpler than my
language, Hungarian — at least at the
beginning. That’s the thing about
English — it's easy to speak a little quite
quickly. It gets harder later, of course.
Frankly, I don't know why some French
and Germans are against using English
words. It seems to me that English is full
of foreign words — especially French and
German!

2 Making contacts
om

Extract 1

Half an hour from the world’s most
romantic city and rated by conference
organisers the ‘hottest’ venue in Europe,
Disneyland Paris's corporate clients include
American Express, Unilever and MCI
WorldCom. If you think business and the
Lion King don't mix, the Disney magic will
soon change your mind. With its unique
atmosphere and superb fully equipped
convention centre for 2,300 people, its
95 meeting rooms and 3,000 square metres
of exhibition space, Disney’s theme park
is sure to be a huge success with both you
and your family. As well as fabulous
banqueting facilities for over a thousand
people, Disney is able to arrange special
private events, such as the amazing
‘Journey through Time’ and the ‘Cape
Caribbean’ adventure or, if you prefer, golf
tournaments and team-building
activities. Walt Disney’s aim was always
‘to make people happy’ and that aim now
extends to corporate hospitality in the
cultural heart of Europe.

Extract 2

Two thousand years ago it was the home
of the ancient Mayan civilisation. Today
Cancun is the most popular resort in
Mexico, its unspoilt coastline a watersports
paradise. With its 426 rooms overlooking
the Caribbean, 24-hour room service,
express checkout, outdoor pools,
residents-only health club and 200 metres
of exclusive private beach, the Hilton
Cancun is rated among the three best
hotels in Latin America. Whether
swimming with the dolphins or playing
roulette in its own offshore casino, you
can be sure of an experience to remember.
Or why not take advantage of the Hilton's
car rental service and explore the nearby
ruins of Chichen Itza? Whatever your
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company’s needs, send them your
requirements and they will plan the
logistics for you. What's more, if you book
on special value dates, you'll get a
generous 10-30% discount. This year, why
not let your annual conference be part of
Cancun’s 2,000-year-old tradition?

Extract 3

At 321 metres high, higher than the Eiffel
Tower and only 60 metres shorter than the
Empire State Building, the magnificent Burj
Al Arab is the world's tallest and most
luxurious hotel. Diamond white by day
and a rainbow of colours at night,
occupying a central location in Dubai
with flight connections to all the major
cities of the world, the Burj Al Arab
combines the latest technology with the
finest traditions of the past. Spacious
deluxe suites from 170 to 780 square
metres, in-room laptops with Internet
access, full conference facilities on the
27th floor, a VIP helipad on the 28th, a
golden domed ballroom and a world-
class restaurant with spectacular views
across the Arabian Gulf all go to make this
the ultimate business venue. As they say in
the Emirates, ‘Welcome honoured guest’,

n 2.2

Conversation 1

A: ... So, that's why it took us five hours to
get from the airport to the hotel. Who's
that guy over there, by the way?

B: Hm?

A: The one at the table in the corner in
the dark tie. Over there, talking to those
people.

B: Oh, him. That's Klaus Miiller. I think he
works at the Stuttgart office. Or is it
Hamburg now? Ile's in the e-business
division, anyway. Why?

A: He's giving a talk, isn't he?

B: Um, I think so. Yeah, something about
online banking. Hi-tech stuff.

A: Hm. T'd quite like to talk to him if T get
the chance. Is he staying here, do you
know?

B: Erm, no, he's probably at the Hyatt.
That's where most of the Germans are
staying.

A: You couldn't introduce us, could you?

B: Well, to tell you the truth, we don’t
really get on. I had a rather nasty
argument with him once. So maybe I'm
not the best person 1o ask ...

A: Oh, right. Never mind. Perhaps I'll
catch him later.

Conversation 2

C: Hi, Max. How are things? We were just
talking about that woman over there.

D: Who?

C: The woman in the pink top — with the
blonde hair.

D: Oh, yes.

C: You know her?
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Er, yes. That's Hannah James.
Hannah who? ’
James. She works for some weird stress
management organisation in Oxford.
You know, meditation, put a crystal on
your desk, find your inner child. All
that kind of rubbish.

: What on earth is she doing here?
: No idea. Trying to get us to buy

another course on stress management, I
imagine.

: You mean we use her company?
: Yes. Apparently she did something at

our Copenhagen office. 1 heard it was a
total disaster ...

: Really?
. Mm. It's a long story. She’s giving a talk

on executive burnout on Thursday. I'd
give it a miss if [ were you.

: Right. Actually, she's staying at my

hotel, the Sheraton. 1 saw her last night.
Oh, you're at the Sheraton, are you?
What's it like?

: Very comfortable. Bit big and

impersonal, though. You know what
these places are like.

Conversation 3

E:

-—

Tom, you know nearly everybody here.
Who's that guy by the door — with the
brown sweater and the Italian accent?

: Oh, you mean Pictro Bianco?
- Is that his name? Who is he?
: He's in human resources, based in

Rome — does all our recruiting in
Southern Europe. Amazing speaker. 1
think he’s doing a session this year on
interviewing skills. Should be good.

: Really? I must go to that. Rome, you

say? You know, I've been trying to get a
transfer to the Rome office for years.

1 Well, Pietro's the person you want tof

talk to. I think he’s staying at your
hotel. The Hilton, right? I should warn
you, though ...

: What?
. Well, from what I hear, he’s extremely

difficult to work with. Big ego. A friend
of mine applied for a job with him last
year.

: Did they get it?
i I'm afraid not. Actually, they were quite

pleased. They said he'd make a terrible
boss.

i Oh, well, maybe [ should go to his talk

first.

Conversation 4

G:

H:

G

H:

Chris, who's that woman over there by
the table — with the short dark hair?
Oh, yes. That's, ¢r, what's-her-name?
Carla Hill? Hall. Carla Hall, that's it. T
saw her coming out of the Hyart this
morning. She's a sales manager at the
Edinburgh office. Giving a talk on
customer relations tomorrow. [ saw it
on the programme.

Oh, yeah, that's right. Isn't she
supposed to be joining the Bucharest
office soon?

Yes, well, don't tell anyone, but,
apparently, it's a demotion.

. A demotion — no! How did that

happen?

: It's all a big secret. But you see that

guy over there in the corner by the
entrance? The tall one in the grey shirt

i ol AR

G:

g

talking to Pietro? That's her ex-husband.
They put him in charge of Edinburgh
three months ago, the two of them had
problems and now Carla’s leaving 1o
take up a more junior position in
Romania.

How awful. Perhaps I'll go over and
cheer her up. She Jooks a bit lonely
over there all by herself.

= P

Conversation 1

A:
B:
Az

-

e

Is this your first visit to Russia?

Er, yes it is, actually. Fascinating place.
Yes, isn't it? [ come here quite a lot.
What do you do, by the way? 1 see
you work for Glaxo.

: How did you know? ... Oh, yeah, my

badge. Yeah, I'm in R&D. Molecular
modelling to be precise.

: Really? We should talk. Can I get youa

drink?
Er, no thanks. I'm fine.
Sure?

: Well, just a top-up, then. Thanks.
: What are you drinking? The

Chardonnay, isn't it?

: Erm, yeah. So, what line of business

are you in?

Conversation 2

s

D:
(¢

Hi, Fiona Hunt. SunMicrosystems. Mind
if T join you?

Erm, no. Er, Michael Stecle.

Pleased to meet you, Mike. Try one of
these — they’re delicious.

: Er, thanks, but seafood doesn't agree

with me.

: Oh, then try the cheese dips instead.

They're good too. Have we met
somewhere before? Oslo, perhaps?

: T don't think so.
: Mm. I was sure | recognised you ...

You're an Aquarius, aren’t you? I can
tell.

: Well, I don't know. I'm not really into

horoscopes, I'm afraid.

: When's your birthday?
-
: I knew it! A typical Aquarius.
D:

Oh, er, February the 2nd.

Er, yes. Geez, is that the time? If you'll
excuse me, I have to make a phone
call. It's been nice talking to you.

Conversation 3

E:

F:

1 really enjoyed your talk this
morning.

Oh, thanks. Yeah, it went quite well, |
think.

i: You had some very interesting things to

say. I'm Amy Cooper, by the way. Yes,
I'd like to talk to you about some of
your ideas. My company may be
interested in your product. Where are
you staying?

. At the Regency.
: I'm at the Hyatt. Why don't we fix up a

time to chat over a drink? Here's my
card.

Oh, thanks. I've got mine here ...
somewhere.

: Don't worry. I know who you are. So,

how are you enjoying the
conference?

: Well, it's been good so far. More

people than ever this year. But, er, isn’t
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this weather awful? Half a metre of
snow this morning, [ heard.

: Yeah, it gets pretty cold here in

Moscow, that's for sure.

; Erm, would you excuse me a

moment? I'll be right back.

Conversation 4

G
H:

G

H:
G:

So, how's business?

Fine. This merger’s meant quite a lot of
work for us, but, fine.

Hm. Well, mergers are often difficult.
So, er, what do you think about the
Middle-East situation?

I'm sorry?

The crisis in the Middle East. It was in
the news again this morning.

: Er, well, 1, er ...

G: I mean, it must affect a company like

G

yours — you being in oil.

. Er, no, I think you've made a mistake.

I'm not in oil. I work for Audi.
Audi? Oh, sorry. Thought you were
someone else.

. That's OK. Er, if you'll excuse me, I

must just go and say hello to
someone.

Conversation 5

I

K:

i)

o

by

I like your watch. An Omega, isn't it?
Er, well, to be honest, don't tell
anyone, but it's a fake.

No! Well it looks real to me. Where did
you get it?

. Turkey. It cost me twenty-five dollars.

Amazing! So, do you know many
people here?

. No, not really. It’s the first time I've

been to one of these conferences.
Me 1oo. So, what's your hotel like?

: TIm, pretty comfortable. Nothing

special, but it's OK, I suppose.

Yeah, you're at the Sheraton, aren’t
you? Last year they held this thing in
Mexico. The Hilton Cancun. Fabulous
hotel, they say.

. Cancun! A bit warmer than here, then!

Oh, yeah. I went there on holiday
once. Beautiful place. Can I get you
anything from the buffet?

: Oh, that's all right. I'll come with you.

I'd like some more of that Beluga
caviar before it all goes!

3 Making calls
93.1

PEEER

FERP

PR @

Hello?
Hello.

: Hello. Is that Dutch Hydro?

That's right.

Can I have the accounts department,
please?

Yes.

: Sorry?
: This is the accounts department.

Oh, right. Erm, I'd like to speak to
Marius Pot, please.

Yes.

Sorry?

That's me.

: Well, why didn't you say so?
: Can I help you?
: 1 hope so! I'm calling about an invoice I

received.
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B: Hello, accounts department. Marius
Pot speaking.

A: Ah, Mr Pot. Just the person I wanted to
speak to. I'm calling about an invoice 1
received.

=

A: Good morning, Cheney & Broome. Can
I help you?

: Yes, please ... er, ... Just a moment ...

: Hello? Are you still there?

: Yes, sorry ... erm ...

: How can I help you?

: Oh, yes, can 1 speak to, er, to, er ... just
a minute ... yes, to, er, Catherine Mellor,
please?

A: Certainly. Who's calling, please?

B: Sorry?

A: Can I have your name, please?

B: Oh, yes, it's Ramon Berenguer ... from

Genex Pharmaceuticals.

A: Thank you. Can I ask the purpose of

your call, Mr Berenguer?

B: Oh, yes. I's about, er ... an invoice.

A: Thank you, Mr Berenguer. Putting you

through now.

=

A: Good morning, Cheney & Broome. Can
I help you?

B: Lr, yes. This is Ramon Berenguer from
Genex Pharmaceuticals. Can I speak to
Catherine Mellor, please?

A: Certainly, Mr Berenguer. Can T ask the
purpose of your call?

B: It's about an invoice.

A: Putting you through now.

FeEpErz

Dt
Message 1
Hello. This is Cheryl. I phoned you about
five times yesterday, but you weren't in.
Anyway, I corrected those figures you
faxed me. OK, speak to you later.

Message 2

Hi, Peter. Anne here. 1 wanted 1o talk to
you about the project meeting tomorrow,
but you're obviously not there. The good
news is we finished Phase One on time.
As 1 explained, [ may be a linle late for
the meeting. So just go ahead and start
without me. T'll join you about 10.

Message 3

Er, this is Zoltin. Just to let you know, 1
started the report this morning and just e-
mailed you the first part. Oh, T included
the quarterly accounts in the report, too.
Let me know what you think.

Message 4

Mr Carter. It's Philip Heath. I talked to our
stock control manager about the
Venezuelan consignment and he says we
despatched the goods a week ago. The
shipping agent says they delivered them
this morning. So, problem solved!
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Message 5

Hello, Mr Carter. This is Ryan Hope from
SilverStar. I called you a couple of weeks
ago about an estimate for a contract in
Malaysia. Erm, we discussed my client’s
requirements and, well, | expected 1o
hear from you last week. Could you give
me a call on 01865 555959 as soon as
possible, please?

Message 6

Pete. It's me. Sorry, mate, [ tried
everything, but head office say we can't
have any more time. They say they waited
six months for the preliminary report,
another six months for the feasibility study
and now they want to see some results.
Anyway, I booked the conference room
for three tomorrow. Give me a call when
you get in. We need to talk.

o IS

Call 1

B: Hello. This is Patterson Meats, Sylvia
Wright's office. Thank you for calling.
I'm afraid I'm not able to take your call
right now, but if you'd like to leave a
message or send a fax, please do so
after the tone, and I'll get back to you
as soon as [ can.

A: Hello, Sylvia. It's Tim Curtis from the
Sydney office. I just wanted to know
how the meeting with the people from
Tesco Supermarkets went. This is a
really good chance for us to start
exporting to Britain. 1 hope their visit
was a success. Er, give me a ring when
you get in, would vou? Bye now.

Call 2

A: Hello. Tim Curtis.

B: Hi, Tim. It’s Sylvia here. I got your
message.

A: Sylvia, hi. So, how did it go?

B: Tt went pretty well, 1 think. They sent
three people in the end.

A: Three? Well, that's a good sign.

B: Yeah, there was Bill Andrews, head of
meat purchasing. 1 think you met him
when you went to the UK last month.

A: That's right. e seemed pretty
interested when T spoke 1o him then.

B: Yeah, he asked me a lot of questions
about our quality control.

A: Uh-huh. T thought he might. I hope you
told him he's got no worries there.

B: I certainly did.

A: Good. So who else came? Er, did
Stephanie Hughes come?

B: Er, they sent Jonathan Powell from their
marketing department instead, and
Melanie Burns, who's in charge of
imported produce.

A: Oh, right. I didn’t meet them in
London. So, did you show them the
processing plant?

B: T did. There wasn't time to do a tour of
the factory, but I showed them the
packing depantment and the freezer
units. Then we gave the presentation -
me and Ian — and took them out o
dinner afterwards.

A: Great. Did they say when they'd let us
know? I mean do you think they'll
place an order or not?

B:
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: Well, it's too early to say. But I think

they were quite impressed.

: Hm.
: They said they'd be in touch in the next

couple of days or so. They were a bit
worried at first about British customers
accepting our product. Although they
do sell other exatic meats already.
Ostrich, for example, and that's quite
popular.

: Erm, excuse me for a2 moment, Sylvia ...

Sorry about that. I just had to sign
something. Where were we? Oh, yes,
they were worried about UK customers
accepting our product, you say?

Well, T don't think it's a problem. Er,
you know what the Brits are like —
animal lovers and all that. They weren't
sure if people would accept kangaroo
meat as an alternative to beef.

: Kangaroos are too cute and lovable to

eat, huh?

: Well, something like that. But I told

them they're not exactly endangered.
There are twice as many kangaroos in
Australia as there are Australians.
Kangaroo's been on the menu here for
years. They agreed it tastes good and,
as I said to them, it's a really healthy
option — ten times less fat than a beef
steak and no chance of getting mad
cow discase!

4 Keeping track
o= I

Extract 1

A
B:
A:
B:

The problem is money.
Sorry, what did you say?
The problem is money.
Oh, as usual.

Extract 2

: We have to reach a decision by next

wecek.

: Sorry, when did you say?
: Next week.
: Oh, 1 see.

Extract 3

A:
B:
A:
B:

An upgrade will cost $3,000.
Sorry, how much did you say?
$3,000, ar least.

Oh, as much as that?

Extract 4

A:

B:
A:

B:

Mldiké Dudis spoke to me about it
vesterday.

Sorry, who did you say?

Tldiké Dudis — from the Budapest
office.

Oh, yes, of course.

Extract 5

A
B:
A:
B:

The company is based in Taipei.
Sorry, where did you say?

In Taipei.

Oh, really?

Extract 6

A:

B:
A
B:

The whole project might take eighteen
months.

Sorry, how long did you say?
Eighteen months.

Oh, as long as thar?



o

A: OK, s0, just to give you a summary of
the sales figures for last month.

B: Last month? Don’t you mean this
month?

A: No, I mean last month. This month’s
figures aren't ready yet, are they?

B: Oh, no, of course not, Sorry.

A: So, overall, sales for Jast month are up
again — by 2.6%, in fact, which is pretty
good.

: Er, 2.6%? Shouldn’t that be 6.2?

: Yeah, up by 6.2%. Didn’t I say that?

: No, you said 2.6.

: Oh, ... right. Well, you know what 1
mean. So, anyway, the thing is, we're
getting the best results in Denmark and
Norway — 30,000 units.

C: 30,0007 That doesn’t sound right to

me. 13,000, surely?

A: No, the figures are here — Denmark and
Norway: 30,000 units.

B: Denmark and Norway? Are you sure?
That can’t be right. Sales have never
been good in Scandinavia.

A: That's just the point. Sales in
Scandinavia are usually terrible, but
they were excellent in June.

C: June? Isn’t it July we're talking about?

A: July! Yes, of course, July! If you'd just
let me finish! What T want to know is if
we could sell product in Scandinavia in
June, ...

C: July.

A: ... in July, then why can't we sell it
there every month?

B: Good point. Have you spoken to John
about it?

A: John? You mean Jim.

B: Jim, yes. Whoever's in charge of
Northern Europe these days.

A: Jim Munroe. [ couldn’t. He's had to fly

to Scotland. Iis mother's ill apparently.

: There must be some mistake.

Hm?

- Well, I saw Jim this morning as [ was
coming in — on his way to play golf, by
the look of it.

A: What? Are you sure? Wait till I see

him!

oo I

A: So, welcome to Tokyo, Matt. It's good
o have you on the team.

B: Thanks, Sally. It's good to be here.

A: I think you're going to enjoy your three
months here, Matt. Now, this is Sharon
IHall. She’s the person you'll mostly be
working with on the project.

C: Hi, Martt.

B: Hi ... Sorry, I didn't catch your

name.

: Sharon. Sharon Iall.

: Hi, Sharon.

: Sharon’s in charge of our corporate
loan department. She's sorting out an
office for you at the moment. You'll
probably be working over at Empire
House.

B: Sorry, where did you say?

C: Empire House. It's our office building

on the other side of town.,

B: Oh, OK.

2]
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A: Don't worry, T'll take you over there
later. Now, you and Sharon will be
reporting directly to Daniel Cash, our
VP for corporate finance.

: Sorry, who?

: Daniel Cash.

: Oh, right. And he’s the vice-president
for ...?

A: Corporate finance. I thought you two
had met? Anyway, Daniel’s had to rush
off to a meeting, but he told me to say
he'd meet you both at two tomorrow.

B: Sorry, I don't understand. T thought
the whole team was meeting tomorrow
at nine?

A: We were. But, er, something came up.
Anyway, Sharon can fill you in on most
of it. Sharon?

C: Yes, you'll have two assistants working
with you, Matt. Janet White and Robin
Sellers.

B: OK, (writing it down) Janet White and
Robin ...?

C: Sellers. Janet's our top mergers and
acquisitions specialist. I think you two
will get on well. She'll be helping you
with your research. And Robin’s your
interpreter. He's very familiar with
business procedures here — as well as
being fluent in Japanese, of course.

B: Sorry, I'm not with you. Interpreter?
What do I need an interpreter for? I
thought I was just here as an
advisor.

A: Erm ... The sitation’s changed a little
since we last spoke, Matt. We'd now
like you to lead the negotiations with
the Sapporo Bank. In fact, that will be
your main responsibility.

B: I don’t quite see what you mean,
Sally. Erm, I'm no negotiator, especially
not for a takeover as big as this. I'm the
guy with the pocket caleulator. T just
make sure the figures add up.

C: Oh, come on, Matt. You're too modest.
We know your track record. Janet can
take care of the figures. We want you to
lead the first round of negotiations on
the 13th.

B: You mean the 30th, right? The 13th is
next week.

A: That's right. We've scheduled the first
meeting for next Wednesday. Janet will
be able to brief you before then. This is
vour big chance. I'm counting on you,
Matt. I know you won't let me down.

0w

5 Speed of life
o=

Speaker 1

I'm an engineer for a car company in
Detfoit. These days we all have access to
the same technology. Which means that
we're really competing with other car
makers on how fast we can develop,
manufacture and launch new models. Ten
years ago it took maybe six years o
develop a new car. Today we take two
years. One day it may be six months. 1
hope I'm not working here by then! If I'm

" honest, I'd have to say the cars we build

are basically the same as what our
competitors build. Frankly, you pay

T QY
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$20,000, you get pretty much the same
family car, whether it's a Ford or a
Renault. Two things you can beat the
competition on are little extras like electric
mirrors on an economy model and
delivery times. I mean, at Toyota, you can
order your car on Monday, have it
customised to your requirements and drive
it away on Friday. That's what 1 call added
value!

Speaker 2

Frm, I work for a consumer electronics
company in the Netherlands. We make
DVD players, digital video cameras, that
kind of thing. 1 can tell you being a major
player in this business simply depends on
how fast you can innovate. Of course, if
your researchers come up with a new
idea, you know your competitors are
going to steal it within two to three wecks.
So you need a constant supply of new
ideas, I've heard at Sony they develop two
new products per working hour, which is
just amazing. Obviously, Sony is a
household name. And that’s the other
thing vou can trade on in this business —
your name. You'd be surprised how much
more people will pay just to have the right
name on their Walkman, which, of course,
is Sony, although I'm not supposed to say
that!

Speaker 3

OK, well, I work in the computer industry
and, believe me, in this business, if you
slow down for a instant, you die. Take
component costs. The price of those is
coming down about 1% a week. At the
same time, the amount of information you
can get on a microchip is going to double
about every 18 months. So whatever you
manufacture this week, someone will be
able to do it better for less money next
week! So you don't want product piling up
in your warchouses. Take a company like
Dell. Apparently, they completely turn
around their entire stock every five days.
Amazing! But that's what you have to do
when you're selling products that are still
developing to a market that's still
developing using technology that's still
developing day by day.

Speaker 4

Erm, I work in fund management, which is
now a 24-hour, seven-days-a-week
business. Your local branch of Barclays
may close at four in the afternoon, and the
manager goes home to her husband and
kids, but we never stop! The stock markets
trade around the clock. And so do we.
The thing these days is that people have
constant and instant access to information
via the Internet, so they're all amateur
fund managers! If they spot an investment
you missed, they want to know why.
Being quick to see opportunities is
essential. If you fail, the client will just
take their business somewhere else.
Sometimes 1 feel like I'm playing a never-
ending game of roulette with other
people's money. 1 usually only sleep about
five or six hours a night. And I generally
get up to check the markets at least once.
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I mean, if you were in a casino, you
wouldn't walk away and leave your chips
at the table, now would you?

oo
1

The first thing I do is make myself a nice
gin and tonic. The second thing 1 do is
make myself another!

2

If it's 2 warm evening, I usually go for a
run after work. Otherwise, I'll go to the
gym and work out for an hour or so. It
helps me clear my mind and keeps me fit.

3

I always try to be home in time to tell my
kids a bedtime story. I've got really good
at it. I don't think there’s a single
storybook they haven't got. The funny
thing is, they always want the same story.

=
Drink. Music. Foot massage — if my
husband’s in the mood.

5

I live alone, but I love cooking, so I make
sure I have a really good dinner every
evening — two courses and a decent bottle
of wine.

6
I chat on the phone for hours. My phone
bills are enormous!

-
Erm, read mostly. Non-fiction. I'm just

finishing a history of Japan at the moment.
A thousand pages, but absolutely brilliant!

8

Television or a video usually. It's all
rubbish, I know, but I can just let my
mind switch off.

o

Go home, freshen up and go out on the
town. Not every night, obviously, but quite
often. After a day of insanity, it's great just
to relax with friends.

10

Never mind candle-lit dinners. Try candle-
lit baths. Lots of bath oils. And maybe a
bit of classical music. Much more fun.
Especially if you have company.

6 Business travel
= [P
1

A: Excuse me. Is there somewhere I
could send a fax from?

B: Certainly, sir. There's a business centre
on the third floor.

2

A: Did you pack your bags yourself, sir?

B: Well, no, my wife ... Oh, er, I mean,
yes. Yes, of course.
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3

A: Could I ask you to open your
luggage, please, madam?

B: Oh, ... all right. Will this take long?
Only someone’s meeting me.

: Window or aisle?

: Er, window, please. But not near an
emergency exit, if possible. You can't
put the seats back.

==l S

A: This is your captain speaking. We're
now at our cruising altitude of 11,000
metres, making good time and just
passing over the Costa Brava.

B: Oh, look. There it is. Full of British
Tourists.

A: Can you tell me what time you stop
serving dinner?

B: Half past ten, madam. Are you a
resident? I can reserve you a table if
you like.

A: Er, Heathrow airport, please. Terminal
1. I'm in a bit of a hurry.

B: Well, I'll do what I can, sir. But the
traffic’s terrible this morning. Some sort
of accident it said on the radio. Might
be quicker taking the Tube.

A: British Airways regrets to announce the
late departure of flight BA761 to
Buenos Aires. This is due 1o the late
arrival of the plane from Argentina.
Estimated departure time is now 15.10.

B: Oh, here we go again!

A: This is your captain speaking again.
We're in for some trbulence, I'm
afraid. So, for your own safety would
you please return to your seats and
make sure your seatbelt is fastened
while the ‘fasten seatbelt’ sign remains
on. Thank you,

B: Erm, excuse me. You're sitting on my
seatbelt. Thanks.

10

A: I'm sorry but this bag is too heavy to
take on as hand luggage. You're only
allowed six kilos. You'll have to check
it in, I'm afraid, sir.

B: But I've got my computer and
everything in there. And gifts for my
family.

11

A: I'm afraid I'll have to check your hand
luggage too, madam. Could you open
this side pocker? And, er, would you
mind not smoking, please?

B: Oh, I'm sorry. I didn't realise.

12

A: Have you got anything smaller, sir?
Don't think I can change a twenty.

B: Uh? Oh, just a minute. I'll see.
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13

A: There has been a change to the
schedule for flight BA761 to Buenos
Aires. This flight will now depart from
Gate 59. Would all passengers travelling
to Buenos Aires please go to gate 59.

B: Gate fifty-what?

14

A: Right. That's fine, thank you, madam.
You can go through now.

B: What! You've just unpacked everything
in my suitcase! How am I supposed to
go through like this?

15

A: Could you switch off your laptop
now, please, sir? We're about to Jand.

B: Uh? Oh, yes, of course.

16

A: Here you are. Keep the change.

B: Oh, thank you very much, madam.
Have a good flight.

17

A: Excuse me. Erm, do you think I could
have an alarm call at half past six
tomorrow morning?

B: Certainly, madam. Could I have your
room number, please?

18

A: Good afternoon, ladies and gentlemen.
Flight BA761 to Buenos Aires is now
ready for boarding. Would you please
have your passports and boarding cards
ready for inspection?

B: And about time too!

o= I

1

A: Excuse me, could you tell me where
the rest room is?

B: Certainly, sir. There’s one just across the

lobby, by the elevators,

Thank you.

You're welcome.

& >

: That's five quid, please, mate.

: Erm, I've only got a ten, I'm afraid.

: That's fine. So that's five pounds 1 owe
you. Just a minute,

B: By the way, could you tell me which

way’s the nearest Underground?

EEN

A: Excuse me, am I going the right way
for the shopping mall?

B: Er, no. Erm, you need to go back the
way you came till you come to a big
drugstore.

A: Uh-uh.

B: Turn left, then take a right at the
parking lot and the mall's right in front
of you.

A: Thanks.

B: Have a nice day!



: Day return, please.

To the City?

: Yes, please ... Oh, my god!

Is there a problem?

: I've just realised I left my briefcase with
my wallet in the boot of that taxil

PR

: Your bill, madam.
: Oh, thank you. Er, who do I make the
cheque oul 10?

A: Er, just Webster's will be fine. Did you
enjoy your meal?

B: Er, yes ... Everything was ... fine. Er, is

there a chemist’s nearby, do you

happen to know?

T W,

: Which way you headed, ma'am?

: Er, Liberty Street.

: That's quite a few blocks from here.
Can I call you a cab?

B: Won't that be expensive? Maybe 1

should take the subway.

A: T wouldn't at this time of night. Cab’ll

probably only cost you five or six

bucks.

e

A: One way or round trip?

B: Er, one way, please. Is there a cart [
could use for my baggage?

A: Sure, They're over by the phone
booths. You'll need two quarters.

B: Oh, then could you change this for me?

A: Erm, excuse me. I'm looking for a gas
station.

B: Oh, right. A petrol station. I think
there’s one at the next roundabout.

A: Pardon me? ... Oh, you mean a traffic
circle. Great, Thanks a lot.

B: No problem.

o= Y

Conversation 1

: Hello. You must be waiting for me.

: Mr de Jong?

: That's right.

: How do you do, sir. Let me take those
for you. Did you have a good flighe?

- Not bad, not bad. It's even colder here
than Cape Town, though. And we're
having our winter.

B: Oh, yes. It's rained all week, I'm afraid.

Always does for Wimbledon.

A: Hm? Oh, the tennis. Actually, I was
expecting to meet Mr Hill.

B: Yes, sir. I'm afraid Mr Hill had to go to
a meeting. He sends his apologies. He
said to take you straight to your hotel,
give you a chance to freshen up and
he'll meet you in a couple of hours or
50,

A: Oh, right. Fine.

B: You must be tired after your long
flight.

A: Oh, not 100 bad. Luckily, I managed
to get some sleep on the plane.

PR
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Conversation 2

C: Greg! I'm over here ...

: Caroline! Good to see you again! God,
it's crowded here. I nearly missed you.

C: I know. Didn’t you see me waving? So,
how are things?

: Fine, fine. Susan sends her love.

: How is she?

: Very well. Congratulations, by the way.
Hm?

: On your promotion.

: Oh, that. Yeah, well, if you work for the
same company long enough ... Now,
my car's just five minutes away. Let me
help you with your bags.

D: Oh, that's all right. Well, maybe the

really heavy one.

C: Now, I thought we could get some
Iunch first and then go back to the
office and do some work. Oh, you're
staying with us, by the way. David’s
dying to meet you.

D: Sounds good to me. David, yes. A new
job and a new husband. So, how’s
married life?

ooocooo

Conversation 3

E: Miss Sheridan?

I: Yes, you must be Alan Hayes.

E: That's right.

F: Hello. Thanks for coming to meet
me,

E: Not ar all. We thought it would be
quicker. This way you can meet the
whole team this afternoon. We thought
you might just want to relax this
evening.

F: Oh, yes. Probably.

E: So, how’s business?

F: Couldn't be better. So we're all set for
the meeting tomorrow?

E: We certainly are. Martin sends his
regards, by the way.

F: How is he?

E: He's fine. So, how was your flight?

F: Oh, pretty good. I got upgraded.

E: Lucky you! That never seems 1o happen
1o me.

F: Mm. It certainly makes a difference. I
could ger used to it.

L: Well, now, we'll go straight to the office
if that’s OK with you. I'd like you to
meet Graham Banks. He's the head of
our legal department.

F: Yes, I think I spoke to him on the
phone.

E: Oh, yes, of course. Now, let’s see if we
can get a taxi ...

Conversation 4

G: Mr Okada?

H: Er, yes.

G: Hello. Welcome to London. I'm Sharon
Miller.

H: Er, from Sabre Holdings?

G: That's right. I'm the head of the M&A
department — Mergers and Acquisitions.

H: I see. I was expecting ... Never mind.

So, Miss Miller, Pleased to meet you.

Pleased to meet you, Mr Okada. Now,

I've got a taxi waiting outside. So

why don't we let the driver take those

bags of yours?

G
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: Oh, thank you very much.
G: We'll drop your things off at the hotel.

‘We booked you into the Savoy. I
hope that's OK. I think you'll be
comfortable there.

: Yes, that will be fine.
G:

Great. Then I thought we could meet
up with my assistant Geri King and get
some lunch.

: Geri King? I don't think I know him.
: Her, actually. No, she’s just joined us.

She’s got a lot of questions she'd like to
ask you.

: Yes, of course. 1 wonder ... It was a

very long flight ... Do you think 1 could
go to my hotel first?

: Yeah, sure. We booked a table for

1.30, but that's OK.

: T am a litle tired and I need to freshen

up.

Of course. We'll check you into your
hotel and then meet in, say, three
quarters of an hour?

7 Handling calls
&

Call1

TR

B:

A:

B:

X EE

: Allo!

: Oh, hello. Do you speak English?

: Er, ... yes, a litdle. Can I help you?
: This is Anne Cook from What Car?

magazine.
I'm sorry?
Anne Cook. What Car?
What car?

: Yes, that's right.
- You want a car?
: No, no, sorry. I work for What Car? I'm

a journalist. Er, can you put me
through to Yves Dupont?

I'm afraid I don’t understand. Can
you speak more slowly, please?

Yes, I'd like to speak to Yves Dupont, if
he's available.

Ah ... One moment, please. Tl get
someone who speaks better English.
Thank you!

Call 2

- =

Eer R
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Hola ...

: Hello. Is that Joaquin Fuentes?

Fr ... Yes, speaking.
Joaquin. It's Geoff White.
Geoff White?

: NetWorth Systems? We spoke last week.
: Oh, yes. I'm sorry. Geoff, of course.
: Er, yes. Anyway, I'm calling about

those prices you wanted, ...

: Oh, yes ... Listen, Geoff, ’'m afraid I

can't talk right now. I'm in a meeting.

: Oh, I see.
: Yeah. Can I call you back — say, in an

hour?

: Erm, yeah, surc ... No problem.
: OK, I'll speak to you later ... Or better

still, could you e-mail me the figures?

: Erm, yeah, yeah, sure.
: Thanks a lot.

I'll do that right away.

: Great. Thanks for calling.
: Yeah, bye.

Bye.
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Call 3

C: Jim, can you get that?

A: Uh? Oh, OK. ... Yeah?

B: Hello? Is that Western Securities?

A: Uh-huh. What can I do for you?

B: This is Laura Como from Tricolor. I'd
like to speak to Karl Lesonsky, please.
It's about a pension fund.

A: Just a minute. Anybody seen Karl? ...
He's not here.

B: Do you know when he’ll be back?

A: No idea. Ie’s usually in by now.
Probably taken a long lunch.

B: Oh, I see. Well, perhaps you can help.
Who am I speaking to?

A: Fr, Jim Savage. But, er, ... Oh, just a
minute ... (puts her on hold)

B: Oh, come on!

A: Er, hello Ms Como?

B: Yes!

A: Look, T don’t normally deal with
pensions. 1 think you'd better wait till
Karl gets back.

: Well, when will that be?

: T really don't know.

: Well, that's helpful.

: OK. Look, give me ten minutes. T'll see
if I can reach him on his cellphone.

B: No, don't bother. I'll call back later.

PR

Call 4

A: José Senna.

B: Ah, Mr Senna. Hello. I'm sorry to
bother you. Your secretary gave me
your mobile number.

A: Er, that's OK. ... Can I ask who's
calling?

B: Oh, I'm sorry. This is Nigel Waters, We
met at the Expo in $ao Paolo last year.

A: Oh, yes, Mr Waters. How are you?

B: Fine, fine. You said if T was ever in Rio
you'd introduce me to your boss?
Remember?

: Oh, ... Yes. Um, so you're here in Rio?

: That’s right.

: Erm, well, it's a bit difficult right now.
I'm on my way to a meeting. But ... er,
leave it with me. I'll see what I can
do.

B: Right.

A: Can you give me a contact number?

B: Oh, yes, I'm staying ...

A: Just a minute, where's my organiser? ...
OK.

B: Yes, I'm staying at the Mirador in
Copacabana. it's 548 8950, er, room
314.

A: 3-1-4. ... OK. I'll try to make the
arrangements. Don't worry, I'll sort
something out.

B: Great.

A: And, er ... Oh, the traffic’s moving.
Look, I'll get back to you tomorrow.,
OK?

B: I can’t hear you very well.

A: No, the signal’s breaking up. Speak
O yOu lomorrow.

B: OK, fine. I'll wait to hear from you
then. Bye.

- ®

8 Making decisions
= P
1

Asa Candler’s best business decision was
definitely deciding to buy the rights to
Coca-Cola from its inventor, Dr John Styth
Pemberton. Unfortunately, in one of the
worst business decisions ever, Mr Candler
went on to sell Coke's bottling rights for
just $1. Coca-Cola’s daily output is one
billion bottles.

2
Berween the mid-70s and the carly 80s
Swiss watchmaking companies saw their

world marker share fall from 30 to just 9%.

Then, in response o strong Japanese
competition, came the decision to
collaborate. The result was the Swaich,
and market share shot up to 50%.

3
In 1991 Dell Computers almost made its

biggest mistake when it decided to expand

and start selling through high street stores.
Boss, Michael Dell, quickly changed his
mind and returned to selling PCs direct to
consumers, a strategy which has put Dell,
a company that now employs 21,000
people, consistently amongst the top three
PC manufacturers in the world.

4

In 1955, small record producer, Sam
Phillips sold the exclusive contract he had
with a young unknown singer to RCA for
the grand sum of $35,000. Unfortunately
for Phillips, the singer was Elvis Presley
and he lost the royalties to over a billion
record sales.

3

The world's bestselling toy, Barbie, is over
forty years old. The decision in 1961 o
give her a boyfriend, Ken, was the first
step in a successful brandstretching
exercise, which now includes Barbie
CD-ROMs and Barbie digital cameras. As a
result, the toy continues to outsell even
Nintendo and Lego. Somewhere in the
world a Barbie is bought every two
seconds.

6

In 1938 two talented artists, Joe Shuster
and Jerry Siegel, sold the rights to the
comic-book character they designed to

their publisher for $130. The decision cost

them a fortune - the millions they would
have made by retaining ownership of
Superman.

7

In 1977 Steve Jobs invented what many
consider to be the first personal computer
- the Apple 1. Xerox, in their worst
decision ever, missed a similar
opportunity. Unfortunately, Apple refused
to license its products to other

manufacturers. By trying to keep control,

Jobs lost out to Microsoft. And it was Bill
Gates, not Steve Jobs, whose personal
worth first broke the $100 billion barrier.
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8

And finally, in what is perhaps the most

tragic business decision ever, in 1886, gold

prospector, Sors Hariezon, decided to stop

digging for gold and sell his land to a

South African mining conglomerate for

520. Over the next ninety years that land

produced over a million kilos of gold a

year — 70% of the gold supply 1o the

Western world!

&

A: Thanks for coming everybody. OK,
let’s get down to business. As you
know, we're here to talk about the
relocation to the UK and I'd like to hear
what you have 1o say. Now, the plan is
to make the final move in January, but
that's a busy month for us. So, what do
you think?

B: Can I just stop you there for a
moment, Elke? This relocation idea — 1
mean, it's ridiculous. I don't think
anyone here actually wants to go and
live in Britain.

A: With respect, you don’t quite seem
to understand, Erich. The decision has
already been taken.

B: Sorry, I don’t quite see what you
mean. | thought we were here o
discuss this.

A: No, perhaps 1 didn’t make myself
clear. We are relocating to Cambridge
in November, That's been decided ... .

B: So why are we having this meeting?

A: If I could just finish what I was
saying. What we are discussing today
is how to implement the decision. This
affects our Scandinavian office oo, you
know. There's a lot to talk about.

Now ...

: Can I just come in here?

: Yes, what is it Axel?

: Well, T can see why we should have a
branch in the UK, instead of
Scandinavia. We do most of our
business there. But we're a German
company. Head office should be here
in Germany, surely.

A: 'm afraid that’s completely out of
the question. The decision to relocate
makes good logistic and economic
sense. We're still a fairly small business.
Having branches in different countries
is just not an option.

B: T totally disagree. Our market is
Northern Europe and Germany is at the
heart of Northern Europe.

A: Yes, but 70% of our market is in the
UK. Look, perhaps we can come back
to this later. I can see some of you are
not happy about it, and I agree with
you up to a point, but I am not in a
position to change company policy.
OK, let's move on. [low arc we going
to handle administration during the
relocation? Does anyone have any
suggestions? [low about using the
Stockholm office while we move from
Bremen to Cambridge? Kjell?

D: Well, to be honest, Elke, we feel very
much the same as cur German
colleagues here. We think the decision
to close down the Bremen and
Stockholm offices is a mistake.

=
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I see ...

Look, maybe we should take a short
break, Elke. 1 think one or two of us
would like 1o have a word with you —
in private if that's OK.

: Right. Well, sorry everybody. We'll

have to break off here, 'm afraid.
Axel, Kjell, Erich, I'll see you in my
office ...

= [P

Interview 1

A:

B:

So, Peter, how do you see the Bond
role?

Well, Richard, I see Bond as essentially
a very private man. Ie travels the
world, meets beautiful women, finds
himself in dangerous situations, but we
never really know him. T think too
many actors want to make Bond ... erm
... an obvious superhero, a lover, even
a comedian. Of course, he's all those
things, but above all he's ... erm ... a
man of mystery, a spy, someone
outside the ordinary world. Bond is his
own man. A loner. Quite cold. On one
level, Bond is about simple, basic ideas
like love, humour and death. He's also
a fantasy, completely unreal. 1 think
Bond himself knows he’s unreal. [ want
to play him as a man ... erm ... living
up to his legend.

Interview 2

A

Well, Sam, you're an American. Is that
going to be a problem for you playing
Bond?

: No, I've played Brits before and my

English accent's OK. How's this? ‘The
name’s Bond. James Bond.” But actually,
Richard, ... er ... I don’t see why Bond
can't be an American, or at least a
Canadian. | mean, Bond's just whatever
you want him to be. The music, the
cars, the bad guys, ... they're what
make the film. Humour is the important
thing. If Bond isn't funny, then it's just a
silly film with lots of explosions and
fast cars and women who get killed just
after they sleep with Bond. Er, but Bond
has a certain style ... stylish, funny, but
not 100 sexist — that's how I'd play
Bond. Bond for the 21st century.

Interview 3
A: Now, Jon, how do you see yourself

playing the part of Bond?

D: Well, firstly, I think over the years Bond

has lost some of his danger. And I'd
like to change that. Maybe people are
worried about too much violence in
films, but let’s face it, Bond kills
people, lots of them — for a living. e
has a licence to kill. He's not just a
pretty face. He's a dangerous man. A
man who knows he could die at any
moment — although we know he won't!
I think people need to believe in the
actor playing Bond, believe that he’s
capable of violence, even does his own
stunts, Of course, people expect the
special effects and the glamour, but
that's no good unless Bond looks like
he really means business. So I'd just
play Bond as me, Richard. That's all 1
ever do anyway!

Interview 4
A: Charles, you've wanted the Bond part

for a long time. How would you play
him?

. I'd like to see Bond return to the old

style of those carly films, Richard. 1
think Bond has become too techno
these days. And it's difficult to compete
with films like Star Wars and The Matrix
on special effects. Bond shouldn't take
himself too seriously, but he shouldn’t
be a joke either. That's difficult to get
right, but a good story helps. Bond —
the real Bond - belongs to the 1960s, a
more optimistic, less cynical age. My
Bond would be ... er ... traditional,
intelligent, charming. He'd drive his old
Aston Martin, not a BMW! He'd keep his
old-fashioned values, but in a modern
world of real dangers. Bond is
something unique. A British institution.
He shouldn’t be modernised.

Bz

A: Diane, this would be quite a

2}

professional challenge for you, taking
over as Bond. Would people accept a
woman in the part, do you think?

. Well, frankly, no, I don't think they

would, Richard. It'd be like having a
woman play Superman or Indiana
Jones. And what are you going to call
her? Jane Bond? It would be ridiculous.
But ... erm ... I don't really see myself
becoming Bond ... so much as replacing
him. I think you've got to begin again
really. Maybe have James finally killed
off in one of those spectacular opening
sequences before you introduce the
new female character. Now, Bond is a
pretty hard act to follow after forty
years, 50, obviously, my character has to
be larger than life and twice as
dangerous! The great thing would be
you could do all the old sexist jokes in
reverse and nobody would complain.
But ... erm ... I think the secret of a
female Bond is, she’s got to have style
and a wicked sense of humour or
everyone will just hate her for getting
James's job. What I want to know is:
James always had his Bond girls; will T
be getting any Bond boys?

9 Big business

o= [

Speaker 1

Sometimes you feel like a very small part
of an enormous machine. Bur, at least
there's a career structure. You may get
promoted — eventually!

Speaker 2

I think there’s greater job satisfaction,
more variety. You certainly get to do a lot
of different things. But there are no real
fringe benefits — pensions, health
insurance or anything like that.
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Speaker 3

Well, it's easicr to actually get to speak to
the boss, that's for sure. But it's much
more difficult to take time off. You're
always needed. And if the boss gets sick,
so does the company.

Speaker 4

People don't always notice if you're not
actually working very hard, which is a
good thing if you're lazy, but a bad thing
if you're ambitious, because good work
goes unnoticed oo sometimes.

Speaker 5

There's obviously more security.
Companies like mine don't just go out of
business overnight. On the other hand, if
there’s a takeover or a merger, you may
lose your job.

Speaker 6

I sometimes get sick of just secing the
same old faces every day. A firm like this
is a lot like a family. That can be an
advantage, of course. But, let's face it,
some people hate their family!

Speaker 7

Well, it looks good on your CV, having
worked for a company everybody’s heard
of. So there’s more status, I think. But you
can stay in the same job for years before
anyone notices you!

Speaker 8

I like the amount of autonomy 1 get. 1
mean I'm pretty much left to do things the
way | want to. In many ways, it's like
being my own boss. And the decision-
making process is so much faster!

(= B

Speaker 1

Hm. Basically, I think it's right. A few
years ago everyone was saying all these
small dynamic companies were going to
take over the world, but, um, the problem
with small companies is, erm, gn;.}lf. ina, .2
word — capital. They usually fun out of
money before they can establish
themselves. I've heard that about half of
new companies go out of business in the
first two years. Unless they get taken over,
of course, by a big company. And those
which do succeed, well, they just become
big companies 100.

Speaker 2

Well, I'm quite shocked that 400 people
are as rich as half the world. In fact, I can
hardly believe it, but, oh, I suppose it
must be right. I do think national
governments are less powerful than they
were. But that's because of globalisation
and organisations like NAFTA, and the
ASEAN league and the EU, not just
because companies are getting bigger and
bigger. And I really can't see companies
being allowed to print their own money!
But, well, who knows?
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Speaker 3

I think it misses the point. Two things.
First of all, whoever said that successful
dotcoms were small? If you want to
succeed on the Internet, you have to get
big fast. Look at companies like Amazon
and Yahoo and eBay. So that's wrong for a
start. On the other hand, these days, you
don’t necessarily have to be big to be a
multinational. It depends what business
you're in. If you're in a specialist business,
you can sell your products or services all
aver the world and have just twenty or
thirty people working for you. That's e-
commerce for you!

Speaker 4

Well, I agree with what it says about
politicians, but it's nothing new. Politicians
were never as important as they thought
they were. And to be honest, I'd rather
have the CEO of a big successful company
running the country than most of the
prime ministers we've had over the last
few years. But [ wouldn't put a prime
minister in charge of my company, thank
you very much!

Speaker 5

I agree with most of what it says. The firm
I work for tried to break up into smaller
separate companies, er, oh, about eight
years ago. A lot of people lost their jobs.
There was quite a bit of bad feeling, 1 can
tell you. The idea was to make ourselves
more competitive. Re-engineering, they
called it. Huh! It was a disaster. Small is
good for new ideas, but it doesn’t last. Big
is best.

Speaker 6

It's total rubbish. I mean, OK, so some of
the biggest companies in the world are
enormously powerful. Obviously. That's
rather worrying, actually. I don't like the
idea that Nokia can be making more
money than Norway or whatever it is. But
there's no security in size nowadays. I
read somewhere that half the Fortune 500
companies weren't even in business
twenty years ago. So, what does that tell
you? Change — that's what modern
business is about. And the bigger you are,
the slower you react to change. Smaller
companies are the future.

10 Small talk
B 101

Extract 1

A: Er, how do you do. I'm Tom Pearson,
Export Manager, Falcon Petroleum.

B: How do you do, Mr Pearson. [ am
Sakamoto, Assistant Director of
International Investments, Mizoguchi
Bank. Please sit here opposite the door.
You'll be next to Usami-san.

A: Oh, OK. I sit here, right?

B: That's right. Have you tried green tea
before, Mr Pearson?

A: Er, yes [ have. [ had it last time [ was
here. I like it very much.
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Extract 2

A: Good morning everyone. I'd like to
introduce you all to Dr Alan Winter,
who's come over from the Atlanta
office to spend a few days at our
research centre. Welcome to Berlin, Dr
Winter.

B: Thank vou very much, Wolfgang. It
was kind of you to invite me.

A: OK, let’s get down to business, shall
we?

Extract 3
A: ... And then Juventus scored the
winner. It was an incredible goal! Did

you see the Lazio game last night, Miss

Sterling?

B: Yes, I did. Wasn't it a great match? One

of the best I've ever seen. But then
there's nothing like Italian football.
A: So, you like football then?
B: Oh, yeah. I love it. In fact, my father
was a professional footballer.

A: Really?
B: Yes. He wasn't a superstar or anything,

but he, er, played for Leeds.
: Leeds United?

A
B: Yes, that's right.
A

: They were a great team in the 70s,
weren't they?
B: Yeah, that's when he played for them.

A: Amazing. Wait ull T tell Luigi. Our new
partner's father played for Leeds United,

hat
B: Where is Luigi, by the way?

A: Oh, he'll be here soon. He's never the

first to arrive, not Luigi ...

Extract 4
A: Rain stopped play again yesterday, I
see.
: Sorry?

B
A: The cricket. They cancelled the martch.
B

: Oh, they didn’t! Well, we certainly
haven’t seen much cricket this
summer.

A: No. Chocolate biscuit?

B: Oh, have we got chocolate ones?
Business must be good.

C: Right, everyone. Er, I suppose we'd
better get started ...

Extract 5

A: Right, shall we start? First of all, this is
Catherine Anderson from London. 1
think this is your first time in Finland,
isn't it Catherine? Or have you been
here before?

B: Actually, I came here on holiday once,

but that was a long time ago.

A: Well, we hope you enjoy your stay with

us. Now there's fresh coffee if you'd
like some before we begin ...

Extract 6
A: OK, you guys. Thanks for coming.
Now, to business ... Oh, did you all get

coffee?
B: Hey, wait up. I got a great one here.
C: Oh no, it's one of Marty's jokes.
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B: See, there's this guy George goes for a
job, right? And it’s a really cool job.
Right here in New York. Big money. So,
anyway, he takes a test, like an aptitude
test, you know, him and this woman.
There's two of them. And they have to
take a test to get the job.

C: Yeah, yeah, so ...?

B: So they both get exactly the same score
on the test, George and the woman —
ninety-nine per cent.

C: Uh-huh.

B: So George goes into the interviewer's
office. And the interviewer says ‘Well,
you both got one question wrong on
the test, but, I'm sorry, we're giving the
job to the other candidate.” So George
says ‘Hey, that's not fair! How come she
gets the job?’ And the interviewer says
“Well, on question 27, the question you
both got wrong, she wrote “T don't
know” and you wrote “Neither do 1"’

C: That's a terrible joke, Marty.

B: No, you see, he copied her test, right?
A: Manty, we've heard the joke before. It's
ancient. OK, everybody, time to work.

B: I thought it was funny.

Extract 7

A: As you know, Albert, I'm the last
person to talk about other people’s
private lives. If the president of France
himself wants to have an affair, I don’t
care. | mean, this is not the United
States.

B: Yes, quite.

A: What I do worry about is what's going
on between our vice-president and our
head of finance.

B: They're having an affair?

A: Haven't you heard? I thought
everybody knew.

B: God, no! No one ever tells me
anything.

A: T mean, it's not the affair I care about.
It's how it affects our meetings. Haven't
you noticed?

B: Noticed whart?

A: How they always agree on everything,

B: Well, now you mention it ...

=

Conversation 1

A: Hello, you look tanned.

B: Oh, thanks. I'm afraid it's started to fade
already.

A: When did you get back, then?

B: A couple of days ago. I still haven't got
used to being back at work.

A: No, I bet you haven't. Tobago, wasn't
it?

B: Yeah. It was the best holiday we've
ever had.

Conversation 2

C: Did you go, then?

D: Yeah, T went last week. I've wanted to
see it for ages.

C: And?

D: Mm, it was OK, I suppose. I was a bit
disappointed, actually.

C: I thought it was great, Because I didn't
like him at all in Titanic.

1D: No, that was a terrible film, wasn't it?



Conversation 3

E: Could I have it back when you've
finished?

F: Yes, of course. Sorry I forgot 1 still had
it.

E: It's all right. Only I promised I'd lend it
0 someone else,

F: Don't worry, I've nearly finished it. I'm
on chapter fifty.

E: It's OK. There's no rush.

F: Thanks. It's a brilliant book, isn't it?

Conversation 4

G: Where did you get that?

H: What? Oh, this. Well, you know that

shop we went into a few months ago?

G: No.

IL: Yes, you do. The one you didn’t want
1o go into.

: Oh, that one! You didn't buy it there?

: Yeah.

: Well, you always did have a funny taste
in clothes. It suits you, though.

OETe

Conversation 5

J: Have you read this?

K: No, what does it say?

J: It's abour all these job losses in e-

commerce.

K: Oh, that. Yeah, well, I knew that was
going to happen.
So much for the age of the Internet!

: Hm. It's certainly bad news for the
stock markets.

]

11 E-mall
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Speaker 1

Well, e-mail has several obvious
advantages over the phone. 1 mean, for
me, the main one is that it's instantaneous.
You can get straight down to business,
without wasting time on getting through to
the person you want and then having to
ask them how they are, about their family
and so on and so on. So it's more
efficient. Also, it's a lot easier if I'm using
English — gives me time to think about
what I want to say. Of course, the
downside to e-mail is that you can't stop
people you don't want to talk to from
sending you endless messages!

Speaker 2

Oh, e-mail's great. All you have to do is
key in your message, click send and it’s all
done. Moments later your message will
arrive at its destination — if it doesn't get
lost on the way, that is. Of course, it
doesn’t usually get lost. Tt usually just sits
there for weeks waiting for an answer!
You wouldn't dream of just letting the
phone ring and ring without answering it.
So why do some people never answer
their e-mail?

Speaker 3

Someone told me that at Sun Microsystems
one and a half million e-mails are sent and
received each day. That's about 120 per
employee! It's not quite as bad as that
here, but it's bad enough. The worst thing
is when people forget to complete the
subject line. Then you've no idea what the

message is about, so you have to read it
just in case it's important, which it usually
isn't. But if it’s really urgent, people
phone.

Speaker 4

A few years ago, our company did the
same thing as SEI Investments in
California. It gave everyone a PC, a laptop
and a mobile and sacked all the
secretaries. Well, some of them got other
jobs, but most of them just went. So
overnight we had to do all our own
secretarial work. But I'm not so sure it's 4
good idea. A friend of mine works for
Labconco - they make laboratory
equipment — and what happens there is
they don't let their customers into their e-
mail or voice mail systems at all! They say
they like to keep the client relationship
personal. ‘People buy from people,’ their
CEO says. 1 think a lot of our secretaries
went to work there!

o= EEY

Message 1

Hi Koichi, it's Sarah Greenwood here.
There’s been a change of plan. Peter and
I were hoping to arrive in Nagoya on
Monday. That's not going to be
possible now, I'm afraid, because 1 have
to be in Edinburgh that day. So, we're
aiming to get there by Wednesday, but
that should still give us plenty of time ro
get organised before the presentation.

Message 2

Hi Koichi, it's Sarah again. Peter and I
were planning to stay at the Radisson,
because it's near, but apparently there's a

conference next week and it's already fully
booked. Sorry, I was going to e-mail you

about this yesterday. Could you find us
somewhere else? Thanks very much.

Message 3
Hi Koichi, it's me again. Just one more

thing, sorry. We're intending to keep the

presentation itself quite short — about
45 minutes — to allow plenty of time for
questions, and we're going to use
PowerPoint, so we're going to need a
projector and screen, if you can
organise that. Thanks, See you on
Wednesday.

12 Presenting
o= FPR
1

They tried it. They liked it. So they
bought it.

2
They tried it. They liked it. So they
bought it.

3
We can never be the biggest, but we can
be the best.

4
We can never be the biggest, but we can
be the best.
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5
Did you know that the whole thing was
absolutely free?

6
Did you know that the whole thing was
absolutely free?

= PP

I have said that great men are a mixed
lot / but there are orders of great men
// There are great men / who are great
men / amongst all men // but there are
also great men / who are great /
amongst great men // And that is the
sort of great man / whom you have
amongst you tonight //

1 go back 2,500 years / and how many of
them can I count in that period? // I can
count them / on the fingers of my two
hands: // Pythagoras / Ptolemy /
Aristotle / Copernicus / Kepler /
Galileo / Newton // Einstein // And I
still have two fingers left vacant //

My lords / ladies / and gentlemen // are
you ready for the toast? // Health / and
length of days / to the greatest of our
contemporaries // Einstein //

n 12.3

Part A

A: OK, this brings us on to the next item
on our agenda this morning, which is
online business. Now, I know some of
you are concerned about the recent
performance of E-Stock, our online
subsidiary. So I've asked Gary Cale, our
new head of e-business, to bring us up
to date. Over to you, Gary.

B: Thanks, Michelle. To start off, then, I
know you have all seen the figures up
to the last quarter — disappointing to
say the least. Nine months ago, when
we first went online, we were getting
over 250,000 hits a day. Three months
ago, when I joined this company, we
were getting just 60,000 and it was
obvious we were failing to attract
sufficient customers o our website, So,
what was going wrong? In a word,
technology. The problem was not the
service we were offering, bur the
website itself.

Part B

B: Now, three things make a good
website. First, access to the website
must be fast. The slow access speed of
our website meant people were getting
bored waiting for pages to load and
simply going somewhere else. Second,
a good website must be easy to use.
Ours was so complicated, customers
sometimes didn't know if they were
buying or selling! And third, a good
website must have excellent search
engines. Ours didn't. To give you an
example of what I mean, a fault we
hadn’t noticed in the programming
caused fifteen hundred people to invest
in a company that didn't even exist.
Yes, embarrassing. I'm glad 1 wasn't
here to take the blame for that one!
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OK, to move on. Greenbaum-Danson is
unquestionably one of the world's
leading financial services companices,
We're the biggest, oldest and most
respected firm in the business. But to
succeed in online stock trading, to
succeed in any area of e-business, you
need a first-class website. So, creating a
first-class website was our first priority.
The next thing was Internet advertising,
winning back the customer confidence
we’d lost. That's a longer job, but
we're making progress. The final thing,
and this always takes time in e-
business, will be to actually make a
profit. Well, we can dream!

Part C

B: Have a look at this. It's a graph
showing the number of trades our
customers make per day on our
website. As you can see, the figure was
fluctuating for the first three months
and then fell sharply to bottom out at
just 10,000 trades a day. For a company
of our size, that wasn't too impressive.
But look. We're up to nearly 40,000
trades now, our highest ever, and still
rising.

OK, I'm going to break off in a minute
and take questions. So, to sum up. One,
improvements in our website have led
to more hits and increased trading.
Two, advertising on the Internet will
help us win back customers. Three,
profits will follow. E-trading in stocks is
the future. In the US alone it's the way
a quarter of the public choose to buy
their shares. This is the informartion age
and the Internet is the ultimate
information provider. I'm reminded of
what banker Walter Wriston once said:
‘Information about money is becoming
more valuable than money itself.’ Thank
you.

13 Technological
world

=
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A: ... Oh, yeah. I've heard about this. It's
sometimes called ‘free energy’.

B: Free energy?

A: Yeah, it's this guy, what's his name?
Nikola Tesla, that's it. He believes that
there’s all this electricity just floating
about in the environment. And once we
know how to use it, we won't need
coal or gas or oil or anything ever
again. We'll be able to power all our
machines with natural electricity.

B: But that’s rubbish! ... Isn't it?

A: Well, a lot of scientists say so. But some
of them agree with Tesla. He's started a
whole new branch of physics. There's a
lot of research into it going on.

B: Hm. Still sounds like science-fiction to
me ...

-
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: Isn't this something to do with putting

tiny computers into your clothes?

: I think so.
: Yeah, they sew computers into your

clothes — don't ask me how — and they
do stuff like check air temperature,
switch lights on and off, take phone
calls for you.

: You can take phone calls?
: Apparently.
: What, through your shirt? You're joking!

What's the point of that?

: Don't know. Saves you carrying a

mobile, I suppose ...

: Eh, this is looking at people’s genes

and seeing if they're likely to get certain
diseases like cancer or Alzheimer's, isn't
it?

: Yeah, it sounds like a bad idea to me.
: Oh, why? Maybe it could help prevent

those conditions before they happen.

: Yeah, but I've heard that they can give

that kind of information to insurance
companies and even your employer. Or
maybe you apply for a job and you
have to send them your genetic profile
as well as your CV. So they can reject
you just because you might get ill
sometime in the future.

: Can they do that?
: Oh, yeah.

Burt that's terrible ...

: Well, this is that sheep, isn't it?
: Sheep?
: You know, the one those Scottish

biologists made an exact copy of.
Wasn't it called Dolly? Dolly the sheep.
All the newspapers went mad about it.

: Oh, yeah, of course. But now

everybody’s worried about the ethics of
it, aren't they?

: Well, I don't think they're so worried

about sheep. It's if they do it on
humans.

: You think they haven't already? We

don't know what goes on in those
laboratories.

: True. It's a bit like Frankenstein, isn't it?

Playing god ...

: Eh, um, I've forgotten what this is. Oh,

yeah. It's freezing people who've died.
So they can be brought back to life
sometime in the future, if we have the
technology by then.

: That's right. Didn't Walt Disney have it

done?

: Did he? Walt Disney’s in a fridge

somewhere? Could they do it in those
days?

: I think so.
: Actually, I heard they just freeze the

heads now, not the whole body.

: Oh! That's horrible! Why do they do

that?

: I suppose it's cheaper ...

el
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: This is quite interesting. This is making
computers the size of molecules so they
can put them into vour body to repair
injuries and fight viruses and so on.

: Yes, I read somewhere the Pentagon is
funding research into this. These
nanobots measure about a billionth of a
metre across or something.

: That's right. And it's not just medicine.
Apparently, these molecular machines
will be able to build other machines as
well.

A: Eh, you've lost me.

: Well, the idea is that as well as
downloading software off the Internet,
for example, you'll actually be able to
download hardware too.

: No way'! I'm going to be able to
download a whole computer complete
with mouse and printer? Ta-da! Straight
into my office?

: Well maybe not a whole computer, but
certainly a new hard disk. It's just
rearranging molecules ...

: Now, this, in my opinion, is going to be
the big thing in the next fifty years or
0.

: What, more than I1?

: Oh, yeah. I mean you can only make
computers so fast and mobiles so small.
After that, it's just a waste of time. This
is where the really exciting work is
going to be done.

: Well, they've already done it, haven't
they?

: What?

: Mapped human genes.

: Well, yes and no. Actually, they can't
even agree on how many genes we
have. Some people say 90,000. Some
say only 35,000,

: 35,0007 Doesn't sound like a lot. 1
thought there’d be millions!

: Well, no, you see only about 3% of our
DNA is actually genes. The rest is just
junk.

: Really?

: Yeah, And 70% of our DNA is the same

as a worm's! And so some scientists are
saying it's going to take years just to
separate out the important stuff, Of
course, there's this guy, Bill Haseltine —
he runs some big bio-tech company -
who says we should stop trying to map
every gene and get on with designing
genetic medicines from the ones we
already know about. They reckon he'll
be genomics’ first billionaire.

: A sort of Bill Gates of biology.

: Exactly.

: I haven't got a clue what this is. Have
you? ’

: Erm, veah, I saw an advert for one the
other day, actually.

: Yeah?

: Yeah. It’s like a machine that gives you
energy, I think. You know, ‘chi’. That's
Chinese for energy, isn't it?

: Like in ‘Tai chi’?
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A: Yeah. It's supposed to give you the
energy you get from doing yoga or
something like that,

B: All the ‘chi’ without the yoga?

A Righl.

B: Sounds like a crazy Californian idea to
me. How much do they cost, then?

A: About $500, [ think.

B: $500! Well, No ‘chi’ for me, thanks!

14 Being heard
= P

Extract 1

It's a joke, really, this idea that everyone's
opinion is valued. I mean, how much can
vou disagree with the boss? After all, she’s
the boss!

Extract 2

You often leave a meeting not really
knowing what you're supposed 1o do
next, what the action plan is. I usually end
up phoning people afterwards to find out
what we actually agreed.

Extract 3

Nobody seems to come to the meeting
properly prepared, If you want a copy of
the report, they don't have it with them.
Need to see the figures? They’ll get back
to you. It's hopeless!

Extract 4

You often get several people all talking at
the same time. So no one’s really listening
to anyone else. They're just planning what
they're going to say next. It's survival of
the loudest!

Extract 5

They're usually badly organised. Nobody

sticks to the point. People get sidetracked
all the time. It takes ages to get down to

business. As they say: ‘If you fail to plan,
you plan to fail.’

Extract 6

You know even before you begin who's
going to argue with who. The facts don't
seem to matter. It's all about scoring
points, looking better than your colleagues
and impressing the boss.

Extract 7

I try to stop them over-running. We
sometimes hold meetings without chairs,
That speeds things up a lot! I've even tried
showing the red card 1o people who won't
shut up, like in football. Not popular.

Extract 8

The same two or three people always
scem to dominate. The rest of us just
switch off — doodle, daydream, count the
minutes. T sometimes play Tomb Raider on
my laptop with the sound off.

Extract 9

Well, to be honest, everybody knows we
don't actually decide anything in meetings.
The boss already knows what he wants to
do anyway!

Extract 10

Well, nothing interesting was ever
discussed in a boardroom. That's why it's
called a boardroom — people go there to
be bored. Most offices are unsuitable for
long meetings. And as for breakfast
meetings, no way! My idea of a breakfast
meeting is breakfast in bed with my wife.

= FPP

Extract 1

A: OK. You've all had a chance to look at
the quarterly sales figures.

B: Yes. They're terrible.

A: Agreed, but if I could just finish.
We're 30% down on projections. The
question is why?

C: Can I just come in here? It seems 10
me that our marketing strategy is all
wrong.

B: Now, just a minute. Are you trying to
say this is our fault?

C: Well, what else can it be? We're offering
generous discounts ...

B: Look, sorry to interrupt again, but ...

C: No, hear me out. We're offering very
generous discounts to our biggest
customers as part of our introductory
offer. And sales are still slow.
Something’s going wrong, and I say it's
the marketing.

B: Well, if you ask me, the problem is the
product itself.

C: And what is wrong with the product?
Babyslim is an innovative addition to
our product line.

B: Innovative, yes. But there is no market
for diet baby food. I said so at the very
beginning. Who's going 1o admit
they've got a fat baby?

A: You know, maybe he has a point ...

Extract 2

A: So, that's the position. The company
has been officially declared bankrupt.

B: Yes.

A: And our chief executive officer has
been arrested on charges of corruption.

B: Yes.

A: Of course, our company president has
been on television to make a public

apology.

B: Of course.

A: But there was nothing he could do.

B: Of course not. Gentlemen, it is a black
day in our company’s proud history.

A: Yes. A very black day. Very, very black.

C: Can I just come in here?

B: Please, do.

C: Well, it's just a suggestion, but shouldn't
we all be looking for new jobs?

Extract 3

A: Now, just a minute, just a minute!

B: There's no way we're going to accept
this!

A: Could I just .2

B: They can't make English the official
company language!

A: Could T just ...7

B: Il head office thinks we're all going to
speak English from now on ...

A: Could I just finish what I was
saying?
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B: Frankly, it's bad enough that we have
to speak English in these meetings.

A: Please! Let me finish. ... No one is
suggesting we can't speak our own
language.

B: But that is exactly what they are
suggesting!

C: Can I just say something?

B: Go ahead.

C: Well, as T understand it, this is only a
proposal at this stage.

A: That's precisely what I was trying to say
— before 1 was interrupted.

B: Now, hang on a second ...

C: If I could just finish ... . The idea is to
introduce English gradually over the
NEeXt tWo years ...

B: Oh, no! Not while I'm in charge of
Human Resources.

A: Yes, well, that brings us on to item two
on the agenda: restructuring the Human
Resources department.

15 Snail mail
o=
1

Erm, well, where's the address? You've
completely missed the address out. And
what's the twenty-twost of February, Rudi?
You mean twenty-second. That should be
‘nd’, right?

2

‘My dear Ms Ramalho’ is a bit old-
fashioned, don't you think? Sounds like a
19th-century love-letter, eh? I don't think
you need the ‘my’. ‘Dear Ms Ramalho’ will
do. And it's a capital ‘T* for ‘Thank you'. I
know it’s after a comma, but it's a capital.

3

So that should be: ‘Thank you for your
letter of February ninth.” Oh, and
‘communication’ has got a double ‘m’
Rudi! Try using the spell check.

4

What's this? ‘T am such sorry’? That's ‘so
sorry’, isn't it? Actually I don't think you
need the ‘so'. Just ‘Tm sorry’ sounds
better ... OK ... T'm sorry you were
disabled 1o attend our presentation”? So
this woman arrived in an ambulance, did
she? ‘Unable’, I think you mean.

5

‘In the mean time ..." Oh, [ think
‘meantime’ is one word, not two. Yeah,
one word. Oh, what's gone wrong here? ‘I
enclose a copy of our last catalogue? That
should be ‘latest’. The last one’s the old
one not the new one.

6

Erm, ‘current’ is with an ‘e’, not an ‘a’ — ¢-
u-double r-e-n-t. And it's a price list, Rudi,
not a prize list. With a ‘¢’ not a 'z, We're
not running a lottery!
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7

‘Information’ is singular. You don’t need
the ‘s". So, ‘If you would like further
information ... uh-huh ... please don’t
hesitate but contact me again.’ That should
be ‘don't hesitate fo contact me again’.

8

Right, nearly finished. ‘T look forwards to
hearing from you.” That doesn't sound
right to me. Wait a minute, it's ‘T look
Jforward not ‘forwards’. Yeah. And, er,
“Yours fatefully’. That's ‘faithfully’ not
fatefully’ — f-a-i-t-h, faithfully ... Actually, it
isn't, is it? IU's ‘Yours sincerely’. Because
you've written the woman’s name. I'd just
put ‘Best wishes' if I were you. It’s simpler.
Er, Rudi, maybe you'd better leave the
letter writing to me in future.

16 Solving problems
B 6.1

The first suggestion the company got was
a joke really, but it won the $100 bonus.
The suggestion was that the bonus be
reduced o $50.

= B

1

After many expensive and unsuccessful
attempts to promote the restaurant with
posters and ‘I-shirts, the owner, Martha
Sanchez, finally came up with a winner.
She offered free lunches for life to anyone
who agreed to have the name and logo of
the restaurant tattooed on a visible part of
their bodies. To date, 50 people have
become walking advertisements.

2

A lot of time was wasted on electronic
devices that could authenticate signatures
and on educating customers of the bank to
look after their cheque books. Someone
suggested using passwords, but people
always forgot them. Finally, the bank
manager had a different idea — why not
simply put a photograph of the account
holder on each cheque?

3

The company quickly realised that there is
no way of making industrial cleaners
exciting. Special offers and competitions
had limited success. So they tried
something silly instead. The company’s
name was changed to the New Pig
Corporation. All products were labelled
with the New Pig logo, the hotline was
changed to 800-HOT-HOGS and its
company address 1o 1 Pork Avenue. Did it
work? Well, growing at a rate of 10% a
year, New Pig currently employs more
than 300 people and enjoys sales of over
$80 million.
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n 16.3

Extract 1

A: OK, we both know the problem.
Basically, we can't get retail stores to
stock our new product. They say it's
too expensive. So the question is: how
do we get access to the customer?

B: What if we offered it on a sale or
return basis?

A: No, 1 don't think so. If we did that,
we'd just create cashflow problems for
ourselves.

B: Hm. Well, another option would be
to sell it direct online.

A: It's a possibility, but I really don't think
we know enough about e-commerce o
take the chance. And if we start
bringing in Internet specialists, we
could end up spending a fortune.

B: Of course, we wouldn't have this
problem if we’d priced the product
more sensibly in the first place.

Extract 2

A: Right, our objective for this meeting is
to think of ways we can get the
supplies we need. As I'm sure you've
all heard our sole supplier is about to
go bankrupt!

B: Hopefully, it won't come to that, but if
it does, we'll certainly have to act fast.,
Supposing we bought the company
out? ?

A: What, and took on all their debts? I
don't think so!

C: Alternatively, we could just
manufacture our own components,
I've spoken to our technical
department. They say they can do it.

A: Yes, but do you have any idea how
long it would take to get an in-house
production facility operational?

C: Well, what choice do we have? Unless
we do something, we'll be out of
business within six months!

B: What 1 want to know is why our
suppliers didn't tell us they were in
trouble. If we'd known this was
going to happen, we could have had
our own production plant up and
running by now.

Extract 3

A: What T want to know is: how do we
maintain our profit margins with labour
costs rising the way they are?

B: Well, it seems obvious, but how about
raising prices? I mean, even with a 2%
price rise, we'd still be very
competitive.

C: No, I'm afraid that’s not an option. This
is an extremely price-sensitive market.

B: 1 know that, but what else do you
suggest? If we don't cover our costs,
we'll soon be running at a loss.

A: Now, let's not panic. The answer
could be to shift production to
somewhere like South-East Asia.
We've talked about it before.

C: And close down our plants here?
Wouldn't it be easier if we just tried to
renegotiate with the unions — get them
to accept a lower pay offer?
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A: If we'd been able to get the unions
to accept a lower pay offer, John, we
wouldn't be considering outsourcing
to Asia.

Extract 4

A: Now, what on earth are we going to do
about all this unsold stock piling up in
the warehouses? If we don't move it
pretty soon, there’ll be no space for
new product. And we'll be left with a
lot of old product nobody wants! So,
ideas? Anybody?

B: Well, in my opinion, our product
development cycle is way too short,
Why don’t we delay the new product
launch to give us time to secll existing
stock?

A: This is a technology-driven business,
Robert. If we don't continually upgrade
our product, the competition will,

B: And if we didn't all keep upgrading
every three months, we wouldn't have
this problem!

C: Wait a minute, wait a minute! This old
stock, couldn’t we just sell it off at a
discount to create space for the new
stuff? Say, 15%?

A: I'd rather not start talking about a 15%
discount at this stage, if you don’t mind.

C: Well, if we’d discounted it sooner,
we wouldn’t have had to be so
generous.

Extract 5

A: Now, I've brought you all here to
discuss a very serious matier. Someone
in the company — we don’'t know who
— is passing on information to the
competition. I'm sure I don't need to
tell you that in a business like ours it is
essential we protect our competitive
advantage. So, ... what do we do?

B: Are you telling us we have a spy
amongst us?

A: If T wasn't, Simon, we wouldn't be here
now.

C: Well, let's think. We already restrict
access to important files, but what
about encrypting our most
confidential information as well? It's
common practice in most companics
these days. I'm surprised we don't do it
already.

A: I'm afraid it's more serious than just
downloading data off the company
server. This person seems to be
recording meetings and private
conversations as well.

B: You're joking!

(coughs)

B: Erm, sorry, it’s just that I can hardly
believe this.

C: Well, maybe it’s time we involved the
police. Clearly a crime is being
committed here.

A: Tt most certainly is. And I would have
called the police in already if I'd
thought it would do any good. Bur, I
don't want our spy, whoever it is, to
know we know. So, unless we have 1o,
T'd rather see if we can deal with this
ourselves first. And who knows?
Perhaps we can even turn the situation
to our advantage ...
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Case study 1: Harley-Davidson

Harley chief, Richard Teerlink, was quick
to realise that the company’s greatest asset
was its customers. So the first thing he did
was build up the Harley Owners’ Club
which now has nearly half a million
members. He also recognised the rend
towards higher-income customers, for
whom a Harley was a stats symbol.
These yuppies, rich urban bikers or Rolex
riders, as they were sometimes called,
were clearly the key to the company’s
survival. By creating an extended family of
Harley enthusiasts fighting to save a great
American legend from Japanese attack,
Teerlink was able to work effectively on
the emotions of his target market.

But Teerlink was a practical businessman
100. Ie knew that he couldn't ignore the
technical side. So Harley executives were
sent to Japan to learn some of the
Japanese quality assurance techniques.
More significantly, Harley-Davidson
immediately got rid of all of its executive
vice-presidents and replaced them with
three self-directed teams: one to create
demand; one to manufacture the products;
and one to provide customer support. The
next step was to set up the Harley Institute
which offers every employee up to eighty
hours of training a year.

In a final masterstroke, Teerlink persuaded
the International Trade Commission to
increase the tax on imported Japanese
motorbikes over 700ccs from 4.4% to an
cnormous 49.4% for a fixed period of time
1o give American manufacturers time to
recover.

And recover they did. By 1988 when
Harley-Davidson threw its 85th birthday
party in Milwaukee, 40,000 Harley lovers
had come from all parts of the United
States to attend with IHarley executives
riding at the head of each convoy. By
1989 Harley was again the number one
heavyweight bike company in the US with
59% of the market. Today it’s still growing
by 8 to 10% a year and enjoying record
sales of around $2 billion.

Case study 2: Hennessy Cognac

It's close to midnight and you're relaxing
after a long, hard day at the office. The
barman's waiting to take your order. You
don’t know what to have. You look at a
table in the corner where an attractive
group in their carly twenties seem to be
having fun. “What are they drinking?’ you
ask the barman. ‘Hennessy martinis,
madam. They're the latest thing. Would
you like to try one? You've never heard of
it. *Sure,” you reply. The barman pours the
dark golden drink into a cockuail glass.
‘Hey, this isn't at all bad!” you say. You
order 4 couple more and can't wait to tell
your friends about your new discovery.

What you don'’t know is that those rich
kids in the corner are getting paid to drink
this stuff. They're part of an ingenious

campaign dreamt up by the Hennessy
marketing department to influence
people’s choice of drinks in bars all over
the States. ‘Stealth marketing’ they call it.
Over the past six months Hennessy have
been interviewing and recruiting young,
good-looking people to go into bars in
New York, Chicago, San Francisco, L.A.
and Miami and order Hennessy cocktails,
tell bar staff how to make them if they
don’t know and buy drinks for anyone
they like. Hennessy pays for their drinks
and they get $50 a night for the job.

Clever. But does it work? Yes, brilliantly!
Hennessy sales have increased ever since
the campaign. In 1997 Hennessy finally
broke the one-million-case-a-year barrier
in the US. And today Hennessy sponsors
party nights all over the world from Paris
to Kuala Lumpur. Of course, the secret is
out now. But that hasn't stopped other
companies copying the strategy to
influence those customers who believe
they cannot be influenced.

18 Eating out
o= PE

A: So, here we are, Hm, it's a bit more
crowded than usual.

B: Nice place. Do you come here often?

A: Mm, yes. It's very convenient and the
food is excellent, but it looks like we
may have to wait for a table today. This
place is getting more and more popular.

A: Our table’s going to be a couple of
minutes, I'm afraid, but we can sit at
the bar if you like.

B: Oh, OK. I see what you mean about
this place being popular.

A: Well, we shouldn't have to wait too
long. Now, what would you like to
drink?

B: Oh, just a fruit juice or something for
me.

A: OK ... er, excuse me.

B: ... So, I'm not really sure how I ended
up in financial services.

A: Me neither. I studied law at university,
but I never wanted to work for a bank.
Right. I'll just see if our table’s ready.

A: OK, this is their standard menu ...

B: Mm. It all looks very good.

A: ... and those are the specials. Let me
know if you want me to explain
anything.

B: Thanks. I may need some help. So,
what do you recommend?

A: Well, they do a great lasagne. But
perhaps you'd like something more
typically English.

B: Mm, yes. And perhaps something a bit
lighter,

A: Is there anything you don’t eat?

B: No, not really. I'm allergic to mussels,
that's all.

A: Oh, that's a pity. The mussels are a
speciality. But, erm, you could try the
lamb. That’s very good here. It comes
with potatoes and a salad.

ey
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B: Mm. That sounds nice. But isn't it a
little too heavy?

A: Well, you could have it without the
potatoes. Or perhaps you'd prefer the
cod ...

A: Shall we order a bottle of the house
red?

B: Well, maybe just a glass for me.

A: Oh, let’s get a boule. We don’t have to
finish it.

B: Oh, well, I suppose not. Could we
order some mineral water too?

A: Sure. Sparkling or still?

B: This is absolutely delicious. How’s
yours?

A: Not bad at all. More wine?

B: Not for me, thanks. So, how do you
think the meeting went this morning?

A: Quite well, I think. Of course, we still
have a lot of things to discuss ...

: Now, how about a dessert?

: Oh, better not. I'm on a diet.

: Me to0. But it doesn't stop me. How
about peaches in wine? That's not too
fattening.

B: More wine! James, we have another

meeting this afternoon, remember.

B o

: Right. T'll get this.

: Oh, no, you don't. I'm paying.

: But you paid yesterday, James. It's my
turn,

A: No, no, I insist. You're my guest.

= PEW

Conversation 1

A: ... S0, Seiji. What's this fugu? It's a kind

of fish, isn't it?

B: Ah, yes. Er, it's rather unusual, er ...

A: Traditional Japanese dish, eh?

B: Yes, but, er, it’s a little exotic. You

may not like it.

A: No, no, I like trying new things. Fugu

sounds good to me.

B: I think you’d prefer something else.
Fugu can be ... a little dangerous.

: A bit spicy, you mean? Ah, don't worry
about that. I love spicy food.

: No, not spicy. It's, er ... It's poisonous.

It's what?

: Poisonous.

: Poisonous?

: If it isn't cooked the right way, yes.

Well, T ...

: Some people love it. And this is a very
good restaurant, but thiny people die
every year from bad fugu. Really, I
think you should try something else.

A: Yeah, well, sure. 1 think you're

probably right. Maybe I'll have the
tempura instead.

B: Yes, tempura. Much better idea, David.

m e m

e
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Conversation 2

A: Now, Hans, we thought you might
like to try the local speciality.

B: Ah, yes?

C: Yes, it looks a little strange at first. But
youw’ll love it. You like shellfish, don’t
you?
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B: Well, I like prawns. And the mussels we

had the other day were excellent.

. Then you'll really enjoy this. It's

squid.

: Squid?

: Yes, like octopus, you know?

: Yes, | know what squid is.

. Ah, but this is not just squid,

No?

: No, this is something really special.

It's served in its own ink — as a sauce.

B: It's served in ink?

A: Yes, you know, the black liquid that
squid make.

B: Erm, yes. It sounds a bit ... . Actually, I
hope you don’t mind, but could I
just have something a bit simpler?

C: Well, if you're sure you don't want to
try it. It’s really very good.

B: Yes, I'm sure it is, but, erm ...

3

FPEOROW

Conversation 3

A: Now, is there anything you don't eat,
Louise?

B: Well, I am on a special diet at the
moment, Jean-Claude. 1 hope that’s not
a problem.

A: No, of course not. This is a very good
menu. 1 am sure we can find something
you'll like. What can’t you eat?

B: Well, I can't eat anything fried. In fact,
no fat at all. Nothing made of pastry
or cooked in oil. No red meat, of
course. Not too much sugar. I can ecat
white fish but only boiled.

A: What about the chicken here? That's
very plain and simple.

B: Is there a sauce on it?

A: Yes, ir's a delicious cream and wine

sauce.

. No cream, I'm afraid.

: No cream?

B: Or wine. I'm not allowed any alcohol at

all. Not that 1 drink much anyway.

: I see. Well, I'm sure they'll serve it

without the sauce.

: Hm. How’s the chicken cooked?

Er, it’s roast chicken, I imagine.

: 1 can only have grilled.

: Tl ask them to grill it

Hm. I'd prefer fish really.

- Well, how about the trout?

: Is it boiled?

No, baked in the oven.

Hm. I may not like it. What does it

come with?

A: It comes with potatoes and fresh
vegetables.

B: Oh, I can't eat potatoes. All that
carbohydrate! Vegetables are OK. But
no beans and ...

vl
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TrErErBEET

19 Messaging
o= I

1

Erm, I couldn’t disagree more, actually.
Just because e-mail is quick to send
doesn’t mean it's quicker to write or read.
Bad spelling, grammar and layout look just
as bad on a screen as on a piece of paper.
People forget that ¢-mails can be sent on
to other people or printed out and kept on
file for years. Poorly written ones reflect
badly on your professionalism.
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2

Well, 1 think it depends on who you're
e-mailing and why. If it's someonc I don't
know, my e-mail will look pretty much
like a standard business letter. But if it’s
someone I e-mail every day, then [ just get
straight down to business. Most of these
e-mails are just replies to other e-mails,
anyway. So [ may not even bother to write
the other person’s name. If it’s someone |
know well but haven't been in contact
with for a while, I always start off with a
few pleasantries.

3

Erm, people are much too informal in
most e-mails, if you ask me. And
disorganised. You can tell they're actually
thinking through what they want to say as
they write. A lot of the e-mails 1 get are
about as ineffective as a phone call. First
we get all the ‘How are things? It was
good to talk the other day’ stuff. And
when they finally get down to business,
it's often something trivial they could have
sorted out themselves. And they forget to
add the amachment!

kS

In the past we were sent on courses Lo
develop a professional relephone manner,
an appropriate business writing style and
so on. But I think it makes more sense
now just to talk about messaging rather
than phoning, faxing, e-mailing. And the
language is very similar these days no
matter what medium of communication
you're using. As a matter of fact, my
company pays a monthly fee for me to
have something called a unified messaging
service, That means all my voice mails,
e-mails and faxes go 1o a central inbox
and I can get them any time I like in any
way I like through my mobile, my laptop
or my electronic organiser. I can even read
my voice mail and listen to my e-mail. It's
great!

5

Well, frankly, I always hated all that ‘Dear
Sir or Madany', ‘with regard 1o your letter
of, *don't hesitate’, ‘yours sincerely’ kind
of rubbish, Thank god we can just write
like normal human beings now. E-mail’s
great strength is its simplicity and
directess. You don’t need o learn any
special expressions or worry about where
you're going to put the date. As if anyone
cared! In some ways e-mail’s a lot like
voice mail — you just talk through a
computer keyboard instead of a phone.
You keep it short and friendly. Do it once
and send it. People who go on about
‘netiquette’ drive me nuts. They're just
trying to make e-mail as over-complicated
as business letters used to be.

= P

Message 1

Message received today at 9.37.

Hello, this is Bill calling from Seattle. Sorry
for not getting back to you sooner, but I
only just got your e-mail. I'm having a few
problems with this new Outlook Express
program. Just can’t get the damn thing to
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work! Anyway, I've been thinking about
what you said at our last meeting and 1
think T may have the answer. Why don't
we simply buy the Internet? It would
certainly solve a lot of problems. Think
about it and call me back later today.

To repeat the message, press one; to delete
the message, press two; to save the message,
press three. Message erased.

Message 2

Message received today at 9.56.

Hi, Richard here. You won't forget those
figures for our meeting in New York
tomorrow morning, will you? T booked
you both onto Virgin flight 776 from
Heathrow, economy class. Sorry, 1 couldn’t
get us all a seat in upper class. Believe
me, 1 tried everything. So I won't actually
be with you during the flight. But I can
give you a lift to the airpon if you like. I'm
going ballooning this afternoon, so phone
me back after 4.30 if you want to fix
something up. Speak to you later.

To repeat the message, press one; 1o delete
the message, press two; to save the messdage,
press three. Message erased.

Message 3

Message received today at 10.04.

Hello, it's Anita. I'm just phoning to say
how much I loved the ‘Beauty without
Cruelty’ campaign you ran for us and to
see if you'd like to come to the launch of
our new cabbage and banana shampoo. 1
realise it's rather short notice, but would
one of you be prepared to give a little
speech? You were so good last time.
There'll be a lot of celebrities there and
we're donating all the profits from ticket
sales to Save the Squirrel. I'm in Papua
New Guinea right now so call me on the
satellite phone. Bye.

To repeat the message, press one; to delete
the message, press two; to save the message,
press three. Message erased.

Message 4

Message received today at 10.21.

Luciano here, I'm calling to say I'm very
unhappy about the direction you are
trying to take my company in. God knows
it's a difficult enough business to begin
with. You try selling low-budget T-shirts
and pullovers in today’s market! As you
know, we have a reputation for dramatic
and controversial television commercials
and your suggestion that we use some
ageing rock group to promote our product
is frankly pathetic. I want a fresh proposal
on my desk by tomorrow morning or T'll
call in another group of consultants.
Phone me the minute you get in.

To repeat the message, press one; to delete
the message, press two; 1o save the message,
press three. Message erased. No more
messages.



20 Negotiating

& 2o,

Speaker 1

Spend as much time as possible at the
outset getting to know exactly who you're
dealing with. Inexperienced negotiators
tend to go straight in there and start
bargaining. That may be OK for a small,
one-off deal, but it's no way to build a
long-term business relationship. So create
rapport first. This could take several hours
or several months! When you're ready to
start negotiations make sure you agree on
a procedure before you begin. And while
they're setting out their proposals, don’t
interrupt. Listen. And take notes. Then
have lunch! Don't be templed to make
your counter-proposals and enter the
bargaining phase until after a good long
break. You'd be surprised how much you
can find out over a decent meal.
Bargaining, of course, is the critical phase,
but it can be surprisingly quick. If it isn't,
break off and fix another meeting. Don't
try to run marathons. When you do finally
get to the agreement stage, agree the
general terms, but leave the details to the
lawyers — that's what they're there for.
Close on a high note and remember to
celebrate!

Speaker 2

Prepare thoroughly. If you don't, you
won't know whether 10 accept an offer
and may end up actually arguing with
your own side, which is suicide in a
negotiation. So, make sure you establish
all the points you're going to negotiate
and have a clear idea of your opening,
target and walk-away position on cach.
Your opening position or OP is your initial
offer — on price or whatever. Your TP,
your target position, is what you're
realistically aiming for. And your WAP or
walk-away position is the point at which
you walk away from the negotiating table.
Always be prepared to do that. Know
what your fall-back position or FBP is -
what you'll do if you don't reach an
agreement. Some people call this your
BATNA, yvour best alternative to a
negotiated agreement. You nearly always
have a BATNA, however undesirable. But
if you really haven't got one, you'd better
be good at blufting or you going to lose
big time!

Speaker 3

Ideally, a successful negotiation is a kind
of joint problem-solving meeting, where
we identify each other's interests, wants
and needs and then explore the different
ways we could satisty those. 1 say ‘ideally’,
because it hardly ever is like that. Win-win
negotiation is a great idea, but most
people have a simple ‘T win — you lose’
mentality. So what do you do with the
person who simply won't listen, who
keeps interrupting, who becomes
aggressive, who makes last-minute
demands, who won't make a decision? I
must have read dozens of books on
negotiation tactics. The problem is, so has
everybody else. So they don't really work,

My only advice is: don't get personal —
ever; don't agree to anything until you've
discussed everything; don’t make any
concessions withour asking for something
in return; ask lots and lots of questions;
and don't give in to pressure. Remember,
if the answer must be now, the answer
must be ‘No'.

Speaker 4

I think it was the negotiations trainer and
writer, Gavin Kennedy, who said the worst
thing you can do to a negotiator is 1o
accept his first offer. You may think that's
exactly what he wants, but that's where

you'd be wrong. If you accept his first

offer without a fight, your opponent will
think he could have got a lot more out of
you. He won't be happy at all, and you
don’t want that. So play the game. And
don't worry about dirty tricks. They’re only
dirty tricks when your opponent uses
them. When you use them, they're tactics!
So use them. Shock them with your
opening offer; use your English as an
excuse to deliberately misunderstand them;
kill them with silence; use your emotions
when it’s 1o your advantage; right at the
end, say you have to get the OK from
your boss or make another last-minute
demand.

= R

Extract 1

A: Now, the next thing is: we'd like to
see some movement on price. We
had a rather lower figure in mind than
the one you've quoted us.

B: OK. What sort of figurc are we
talking about?

A: Well, something nearer to seven million
€uros.

B: Now, let me just check I understand
you correctly. You're offering us seven
million for the whole construction
contract?

A: That's right.

B: And what sort of time-scale are we
looking at?

A: We would expect you to complete the

project within 18 months.

B: How flexible can you be on that?

A: Not very. W were hoping to have the
plant fully in operation by next
September.

B: I sce ... Can I make a suggestion?

A: Go ahead.

B: Well, would you be willing to accept
a compromise?

A: That depends on what kind of
compromise you had in mind.

B: Well, what if we offered you an
alternative? What if you paid us two
million in advance, two million mid-
contract, and another 3.2 million on
completion.

-

A: On schedule?

B: On schedule. 18 months ... Or
thereabouts.

A: Hm. So that's 7.2 million euros in all.

B: Correct.

A: And what if you run over schedule?

B: Then there would be a penalty. Let's
say 25 thousand euros for each week
we ran over schedule.
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A: IIm. I'm afraid this doesn’t really
solve our problem. What we need
from you is a guarantee that the project
will be finished on time.

B: And, as you know, I can only give you
that guarantee by bringing in more
outside contractors,

A: Which ups the price 1o your original
bid of 7.8 million euros?

B: Yes.

A: At the moment we do not see this as
a viable option.

B: 7.8 million really is my best price on
that.

A: Well, in that case, I think that’s about
as far as we can go at this stage.

B: Now, wait a minute. We're not going to
lose this deal for 600,000 euros, surely
... How about this .7

Extract 2

A: Right. We seem to be nearing
agreement. But, erm, before we
finalise things, can we just run
through the main points once more?

B: Sure.

A: Now, you'll provide a series of eight
two-day in-company seminars for our
telesales team over the next six months.
You yourself will be conducting most of
the sessions with two other trainers,
using materials specially designed 1o
meet our specific needs and approved
by us four weeks prior to the first
seminar?

B: That's correct.

A: And, er, let me get this quite clear,
each seminar is to have no more than
16 participants, is that right?

B: Yes. We find the seminars are much
more effective with smaller groups.

A: Hm, I suppose you're right. It does also
mean running more courses, but OK.
Now, since we are booking eight
seminars, we'll obviously expect a
reasonable discount on your usual fee.

B: Erm, yes. Could you give us an idea
of what you're looking for? Because
with this particular course ...

A: 1 would have thought a 15% discount
was fair. So that's eight times £3,000 is
£24,000 minus 15%, which is, erm,
£3,600. And that would come to a total
fee of £20,400. And you'd invoice us on
completion of the whole series of
seminars. Are these terms broadly
acceptable?

B: Er, well, just a moment, We haven't
actually agreed on the discount yet. As
I was about to say, with this particular
course there wouldn't normally be such
a large discount. We offer 10% on five
or more of our standard seminars, but
this is a specially designed course for
your personnel only. Obviously, we
have to cover our development costs.

A: 1 should think you could cover them
quite easily on just over £20,000, Mr
Smart, No, my mind's made up. 15% —
take it or leave it

B: Well, now, I'm afraid we could only
accept this on one condition.

A: Which is?

B: Erm, we'd want a 25% non-refundable
deposit in advance ...
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A: Done.

B: You see, ... erm, sorry?

A: 25% deposit — no problem. T'll get
accounts to make you out a cheque for,
let me see, £5,100 ... Well, that's it. I
think we’ve earned ourselves a
drink!

B: Erm, well, yes. Nice doing business
with you.

= P

Right, well, when a team wants to sell a
player, they agree a transfer fee. That's the
price other clubs have to pay them if they
want to buy that player. These vary a lot.
For a young, talented player with lots of
potential the transfer fee could be around
three or four million pounds. Obviously,
for a real international star, it could be
anything up to twenty million. For a team
like Manchester United that equals the
club’s annual profit. So buying a player is
a big decision.
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That's what the player’s club gets, but
what about the player? Well, every
professional player has a FIFA agent.
FIFA’s the governing body for world
football. And the agent’s job is to negotiate
terms with teams who want to buy the
player. The average weekly wage in the
UK Premier League is about £5,000, or
£250,000 a year. Internationals get more
and so do foreign players sometimes — it
encourages them to come and live in
England. So, basically, the wage for all the
players is the same, with the stars getting
maybe 10 or 15% more.

But, of course, the players don't just get a
wage, they also get an annual fee, which
is usually much, much more than the basic
wage. Superstars can get anything from a
one to four million pound annual fee. The
fee is really just to stop them going to
another team and it's their main source of
income.
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OK, contracts. Players’ contracts can be for
two, three or five years, and if a player
wants to leave before his contract expires,
he has to pay a penalty — maybe five
million pounds or something ridiculous
like that. But they usually work something
out. There's no point having players who
don’t want to play for you any more.

So, those are the main points to negotiate
in a transfer. Other things might include a
percentage of merchandising profits — from
sales of shirts, caps, boots with the
player’s name on — and foreign players
will often want a house and car provided
as well, since they may only stay a few
years. Some ask for free flights home to
visit family. Oh, by the way, all those
figures I've mentioned are net, not gross.
Footballers don't like to worry about how
much tax they're going to have to pay!
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